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Dear Stakeholders,

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
C E O  M E S S A G E  T O  S T A K E H O L D E R S
( G R I  2 - 2 2 )

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

Our values guide Teleperformance's actions
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I am passionate  
and engaged

I treat others with 
kindness and 

empathy

I do things right the 
very first time



1
4 Teleperformance in 2022
5 Teleperformance in Italy

Teleperformance
Context

Teleperformance is a global leader in:

outsourced digital integrated business services. It implements digital strategies 
to optimize and transform customer experience and business processes to 
make interactions “simpler, faster, safer”. With 45 years of experience, the 
Group provides its clients high value-added, omnichannel and tailored 
solutions, according to a three-dimensional approach aimed at developing the 
Group’s expertise in a broad portfolio of services, by client verticals and 
geographies. This distinctive “TP Cube” approach responds perfectly to the 
growing complexity of client demand all over the world.

In the World
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( G R I  2 - 6 )



Teleperformance Italia (also in this document Company) is the commercial name of In & Out Spa a socio unico. The 
headquarter is located in Fiumicino, 29, Viale Bramante, and it is both legal and operational. The Company has a second, 
only operational, site located in Taranto, 2, Via del Tratturello Tarantino. Established in 2003, the Company is 100% 
owned from Teleperformance Se and offers the full range of Teleperformance Group services.  (GRI 2-1, GRI 2-2)

In particular, the Company provides marketing services for: 

► customer care, aimed at enhancing the loyalty of existing customers; customer acquisition;

► customer value growth and value management; 

► marketing consultancy, with a special focus on the management of contact centers and training; 

► innovative services production, with a special focus on statistical, econometric and IT applications.

Services are both inbound (customer care) and outbound (telemarketing), primarily in the Media & Entertainment, 
fixed/mobile telephone, financial and insurance and public utility services markets.

With several years of sound industry-specific expertise and service innovation, Teleperformance Italia offers the most 
comprehensive service portfolio on the market, supporting the growth and evolution of its clients. Through an agile 
client-based approach, the company developed founded on the systematic understanding of transformation 
requirements in order to provide customized solutions and a unique user experience for every interaction.  (GRI 2-6)

Global
Leadership

In Italy
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Operating in 91 countries, Teleperformance is a multicultural group with the largest geographical 
footprint in its core business market. The Group has nearly 1,200 clients with whom it generates a 
revenue of 8,154 million euros. During 2022, Teleperformance shore up its global footprint by 
expanding its activities in three new countries (Belgium, Belize and Mauritius) as well as deploying a 
hybrid service model combining work-from-home and on-site solutions all over the world. The Group 
is committed to becoming an undisputed global leader in digital integrated business services 
solutions by 2025, with a revenue above €10 billion. This ambition is part of an integrated and 
sustainable growth, based on a long-term vision.  (GRI 2-1, GRI 2-6)
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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.

A n n a  M a r i a  M a s s a ra
Sustainability Manager
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2
Methodology and Targets

( G R I  2 - 3 )

This document, which is Teleperfomance Italia second Sustainability Report, has been prepared with the aim 
of transparently communicating its 2022 sustainability strategies. 
The Report presents Teleperformance’s achievements in environmental, social and governance sustainability 
in relation to the financial year 2022. Both financial and sustainability statements of the Company are 
referred to the same reporting period from 1st of January to 31st of  December 2022. 

The Sustainability Report, that is drawn up on annual basis, has been prepared by reporting on a selection of 
indicators of “Global Reporting Initiative Sustainability Reporting Standards” defined in 2016 by the Global 
Reporting Initiatives (“GRI”), according to an approach “GRI reference-claim”.

The complete list of standards used, including clarification of the topic, is provided in the Appendix, in the GRI 
Content Index, additionally the new GRI reported are also indicated in the related paragraphs.

The reporting boundary of the data relates to Teleperformance Italia and, to allow the comparability of the 
data over time and the evaluation of the trend of Teleperformance activities, a year of comparison has been 
included, where available.

To provide a correct representation of the performance of Teleperformance Italia, directly measurable 
quantities have been included in the data,  the use of estimates has been limited as far as possible and where 
data for the previous year has been restated, this is clearly indicated in the document. ( G R I  2 - 4 )

The reporting of indicators was defined based on an initial activity carried out by Teleperformance Italia 
during 2022 for the second consecutive year, which enabled the identification of material issues, as described 
in the section "Our Pillars" of this document.

The document contains a description of the Teleperformance Italia material themes referred to each pillar 
identified, assessed in relevance for the Company and for the Stakeholders.

The drafting process was coordinated and directed by the Sustainability Manager, with contributions by the 
Sustainability Committee, and Internal Communication Team, including the involvement and collaboration of 
all the Company departments and interviewed Stakeholders.

The collecting data process, for preparing this document, was managed accordingly to: 

Ø the principles of inclusiveness, sustainability, materiality and completeness for information content;

Ø the principles of balance, comparability, accuracy, timeliness, clarity (reliability) for defining the 
reporting parameters, as stipulated in the GRI guidelines.



Below is a simplified scheme of this process:

Planning Involvement Materiality 
Assessment Data Collection Improvement 

Goals
Doument 
Drafting Action Plan
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2

Identification of issues relevant 
to the company and 
stakeholders

Prioritization of potentially 
relevant issues

The Methodology is divided into 
3 main phases:

Selection and validation of the 
relevant topics for the 
Materiality Matrix.

Identifying, assessing, 
prioritizing, and managing the 
Company extra-financial 
impacts

Engaging with our 
stakeholders

Making our stakeholders aware 
of our more material items in 
order to define appropriate 
Corporate Social Responsibility 
strategy and action plans

And 3 main targets:

With the purpose of enforcing transparency and trust amongst Stakeholders, this document will be appropriately 
advertised and posted on the websites (GRI 2-29 a. ii.):

https://www.teleperformanceitalia.it/wp-content/uploads/ (GRI 2-3 d.);

https://www.teleperformance.com/en-us/locations/italy-site/italy-codici-e-policy/, available to all (GRI 2-23 c.).

For any information relating to the Sustainability Report it is possible to contact us using the following email address: 
tpinternalcommunication@teleperformance.it. The Report is also available on the Internal Intranet (GRI 2-3 d.).

This Statement was presented for examination and evaluation and subsequently approved by the Board of Directors of 
In & Out S.p.A. on 31 March 2023 (GRI 2-14).

The Sustainability Report is also subject to limited examination (“Limited assurance engagement”, according to the 
criteria indicated by the ISAE 3000 Revised principle) by Deloitte & Touch S.p.A. according to the procedures indicated in 
the "Report of the Independent Auditors", included in this document (GRI 2-5).



2

Materiality Analysis

The "materiality analysis" represents the first step for the preparation of the Sustainability Report as required by the 
GRI Standards,
The fundamental nature of Materiality Assessment enables the Company to identify emerging opportunities, prioritize 
mitigation of potential business risks, and improve stakeholder relations while ensuring the integration of sustainability 
into the business strategy and operations. 

In continuity with 2021, Materiality Assessment is the process of identifying and assessing potential Environmental, 
Social and Governance issues that may impact the Company’s business processes and its stakeholders.
In line with the requests of the new edition of the "GRI Standards 2021", the Company has realized its updated 
materiality analysis to identify the aspects to be reported within the Sustainability Report 2022.  
The Company material topics has been prioritized based on the impacts on the economy, environment and people, 
taking also into consideration what influence the decisions of the Stakeholders.

The concept of materiality has been closely connected to the concept of impact and the material themes are those 
representing the organization's most significant impacts on the economy, environment and people.
The process started from an analysis of the previous year material topics, conducted with the cooperation of 
Stakeholders and their expectations. Each material topic has been associated with positive and negative impacts 
generated. A significant themes-impacts mapping was subjected to an evaluation scored process by Top Management, 
employees, and a sample of significant Stakeholders.

The impact analysis has been preceded from a context analysis in which the Company operates, with the aim of 
identifying the positive and negative impacts that affect it or that could affect it along its value chain. In particular, the 
following contexts analysis were carried out: 
• Analysis of the main sector’s trends on Plimsoll database; 
• Analysis of applicable legislation, including programmatic (for example PNRR, Taxonomy); 
• Benchmark with competing and comparable companies through the main public sustainability and social 
responsibility documents; 
• Analysis of company documentation such as policies, internal procedures, Code of Ethics and documents that 
formalize management systems compliant with international standards adopted by the organization (for example ISO 
9001, ISO 14001, ISO 18295, ISO 45001, ISO 27001, ISO 37001).
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People Profit Planet

( G R I  3 - 1 ,  3 - 2 ,  3 - 3 )

The Materiality impacts analysis undertaken by 
Teleperformance Italia confirms the Material pillars 
identified by Teleperformance, common with the 
Group Holding and cascaded into the Company 
after being assessed by local Company 
Stakeholders.  In respect of 2021 a special target of 
Gender Equality certification has been added.
The methodology used for prioritizing the Material 
impacts is based on the Company’s triple bottom 
“Priorities: Economic, Social and Environmental”.



2
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The importance of the impacts was assessed in relation to both the relevance to the company in terms of impact on Business
and Risk analysis and remediation action plans and relevance for stakeholders in terms of the perception of the impacts of
each pillar by key stakeholders.

This approach gives the Materiality Analysis a strategic leverage action. The materiality matrix, combined with the
Company's business model, makes it possible to identify the strategic guidelines on which the Company bases its business
sustainability and becomes a strategic lever. For this reason, it was shared by the Chief Executive Officer with Top
Management, and then approved by the Board of Directors (GRI 2-14).

Based on impacts, have been identified and assessed 18 themes and related positive and negative impacts. Material Themes 
have been prioritized from the most important to the least important as on the chart below: 



Stakeholders

Our Sustainable commitment is 
to further effectuate trust with 
our Stakeholders. 
The stakeholders map, which 
outlines the key stakeholders for 
the organization, has been 
completed by the Company as 
part of the ISO (27001:2013 -
27701:2017 - 18295-1:2017 -
37001:2017 - 14001:2015 -
9001:2015 – 45001:2018) 
certifications process.

Stakeholders are classified into 2 
Macro Groups (Internal and 
External) and 3 types: Essential, 
Attractive, Weak.                            
It is depending on the interest 
and influence they hold in 
respect to the referenced policy, 
and to the decisions that 
Executive Management wants to 
adopt.                               
Therefore it becomes gradually 
“necessary”, “recommended” or 
“dutiful” to involve them in 
decision-making process.

2

TELEPERFORMANCE ITALIA - Sustainability Report
                                                                                                           
                                                                                                                             11

WeakAttractiveEssential

• Clients
• Employees
• Corporate
• End Users
• Consultants/Suppliers
• Labor Union (RSU/RLS)
• Employment Agencies
• Shareholders

• Community• Mass Media
• Government/Authority
• ODV 231

Categories

ExternalInternal

• Employees
• Corporate
• RSU-RSL

• Clients
• End Users
• Consultants/Suppliers 
• Employment Agencies
• Mass Media
• Community
• Government/Authority
• Labor Union
• ODV 231

Macro Groups

( G R I  2 - 2 9 )



In 2022, two internal 
Stakeholders Macro groups 
(Employees and RSU ) and six 
External Macro groups (Clients, 
Consultants/Suppliers, 
Employment Agencies, 
Government/Authority, Labor 
Unions, ODV231) have been 
selected and involved in the 
Materiality assessment.

A sample of 33 respondents was 
selected and assessed by 
Company stakeholders. Each 
response was weighted with a 
score from 1 (minimum 
importance) to 3 (maximum 
importance).

To corroborate the impacts 
prioritization, a survey on a 
sample of 395 employees, has 
been leaded in 2022 and 
completed in April 2023.

Our anonymous employee said: 
"Sustainability is a great means 
that companies have at their 
disposal to improve their image 
versus both internal and external 
and territory in general".

The result of the Survey shows as 
for the 99.7% it is important that 
Teleperformance Italia has 
embraced a path towards 
sustainability and People, Planet 
and Profit are the hard core of 
the Company sustainability.

2
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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. ’’
G i a n l u c a  B i l a n c i o n i
H u m a n  R e s o u r c e  D i r e c t o r

“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



3

Employee well-being and emotional intelligence are fundamental aspects of the Company’s operations business strategy.

Since 2008, Teleperformance has always undertaken a comprehensive annual Employee Satisfaction survey called E.Sat. 
In 2021, satisfaction levels among our employees increased, ranking our Company among the Top 5 subsidiaries in the 
world. 
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Well being at work

The main KPI of Well Being and our pride is the Great Place to Work certification
obtained in July 2022, for the second year; still being the sole company in Italy in 
the Contact Centre sector to receive such an award. The Great Place to Work 
certification is issued by an independent entity that assesses employee 
satisfaction levels through a survey addressed to them directly.



3

Wellbeing, additionally, is increasingly empowered with many concrete actions (GRI 2-23).

On April 14, 2022, Teleperformance launched the “In Welfare”, 
funded by the Department of Policies of the family, as part of the 
#Conciliamo tender, for a total value of 1,722,850.95 euros, with a 
duration of two years.

For Teleperformance it is important to motivate its workers, improving their well-being, but also supporting their 
purchasing power and promoting health protection to prevent occupational diseases and related risks to the 
territory.

(c) TP Welfare & Inclusion

In 2022, the Company implemented the new TP 
Welfare & Inclusion section on the intranet in 
order to keep its employees constantly updated 
on the social protection measures, such as 
bonuses and incentives, at national, regional and 
company level, as well as on all the initiatives and 
events concerning Diversity and Inclusion.
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(a) In Welfare Conciliamo

By virtue of this project, the Company has created a 
Welfare Plan full of numerous actions solutions that 
meet the needs of reconciling private life and 
professional life, with particular attention to female 
staff.

(b) Healthy Vocal Balance

Through this initiative, Teleperformance once again reaffirms its 
commitment to guarantee its employees a working environment 
of excellence, attentive to personal and family needs and which 
translates into an improvement in the quality of personal and 
working life.

(d) Welfare and Parental protection

For a better conciliation of working life and reduction of stress the 
Company uses smart working and part-time on request as means 
to support the return from maternity leave.
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(e) TP Welcome Baby

Starting from 1 January 2022, the TP Welcome Baby measure was 
introduced which recognizes for new parents, 20 days of extra 
vacation. This measure also applies to parents who have adopted 
or will adopt children. Also for the parents who had a child 
between 1 January 2020 and 31 December 2021, 10 days of extra 
leave to be used in case of need has been approved.

This policy testifies to the level of sensitivity of the Company on 
the subject and the commitment to support the birth rate and 
well-being of employees, improving their work-life balance. For 
Teleperformance the arrival of a newborn is an event that should 
be celebrated and supported with measures that guarantee time 
and serenity to new mothers and new fathers.

(g) Wellness inside

“The psychological listening desk” was created in 
the company to offer counselling and 
psychological support to employees, it was 
designed at the beginning to help them cope with 
the effects of the pandemic, then maintained as a 
well-being means and support. Each part of this 
project is managed by highly specialized 
professionals, trained in emergency 
management, with years of experience in working 
at telephone helplines. 

Employees can book individual listening 
interviews and psychological support through the 
intranet in accordance with the available time 
schedule.
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(f) Flexible working

The Code of Ethics establishes that, compatibly with the general 
efficiency of the work, is favored the flexibility in the organization 
of work that facilitates the management of private/working life, 
maternity and childcare in general. With a view to improving the 
balance between work and personal needs, starting from 01 
March 2020, a time of flexible entry and lunch break and Work at 
Home have been established. 

(h) Gympass

As part of the company initiatives aimed at ensuring staff health 
and fitness, Teleperformance Italia signed a partnership with 
GYMPASS to allow for employees to access gym facilities for 
wellness activities at discounted rates.
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Employees Engagement strategy in Teleperformance Italia is based on motivation, sense of pride and 
belonging, with the awareness of the huge impact on the profitability.

This is a core investment for the Company focused on engagement approach philosophy such as:

Ø Appreciation and Rewards

Ø High Trust and Loyalty

Ø Happy workplace 

Ø Work Satisfaction

Ø Friendly and Encouraging culture

Ø Retention and opportunities of Growth

In our philosophy, there is a linear relation between profit and engagement.

Employee engagement is the degree to which employees invest their cognitive, emotional, and behavioral 
energies toward positive organizational outcomes.

The Kpi for the measurement of the engagement score is the absenteeism rate:
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Employees Engagement



The engagement strategy of the Company is 
based on Fun and Productive instruments.
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Fun instruments of Engagement 

are:

a) Have fun on a regular basis

Teleperformance Italia, in a people centric 
approach,  has organized and sponsored free 
events over the 2022 year in favor of the 
workforce and their families:

- Boat trips
- Concerts
- Cultural visits
- Dancing evenings

«Obiettivo Tricolore S. Giovanni Rotondo»
Partecipation of Teleperfomers at Puglia 

Stop

Private Audience of Teleperformers with the Pope

3
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The entire workforce receives a personalized 
greeting email on their birthday

c)    Personal Growth

Team building organized with the support of 
specialized psychologists from Soleterre, aimed 
at improving the ability to work in a team 
through games.

Webinar with Luca Mazzucchelli to discover 
practical strategies to build positive and 
functional habits

Participation in competitions organized by Teleperformance  Group

TP FOR FUN Festival, the 
contest dedicated to music, 

art, dance lovers

Automation League-Botathon 2022:
Reward the most innovative ideas in 

the field of digitization

3

b)   Celebrate Birthdays

d) Contests, games and competitions
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e)        Sports Events

PhotoContest – Photograh your city

Present a book in 200 words

Participation in the sports competition 
organized by Teleperformance Group: 
the winning team has been rewarded 
with a sum of money to be donated to a 
preferred NGO.
Xtra Mile competition: in 2022 there were 
two editions, the first in May where Italy 
ranked 5th, the second in November 
where we reached the second place. 
Teleperformance donated its rewards to 
the non-profit organization Alzaia and 
Differenza Donna committed to 
combating violence against women.

Xtramile 2022

3
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Teleperformance Italia is present on the following 
social networks: facebook, Instagram, twitter and 
LinkedIn. Since September 2022, it has, once 
again, promoted its social channels thanks to the 
help of some social ambassadors identified in the 
workforce, who have the task, through their 
interactions, publications and sharing, of improving 
the web reputation of the branch and of the group.

December 2022

3

(1) Score: Misurement of positive and negative social feedback. The table indicates 
zero impact of negative feedback.

(1)

f)   Social & Ambassadorships



Productive instruments of 

Engagement are:

a) Keep communication open at all level

Keep communication open at all time and all level is an 
important means to ensure the employee feel being part of 
a family. On a regular basis department sectors or crossing 
meeting are organized and also to ensure communication 
with the Top Management, the section in the Intranet 
“Here4you” has been created by witch at any time CEO, 
CFO, COO can be contacted.

b)    Remuneration and Benefits

(GRI 2-19 a.)
Our remuneration policy seeks to reward individual and 
collective performance by offering a remuneration package 
that is well above local remuneration market rates. The total 
compensation package includes fixed remuneration as well 
as a performance bonus, and other benefits. Additionally, 
the remuneration rates are reviewed regularly to match the 
market trends and to reduce any pay gaps that may arise. 
Over the last five years, more than 3 million euros have been 
paid out in form of bonus payments to qualifying 
employees.

c)     Team Building
The Company offers professionals and fun 
Team Building activity together with online 
training course.

d) Coaching

Teleperformance offers since 2022 a Coaching 
program with external professionals, to the 
employees leading people, that will be extended 
in 2023 to a bigger panel.
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3



KEY PERFORMANCE 
INDICATORS 2020

137
Training hours
per employee

68%

of non-agent positions 
are filled internally

Global Performance & Talent Management is a new process to address the following pain points:

Ø Lack of “ONE” global view of Performance & Talent for all grades

Ø Inconsistent process – The way we assess, and what we assess on

Ø Manual process

Ø Improve offering for Non-Agents

We can address the above by:

Ø Utilising ONE platform with an already high user – myTP (Saba)

Ø Developing ONE performance review form and ONE appraisal form for all – Same sections, different weightings 
where needed

Ø Implementing a CALENDAR year approach so we can centrally drive performance review and appraisal cycles 
allowing Global drive of competition + follow up

Ø Launching and globally calibrating our company on ONE set of TP competencies per level (Agent, Non-Agent and 
Executive Leadership)

Performance Management “helps you track your employees’ performance and tells you whether or not they need extra 
support, can handle a higher-level training”.

In the medium term, the Company intends to harmonize salary, benefits and welfare packages, to ensure fairness and 
consistency with the Company’s financial and operational objectives while offering employees a more competitive and 
sustainable package.
As first step in this direction, the company built and implemented an online better structured and measurable Performance 
Management System that is live since the beginning of 2022, to ensure measurables kpi’s and equal treatment and 
opportunities. 
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e)     Performance Management and Feedback Process
(GRI 404-3)

Process Overview

3



Minimum Skills

KEY PERFORMANCE 
INDICATORS 2020

137
Training hours
per employee

68%

of non-agent positions 
are filled internally

3

Skills: are the specific learning skills that you need to do a particular job well. There is, however, a distinction to be 
made between hard skills and soft skills. Whereas a hard skill is a technical and quantifiable skill that a
professional can demonstrate through his or her specific qualifications and work experience, a soft skills is a non-
technical skill that is less rooted in specific vocations. An example of hard skill might therefore be computer 
programming or proficiency in a foreign language, while a soft skill might be time management or verbal 
communication.
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Competences have long been used as framework 
to help focus employees’ behavior on things that 
matter most to an organization and help drive 
success, a focus on skills without looking at the 
broader competences will not enough to develop 
leaders and drive career development for 
employees.

Process Knowledge Use of Technology Interpersonal/
Leadership/EI/Skills Problem-Solving Skills

All minimum skills can be classified into one of our groups or categorie: Process or Knowledge skills, use of a tool or 
technology, interpersonal skills or Emotional Intelligence, and Problem-Solvin skills.

Global Minimum Skill Matrix

3

10 Core Competences

Those competences are applied to EVERYONE in Teleperformance and are mandatory part of the annual 
performance review form for every employee in all levels:



3

Thinking in a ESG mindset cascades on the business result, adding value to all the Company departments 
and mainly the Human resources.
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f)     Recruiting, Selection & On boarding

The brand reputation attracts talents!

The Company guarantees equal opportunities and gender equality in recruiting and selection as well as 
facilitates young and weakest people entry. Onboarding is constantly monitored through the Employees 
Satisfaction survey, and, in case of leaving, the Company submits the exit interview to investigate the 
reasons.

Recruiting channels are based mainly on internal growth, spontaneous applications attracted from the 
brand reputation, social channels and local manpower agencies.

The 4 key steps in are:

3



Training and Development
3
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3

Teleperformance Italia ensures training 
opportunities for all staff. Our Company is 
increasingly investing in both external technical 
training or online training platforms where 
technical, managerial and other general training 
courses can be accessed.

Continuous employee development has been a 
fundamental lever for achieving effective results in 
our business operations and as such, over the last 
three years, the training programs offered by the 
Company to its staff have been transformed to 
provide participants with the specific skills 
necessary for ensuring excellence at work. Thanks 
to the significant use of distance learning, in 2022, 
there was an additional increase in the average 
number of hours - especially for Senior executives 
and Managers - in order to enhance their 
capabilities when handling technical business 
decisions.

Such initiatives have also been a catalyst for 
unlocking employee potential and enabling 
management to better understand employee 
strengths, thus making it easier to place employees 
where they perform best with the aim of increasing 
company productivity.

In 2022, we have expanded our training catalogue 
to include languages, coaching, and performance 
for a total of training hours of number 80.676,85, 
including the entire company’s population both 
permanent and temporary manpower. 

The Company has launched training courses for the 
enhancement of the employees. Teleperformance 
Italia has created training opportunities aimed at all 
personnel for the growth of skills, including English 
courses, IT and more. The goal is to invest in the 
company population by providing the means for 
the professional growth and at the same time 
increasing the job satisfaction.

Among the most significant topics touched upon 
were Emotional Intelligence, Time Management, 
Awareness of filters on perception, Leadership. 
Additionally, there were training course promoted 
by Valore D like Young Talent, Digital Academy and 
Senior Manager paths.

Following training statistics that refer 
exclusively to Teleperformance Italia 

employees.



Social Dialogue
3
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Our Company ensures that channels for 
social dialogue exist, enabling 
meaningful employee-manager relations 
to flourish through which constructive 
feedback and advice are shared. In the 
same way, Teleperformance Italia 
initiated focus group discussions with 
staff to better understand their needs 
and requirements to better support and 
improve their performance. 

We believe in empowering our 
employees, enabling them to perform at 
their best with a strong sense of feeling 
supported and connected.  

Adopting a bottom-up approach to social 
dialogue has improved employees 
motivation. By allowing employees to 
participate in helping design strategies 
aimed at improving their work 
environment and general welfare.

At Teleperformance Italia, we value 
employee feedback and act upon ideas 
for the improvement of business 
processes and the general working 
environment. In 2022, we will continue to 
cultivate a conducive environment based 
on trust, one open to ideas and 
innovative solutions to meet customer 
needs while maintaining our competitive 
edge.



3
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Health & Safety

Teleperformance Italia, takes highly care of the security of the employees and put in place all the 
measures, regulations, policies and process, with the aim to prevent Injuries and Professional diseases, 
to protect the safety of the entire population in the Company and to guaranty an immediate action. 
The employees covered by H&S management system are 21171 in 2022 and have been 24912 in 2021 that 
corresponds to the total employees both permanent and temporary over the years (GRI 403-8 a.).
The occurrence of incidents is very rare, never serious and of a very slight entity, mainly due to accidental falls or slips 
or collision in the car on their way to work. Injury are considered serious based on the combination of prognosis 
duration (over 120 days), severity of injuries and lesions. Injuries related to 2022 regards 3 employees and 1 interim, 
2021 regard 3 employees and 2 interim, injuries related to 2020 regard 7 employees and 1 interim.  Work-related ills are 
referred to dysphonia and hearing loss.

(GRI 403-9, GRI 403-10)

1 This value includes both employees and non-
employees reported in GRI 2-7 and GRI 2-8 for the 
year 2022

2 This value includes both employees and non-
employees reported in GRI 2-7 and GRI 2-8 for the 
year 2021 

.



4 People

Labor
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(GRI 2-23)

The fundamental rights of workers were adopted in 1998 as part of the ILO Declaration on Fundamental 
Principles and Rights at Work and are:

- freedom of association and effective recognition of the right to collective negotiating;

- elimination of any form of forced or compulsory labor;

- effective abolition of child labor;

- elimination of discrimination in employment and occupation;

- occupational Health and Safety.

Our Company ensures, through internal policies, that the above listed human right issues and additionally the
access to whistleblowing mechanisms and personal data protection are not violated. The procedures also help to
identify risk areas requiring improvement or correction, and the extension of best practices, all the while tracking
the progress and implementation of corrective plans through annual reassessments.  (GRI 2-26)

29  Labor
32     Diversity & Inclusion

Human Rights



4
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Statistics

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



4
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Statistics



In the Company the purpose of Diversity Equity 
& Inclusion Policy is to ensure equal 
employment opportunities, no discrimination, 
and growth programs with affirmative actions 
for all candidates and employees. 
Teleperformance Italia promotes the 
recruitment of people who otherwise would 
have limited job prospects: immigrants and 
refugees, people with disabilities, single parents, 
etc. (GRI 2-23)

In Our Company, diversity equality and inclusion 
meaning are hiring, developing, and retaining 
all the best talents.

In the medium term, the company intends to 
increase the representation of women with top 
management roles, as well as providing 
additional support to women to ensure a 
balance between their private life and work.

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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(GRI 2-23, GRI 2-24)
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Policy D&I
Teleperformance Italia adopted the Diversity Equity & 
Inclusion Policy with the aim of guaranteeing equal 
job opportunities from selection to training and 
performance evaluation. (GRI 2-23)

Family Audit Certification

Teleperformance Italia obtained in November 2021 
the Family Audit Certification. The target is the well-
being of the employee with a better management of 
private and working lifetimes.

It consists in the Work & Family integration business 
plan established by the company for Taranto office 
covering different macro-areas including work 
organization, corporate culture, Diversity Equality & 
Inclusion Management, communication, corporate 
welfare, People caring, territorial welfare and new 
technologies. 

Each area explores a field of investigation with a 
related appointed reference manager called "welfare 
manager", appointed with the task of collecting the 
needs of the workers and providing targeted 
information to satisfy requests. An email address has 
been activated 
(sportellowelfare@it.teleperformance.com) through 
which the company population can communicate any 
problems in order to receive company support. 

The Autonomous Province of Trento has certified that 
the business plan complies with the requirements of 
the Guidelines for the implementation of Family 
Audit. This certificate is valid from 13.10.2021 to 
13.10.2024.

As part of the Family Audit certification, the Company 
has implemented a system of monitoring to verify the 
effectiveness of the actions undertaken through the 
establishment of a Focus Group who periodically 
meet to understand the perception, information and 
satisfaction regarding the actions. 

In addition, a survey was administered in August 2022 
by free and anonymous approval, "Survey Family 
Audit: express your opinion!", with the aim to 
understand if the path taken by the Company reflects 
the expectations and the perception of work-life 
balance of the employees.

Gender Equality Certification 

UNI PdR125/22
The Company started in 2022 the internal 
assessment of the gender equality with the target to 
obtain the UNI PdR125/22 certification in 2023.

4



4

Empowerment Initiatives

As a certified company, Teleperformance undertakes to 
implement numerous work-life balance policies and to improve 
the well-being of all employees and their families. The new 
measures are aimed at perfect work organization, promote 
psychophysical well-being, supply continuous training, strengthen 
the link with the territory and enhance diversity and the inclusion. 
Reaching this milestone awards once again Teleperformance Italia 
for its active role as promoter of a stimulating working 
environment, close to the needs and well-being of workers.

Samples of the policies are: flexibility and working from home; 
improvement of well-being and motivation in the Company 
through meetings, training on psycho-physical  well-being such as 
courses on emotional intelligence, stress management, etc.; 
promotion of Diversity, Equity & Inclusion events; development of 
workers' through the provision of training courses for the 
expansion of technical skills; institution of a Helpdesk/Welfare 
Manager; counseling and psychological advisory service; 
improvement of the number of conventions and benefits; 
improvement of technological equipment and time-saving tools.
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(a)     4 Weeks 4 Inclusion

Teleperformance is one of the partner companies of 4 Weeks 4 
Inclusion, the largest event promoted by TIM and dedicated to 
inclusion and valorization of diversity which involves the 
development of a rich schedule of shared digital events, 
webinars, digital labs and creative groups that take place over 
four consecutive weeks.

In the 2022 edition, Teleperformance Italia contributed with an 
event entitled “Inspiration and courage: the levers of inclusion” 
created together with Objective 3, the Paralympic Sport Club, 
founded by Alex Zanardi which aims to recruit, initiate and 
support concretely disabled people who want to undertake a 
sporting activity.
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(b)    Teleperformance for Inclusion

In March 2022, the first edition of TP4i (Teleperformance for 
Inclusion) was held.  The initiative promotes internally by 
dedicating the entire month of March to DE&I issues. A relay 
of live events, internal and external testimonials, interviews 
with colleagues, reading recommendations, films, 
motivational videos, shared on all our channels and involving 
the entire corporate population. TP4i is an opportunity to 
create cohesion and reaffirm the commitment to build a 
more inclusive future, to value all diversities and grasp the 
value of inclusion in both professional and personal life. Each 
week focuses on a specific theme: the first was dedicated to 
inclusion and the enhancement of diversity, the second to 
women's empowerment and the fight against gender 
discrimination, the third week to welfare policies and the 
optimal management of welfare loads and the last week to 
psycho-physical well-being and the importance of a healthy 
lifestyle. The event achieved great success as witnessed by 
these numbers: 2,500 internal interactions, 120 participants 
per live event, 26 Interviews, 4 live Webinars, 26 Daily Posts.

(c)    TP Women

TP Women is the global network of the Teleperfomance
Group which aims to overcome challenges faced by women in 
the workplace promoting proactive changes towards gender 
equality and women's empowerment. The program promotes 
various initiatives during all year such as round tables, events, 
training, contests dedicated to women who have made the 
difference within the organization. 

(d)    TP Inspiring

The TP Inspiring section is published on the corporate 
intranet dedicated to Diversity Equity & Inclusion and 
containing articles on important women who have made 
history for gender equality.

4



Partnership and Cooperation
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(a)    Valore D

Since 2021, all the undertaken initiatives have earned 
Teleperformance Italia membership with Valore D, the first 
Italian association of companies committed to promoting 
gender balance with an increasingly inclusive corporate 
culture, it is an engine for the growth of companies and the 
nation at large.
Valore D promotes projects for the inclusion and enhancement 
of women within the company through training meetings, 
sharing labs, mentorship programs, e-learning and talk 
academy, aimed at top management, HR personnel, and all 
employees.
The company's Inclusion Impact Index was also calculated 
using a tool created by Valore D in collaboration with the 
Politecnico di Milano, which evaluates the company's 
organizational situation in terms of gender diversity with 
respect to governance, and of the ability to attract, develop 
and enhance female talent.

(b)    Support for the fight against gender-based 
violence

In December 2022, Teleperformance supported the Onlus
“Differenza Donna” of Rome and “Alzaia” of Taranto, two 
associations committed to support women victims of 
violence.

(c)     Inspiringirls

Within the initiatives carried out in collaboration with 
Valore D, Teleperformance supports the project.

Inspiringirls, aimed at lower secondary schools, which in 
2023 will involve the Istituto Comprensivo Moro of 
Taranto. Two Teleperformance role models with a STEM 
background will make their experience available to 
encourage female students to undertake STEM study 
paths and break down gender stereotypes that can hold 
back the ambitions of young girls, building a concrete 
bridge between school and world of work.

4
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(d)     Social campaign #ValoreD4STEM

On the occasion of the International Day of Women and 
Girls in Science, Teleperformance participated in the 
#ValoreD4STEM Social Campaign which consists of 
sharing on social channels a photo of colleagues in the 
Company with a background in scientific subjects, 
applying the special #ValoreD4STEM frame and a small 
caption in support of STEM subjects.

(e)    Partnership with Objective 3

In 2022 Teleperformance has been partner of 
Obiettivo 3 in the sporting event "Obiettivo Tricolore
- La Grande Staffetta". A race in stages, across the 
entire Italian peninsula, with Paralympic sports and 
disabled athletes as protagonists.

(f)    Women Plus

Teleperformance has joined the Women Plus 
initiative as a partner, an alliance promoted by TIM 
and Women at Business together with the largest 
Italian companies.

Together for a common goal: to promote the culture 
of gender equality, to support the employment 
problem, to promote female empowerment and 
reduce skill mismatch. Women Plus is an app / 
platform under development that will be launched in 
2023 to concretely support women in achieving their 
personal and professional growth goals. It will 
contain job offers, training, mentoring and other 
opportunities for women who sign up.

4
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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.“

Our Corporate Values are:

ValuesMission

Ethics
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5
Governance
(from GRI 2-9 to GRI 2-13 lett.a)

Teleperformance Italia adopts the traditional Italian governance model that appears to be the most suitable for 
ensuring management efficiency and the effectiveness of controls.

Our Governance model is based on the presence of a Board of Directors and a Board of Statutory Auditors, 
appointed at the Shareholders' Meeting.

Within this model, our Governance provides for a clear distinction of the roles and responsibilities of the Corporate 
Bodies, as indicated in the Articles of Association, being briefly:

Ø The Board of Directors decides on strategic guidelines and verifies their implementation. It is 
composed from 5 members of which: 1 President corresponding to the CEO, 4 Directors of which 1 
company employee (Italian CFO); the BoD is elected from the Shareholders meeting for a duration of 3 
years (GRI 2-10 a.);

Ø Management is the responsibility of the CEO (Chief Executive 
Officer) who is responsible for the implementation of strategic 
guidelines and Company management; the CEO is also 
President of the Board of Directors (GRI 2-11);

Ø The Board of Statutory Auditors is invested with the control 
function.
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Ø In 2022 a Sustainability Manager and a Committee has been created. The Manager coordinates 
activities and training and proposes the necessary budget (GRI 2-12 lett. a). The Committee members 
are 2 Directors and 21 between Managers and Employees. The Committee has the role to define, 
drive, approve and update policies and targets and define necessary budgets. Also it is up to the 
Committee to spread sustainable culture and training together with ambassadors and initiatives.

      In 2023 more structured regulations and procedures will be better defined.

With the aim of enforcing a Sustainable Governance Model, the Company has both Internal and 
External Bodies. In selecting its Board members, the Company takes into consideration several factors 
such as gender, core expertise, level of experience, and ethical background, in line with the Company’s 
Vision and Strategies.



TELEPERFORMANCE ITALIA - Sustainability Report
                                                                                                           
                                                                                                                             41

5

†

Internal Bodies are:

External Bodies are:Test

- Board of Directors;

- Purchasing Committee;

- Gender Equality Committee;

- Sustainability Committe;

- Sole Shareholder Meeting.

- Board of Statutory Auditors;

- Organisation, Management and 

Control Model Committee 

(Legislative Decree 231/01);

- External Auditors:  Deloitte and 
Touch Spa.



5
Memberships and Associations

Teleperformance Italia is enrolled to the following associations that better represent the core values adopted from the 
Company and its business model:
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(GRI 2-28)
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On the Company website https://www.teleperformance.com/en-us/locations/italy-site/italy-codici-e-policy/, 
our Sustainability Policies and related Company commitment are posted. 

Policies
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(GRI 2-23)

https://www.teleperformance.com/en-us/locations/italy-site/italy-codici-e-policy/


5

Ethics & Compliance

In order to favor the spread of the values of professionalism 
and compliance with laws and regulations, Teleperformance 
Italia has adopted a “Code of Ethics” that outlines the conduct 
to be followed. The Code of Ethics is complementary to the 
"Code of Conduct" addressed to members of administrative 
bodies and to employees.

The Code of Ethics and the Code of Conduct have been duly 
diffused within the Company with the information relating to 
the legislation and to the behavioral and procedural rules to be 
respected, to ensure that business activities are carried out in 
compliance to ethical principles and integrity.
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(GRI 2-23, 2-24)

L u i g i  Cu ra to l i
H e a d  o f  L e g a l  &  C o m p l i a n c e  –  
P r i v a c y  &  R e g u l a t o r y  C o m p l i a n c e  O f f i c e r  

"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

One of the most strategic pillars of the Governance model 
is Risk Management. Our internal control and risk 
management system is the set of rules and procedures in 
the organizational departments/branches of 
Teleperformance Italia, with the aim of allowing for the 
adequate process of identification, measurement, 
management and monitoring of the main risks.

This system is integrated into the more general 
organizational departments and corporate governance 
adopted by Teleperformance Italia and takes into due 
consideration both the reference models and the best 
practices at both a national and international level.

Our Control System is based on Policies & Procedures and 
Audits. 

The Internal Audits are performed mainly by the 
Compliance Department. Additional Audits are performed 
by the Internal Control Questionnaire and by the Cybers 
Security Audit. 

The External Audits are performed by the Supervisory 
Body and External Auditors.

The process of the internal control and risk management 
system provides reasonable “assurances” regarding the 
monitoring of risks associated with the objectives, and the 
related operational objectives, and are as follows:

• Effectiveness and efficiency in the conduct of 
company operations

• Reliability of financial and non-financial information 
(reporting objectives)

• Compliance with laws and regulations (compliance 
objectives)

The components of the internal control system are:

� The definition of strategic and operational objectives

� The identification of risky events that may affect the 
achievement of objectives

� The definition of the roles and responsibilities of 
management (the risk owner)

� Monitoring of the process through Auditing.
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The Code of Ethics and the Code of 
Conduct constitute the fundamental 
elements of the Organization, 
Management and Control Model pursuant 
to Legislative Decree 231/01, and were 
adopted by the Company in January 2012.
The Model is designed to prevent and 
combat the commission of the offenses 
listed in the Law where the Company has 
an interest in or may benefit from a crime 
committed. Furthermore, the Company 
asks all the subjects who have relations 
with, both internally and externally, that 
they must adhere to both to the Code of 
Ethics and the Model, in order to prevent 
illegal acts and misconduct.  The task of 
supervising the observance to, adequacy 
and update of the Model and Code of 
Ethics is entrusted to a collegial 
Supervisory Body.

On 09/18/2019 the Antitrust Authority 
(AGCM) attributed the legality rating score 
of "★★ +", pursuant to Legislative Decree 
n. 1/2012 (converted into Law 62/2012), to 
Teleperformance Italia, certifying ethical 
integrity and compliance with high 
standards of legality, transparency, and 
social responsibility in corporate 
management.

Our Company promotes the fight against 
corruption. In continuing our path 
towards legality and ethics, an important 
milestone was reached in 2019, when our 
Company obtained the UNI ISO 
37001:2016 Anti - corruption 
Certification, meaning all the internal 
Policies and Procedures, as far as 
processes, are deeply entrenched in 
legality, ethics, and values. This is the 
culmination of a path of change, 
improvement, as well as confirmation of 
our core values.  

Organization, Management & 
Control Model, pursuant to 
Legislative Decree 231/01

Legality Rating Anti-Corruption Certification
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5

UNI EN ISO 
9001: 2015 -

Quality 
Management 

System 

UNI EN ISO 
45001: 2018 -

Safety 
Management 

System 
 

UNI EN ISO 
14001: 2015 -

Environmental 
Management 

System 

UNI EN ISO 
37001: 2016 -

Management 
System for the 
Prevention of 

Corruption

ISO 18295-1:2017

UNI CEI EN ISO 
/ IEC 27001: 

2013 -
Information 

Security 
Management 

System 

Certif ications

Teleperformance Italia has achieved and holds the following certifications:
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ISO IEC 27701: 
2019 - Privacy 
Information 

Management 
System 

Payment Card 
Industry (PCI) -
Data Security 

Standard

Great Place to 
Work Family Audit -

Family / Work 
conciliation 

EcoVadis
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Value Creation 2022

Sustainability means for the Company also the economic impact on the local economy. Our Company considers 
important for its reputation inside the local communities investing in the mutual grouth and in the value creation. 
Territory and local communities can benefit from the generation of the economic value created through both direct and 
indirect employment. A new epoch is started and now we are a Company looking for innovative growth solutions. But 
to create, sustain and develop enterprise value, we must do more, and consider both financial drivers and intangible 
considerations such as social changes and ESG opportunities. Focusing on financial drivers of value only, it is no longer 
enough. 



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

Profit

TELEPERFORMANCE ITALIA - Sustainability Report
                                                                                                           
                                                                                                                             50

Value Chain



TELEPERFORMANCE ITALIA - Sustainability Report
                                                                                                           
                                                                                                                             51

2 Teleperformance’s contributions to the Sustainable Development Goals
 along the entire value chain

Positive impact for people and the environment Mitigation of risks to people and the environment

COMPANY BUSINESS ACTIVITIES

OUTSIDE THE COMPANY

Teleperformance Italia offers a 
decent wage to all its employees. 
Inclusion programs.

Teleperformance Italia lays on a 
wide range of training courses and 
development programs for 
employees.

The Teleperformance Italia Women 
initiative aims to achieve gender 
equality across the board.

Teleperformance Italia is a major 
local employer, offering a decent job
and providing a fair income.

Teleperformance Italia is a major 
local employer, offering a decent job
and providing a fair income.

Teleperformance Italia has 
developed numerous partnerships 
with public and private 
organizations.

Teleperformance Italia has set up 
programs for health and wellbeing at 
work and offers health insurance to 
employees.

Increasing the renewable energy 
share in Teleperformance Italia’s 
energy mix.

Teleperformance Italia has adopted 
a diversity and inclusion policy as a 
means of achieving greater equality.

Teleperformance Italia is committed 
to reducing its carbon foot print per 
employee.

Through a robust set of Group policies, 
Teleperformance Italia is committed to 
complying with national and international 
standards and regulations that seek to 
promote the most stringent ethical 
standards. Teleperformance Italia practices 
zero tolerance towards all forms of 
corruption and extortion and has obtained 
the anti-corruption certification.

Teleperformance Italia provides 
interpreting services for foreigners 
and the hearing impaired in 
hospitals. Teleperformance Italia 
provides Covid-19 response services 
(helplines, contact tracing, health 
center call management).

Teleperformance Italia is a major 
player in high value-added and 
labor-intensive services and 
innovation development.

Teleperformance Italia helps to 
make information accessible to 
everyone, everywhere.

Teleperformance Italia provides a 
customer experience to people with 
limited access.

Teleperformance Italia provides 
support to children and victims of 
natural disasters and humanitarian 
emergencies.

Teleperformance Italia is committed 
to supporting education through its 
philanthropy program.

Teleperformance Italia raises 
awareness among employees about 
environment-friendly practices.

INTERNAL INITIATIVES AND POLICIES

6
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2Supply Chain

6

Reduce, reuse, recycle…, this is our motto!!

Teleperformance Italia is committed to a sustainable and responsible supply chain.

Since 2021 a due diligence process is applied on vendors selection and we reached 100% of application in 2022.

The Company has progressively increased the selection of suppliers that are respecting sustainable criteria, and 0 
kilometers distance in order to decrease the emissions impact of goods transportation and increase the impact on 
local community. 

In the incoming years Teleperformance Italia will prioritize the zero-carbon vendors selection.

Since 2021 the Company added in the contracts the Ethic Code, anti-corruption and D.Lgs 231/2001 clauses 
acceptance from the vendors and selected green suppliers for stationary and hygienic products. In 2022 we added 
the Ecolabel certified paper purchase, green soaps, reconditioned personal computers, disinfection of headsets for 
re-use, internal recycling of systems.



2Client Satisfaction

Growth and 
digital 
transformation

Customer satisfaction 
and loyalty

Secure and cost-
effective solution

Teleperformance Italia is committed to be a partner of choice for the Customers.

Teleperformance Italia approaches a Dialog method  with the 
customers based on: Client Satisfaction surveys; 
Strategic Account Management; Solution Delivery Management; 
Events, partnerships, needs and expectations.
Teleperformance Italia keeps Centric of:
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6

Customer satisfaction and loyalty are based on Innovative and sustainable solutions for Customers;

Growth and digital transformation are based on Digital Transformation;

Secure and cost-effective solution are based on Data Security & Privacy.



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

In an increasingly digital society Teleperformance Italia ensures a professional 
customer experience and offers each customer a personalized real-time 
response.

Teleperformance Italia provides innovative solutions to help customers 
adapting to markets change, economies and trends. 

Based on proximity to the Customers and expertise, we offer a customized 
solution for each Customer and each interaction together with agility, flexibility 
and speed in implementing solutions.

Teleperformance Italia promotes innovation at all levels of the Company.

The Group has developed a transformation solution, T.A.P.™ (Technology, 
Analytics, Process excellence) that can be adapted to all service offerings. The 
solution is based on three pillars:

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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Innovative and sustainable solutions for Customers
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Digital Transformation

Teleperformance Italia Digital Transformation 

Projects- started in 2021 and achieved in 2022

Teleperformance supports its Customers in their digital transformation to generate value 
within the customer experience in a constantly changing environment.

Our differentiation strategy is based on high-touch, high-tech and digital 
transformation. 

On 13/06/2022 - there was the publication of the scientific paper "Topic Modeling for 
Automatic Analysis of Natural Language - A Case Study in an Italian Customer Support 
Center" in the newspaper "Algorithms" of MDPI - Authors Prof. Gabriele Papadia, Prof. 
Massimo Pacella, Eng. Vincenzo Giliberti.

2. Industry 
Financial 
Services -

Speech analysis 
with Automatic 

Script 
Adherence

3. Internal HR -
WFM Scheduling 

Improvement

4. TP IDR –
Interactive 

Digital 
Response with 
Omnichannel 

Routing

5. Internal 
Operation - RDA 
App Automatic 

Login
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Other Research and Development Projects

Robot Process 
Automation (RPA) -
solutions to streamline 
internal processes and 
reduce repetitive 
activities and 
operational 
inefficiencies

Analytics - to increase 
the conversion rate of 
outbound campaigns, 
operating in different 
markets, through the 
use of predictive 
analysis solutions 

Automatic integrations 
with Voice Recording -
systems based on 
Asterisk technologies, 
Linux, CTI solutions and 
third party solutions

Speech Analysis - to 
analyze the contents of 
the recordings, increase 
the quality and detailed 
knowledge of customers 
and, finally, monitor all 
the main KPIs of 
interest

1 2

3 4
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Open Innovation Projects achieved in 2022

All Ideas Matter is a global initiative designed to drive innovation and continuous
improvement. It invites all employees to be vectors of change, sharing ideas for
improvement and transformation. As such, every year the Group organizes TP
Datathon and TP Botathon, competitions that encourages teams to present
innovative analytics and data science projects. Experts help the three winning teams
to bring their ideas to fruition.

Teleperformance Italia promoted innovation trough the:
Ø Participation, in the Innovation Fair - SMAU Puglia held in Taranto at the Ionian 

Sea Port System Authority. Teleperformance Italia was the winner of the "SMAU 
2022 Innovation Award - Italian excellence as an innovation model for companies 
and public administrations";

Ø Participation, in the Innovation Fair - "SMAU Italy RestartsUp in Paris" at "Station 
F", the largest French startup campus;

Ø Participation, in the Seminar "E-business models and business intelligence" -
Faculty of Computer Engineering and Management - Polytechnic of Bari;

Ø Participation, in the "Customer Care" Seminar - University of Salento;

Ø Participation, as speakers, in the "DigiTales" event - at the Technological Pole of 
University of Naples;

Ø Participation in "Botathon", Teleperformance Corporate Contest;

Ø Participation, in the TaWave event - At the Jonic Department in Taranto - Winners 
of the "Digital Business Competition" award;

Ø Participation, at the Innovation Fair - SMAU Milano at FieraMilanoCity;

Ø Tutorship for the Master's Degree in Management Engineering 
(Entrepreneurship and Innovation Course), Thesis in "E-business and business 
intelligence models" entitled "Design and development of a business intelligence 
dashboard: the Teleperformance case".
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Data Security

For four years now, Teleperformance’s Trust & Safety solutions have provided ongoing 
protection of Customer and Customers data, ensuring regulatory compliance, 
safeguarding brand reputation and making platforms safer.

Key Data Security 
factors are:

• Agent environment are made secure by 
advanced software and digital security 
technologies.

• Reliable protection of systems and 
personal data through certified 
procedures aligned with the most 
stringent international standards (ISO 
27701, Binding Corporate Rules, PCI, 
etc.) and designed to protect the 
entire ecosystem spanning clients, 
customers and employees.

• TP provides a comprehensive data security 
framework in line with the most stringent 
international standards.

• Teleperformance Italia has obtained ISO 
27701 global certification for its data 
privacy management system.

Teleperformance 
Italia uses the best 

data security 
technologies to 

protect Customers 
and employees 

from cyber attacks 
and data theft. 

• Ultra-secure access controls and 
automatic locking in the event of 
unauthorized access.

• Fraud prevention tools such as TP 
protect+ detect anomalies and 
are integrated in accordance with 
local regulations.

• Teleperformance has implemented and is in Compliance with 
GDPR and the DPO regulations.

• Teleperformance is compliant with the Binding Corporate Rules 
(BCR).

• Teleperformance is compliant with PCI DSS standard certification.
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Planet

Voluntary Social Security

Teleperformance Italia prides itself on being able to contribute to community improvement services to enhance the welfare of 
its neighboring community members. 
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Leadership People Community Environment.Ethics

Established in 2006, Citizen of the World (COTW) is Teleperformance Italia’s charitable initiative that seeks to generate a positive 
impact on local communities, in particular to help vulnerable children and their families meet their basic needs.

In 2022, as well as in 2021, Citizen of the World initiatives focused on four main causes: 

• support for local communities impacted by natural disasters, humanitarian emergencies or health crises; 

• maintaining partnerships with schools and NGOs;

• supporting access to education for the most vulnerable children;

• supporting charitable initiatives impacting on local economy and families.

Citizen of the World
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7

2010-2020

As part of its Citizen of the World 2010-2020 project, our Company donated € 724.645,00 worth
of assets. Similarly, € 141.340,00 was collected through various charity drives held in Taranto
and Rome. Also to aid online class activities, over 1475 PCs were donated to schools and non-
profit organizations.

2021-2022

Teleperformance Italia always supports community education programs and supports the
growth of people with greatest hardship.

Continuing the previous 10 Years project, in the last 2 years the Company continues to support
charity initiatives with donations of basic amenities to benefit the communities in need.
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SOLETERRE

Teleperformance Italia, also in 2022, has positively impacted 
on the local community and on the environment with 
various projects in collaboration with the ONLUS Soleterre, 
supported with: 
- a scholarship at the center of Microcitemia of Taranto 

(renewed also in 2022) 
- the organization of the IESC International Ethics Scientific 

Committee Conference 
- The cooperation with Soleterre also in the emergency in 

Ukraine, to which contributed by donating necessities to 
refugees.

PUGLIA VACCINATES YOU

Also in 2022 Teleperformance Italia lent its professionalism 
free of charge to deal with the pandemic,
in collaboration and on behalf of the ASL of Taranto, on the 
vaccination campaign inviting citizens to join it and 
providing useful information.

A l es s a n dro  L a d i a n a

I can proudly state that in Teleperformance Italia, for years , 
sustainable development and social responsibility have been 
materialized in a responsible, daily and constant 
commitment, aimed at improving the life-quality of our living 
communities , with infinite benefits for the youngest. The 
aim is to involve all Teleperformers and their communities 
through awareness-raising activities and a proactive 
approach to the ethical, social and environmental values; 
people are at the center of everything and TOGETHER with 
them we grow and change.

I n t e r n a l  C o m m u n i c a t i o n  M a n a g e r

7
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KOMEN ITALIA

Over the years Teleperformance Italia has collaborated with 
Komen Italia, registering its team for the race in Rome and 
donating funds for breast cancer research and prevention.

TP WOMEN

Teleperformance Italia collaborates with Alzaia and 
Differenza Donna, two non-profit organizations active in 
Taranto and Rome, carrying out awareness campaigns and 
financial donations to combat violence against women.

TARANTO HOSPITAL

Teleperformance Italia collaborates with the SS Annunziata 
hospital in Taranto and Simba Onlus (active inside the 
hospital), through various donations including:
- toys for children in the oncology department;
- support to the onco-hematology parents' association 

in the social-sports project "I will ride for you”.

7

Impact on local employment



27
Philanthropy

Teleperformance Italia has always given its 
support to local communities, with 
particular attention to the minor ones:
- Donations to the Taranto and Fiumicino 
parishes;
- Collaboration in the construction of 
multipurpose sport fields;
- Renovation of sports fields, changing 
rooms, refreshment areas and the 
equipping of a small theatre-cinema room;
- Grocery delivery for families in need;
- Refurbished PC donations.

Teleperformance Italia granted scholarships 
helping, through the ACSE, association 
operating in Rome, some foreign university 
students to complete their scientific and 
technical preparation, also with a view to 
returning to their country of origin.
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Through its Citizen of the Planet program, 
Teleperformance Italia aims to reduce its 
carbon footprint, particularly by increasing 
its use of renewable energies and fostering 
employee awareness. Targets have been 
set for 2026 within the framework of the 
Science-Based Targets initiative, while 
business continuity plans have been 
prepared in case of natural disaster.

Citizen of the Planet



Environment
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Teleperformance cooperates with 
OneTreePlanted to plant 500,000 Trees 
and support global reforestation

Donated Plastic eater Fish, to Taranto coast 
in cooperation with Kima Ambiente

Riqualification of Dog area in Fiumicino

Contest employees children “Il mondo che
vorreI”

Teleperformance through Altromercato gave the 
entire workforce (2151 people) a Christmas gift 
which also contained a voucher to donate a new 
sustainable forest to the planet in Peru

8
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Emergency 

response plan

Teleperformance has set some fundamental 
objectives to achieve our environmental 

and sustainable objectives:

Create awareness among all employees on environmental protection 
through various engagement programs, trainings and awareness 
campaigns.

Conserve natural resources by improving consumption of resources -
energy and water.

Identify energy saving initiatives within operations to reduce the Group's 
energy consumption and related greenhouse gas emissions.

Reduce Teleperformance's carbon footprint (CF) per employee across all 
country operations and regularly monitor performance.

Reduce the environmental impact of IT infrastructure and operations, 
including data centers, through green IT initiatives.

Adopt the principle of circularity for the sustainable management of 
waste in its business activities through waste minimization, recycling and 
eco-friendly disposal according to regulatory requirements and/or 
industry best practices.

Integrate environmental considerations as a criterion for selecting new 
office infrastructure.

Commitment to green sourcing of all products purchased.

Involve suppliers and contractors on environmental sustainability through 
training courses and awareness campaigns; develop prequalification 
criteria and integrate environmental considerations into contractual 
conditions to collaboratively achieve greening supply chain objectives.

National operations must set, monitor, evaluate and regularly review the 
performance of goals and objectives to ensure that the Groups' 
environmental objectives are achieved.

Communicate the environmental policy to all employees, customers, 
contractors and business partners and ensure it is available to the public.

Conduct group management reviews to evaluate the operating country's 
environmental performance on an annual basis.

Periodically review the environmental policy to ensure its continued 
applicability and relevance in our business operations.

8
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Energy Management Ambitions

IoT project

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: 

8
Energy efficiency and consumption

The offices of Teleperformance Italia are all connected to the network through a regular supply contract of 
electric energy. The data on the costs and consumption of electricity are managed by the Energy Manager 
of the Teleperformance Italia with quarterly frequency, and tracking subject to ISO 14001 certification. 

The electricity consumption is regularly monitored and reported in compliance with the Law 10/91, art. 19, 
Legislative Decree 102/2014. 

In addition, Teleperformance Italia also continues to emphasize impact mitigation measures such as 
instructions/internal regulations and awareness-raising through the company intranet for staff to help limit 
electricity wastage as well as the application of energy management and efficiency projects. 
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Sustainable Sites Initiatives

Below are some of the initiatives that Teleperformance has 
carried out over the years so far:

"More tablet, less paper" campaign;

Initiatives with the Forestry Corps;

Separate plastic collection within the operating sites;

Replacement of traditional lamps with LED lamps within the operating sites;

Donation of seedlings in some public schools in Taranto;

Participation in the "Energy Efficiency Month" promoted by ENEA;

Informs its employees on sustainable issues;

The Campaign "OLI differentiates... and You?" reminds every Teleperformers
how important environmental awareness is and knowledge of the impact that 

everyone's actions have on the entire ecosystem.

8

Teleperformance Italia engaged in 2022 in a 
joint effort to help our planet by improving 
its facilities to create "sustainable sites" (i.e.
reductions in wasted water, paper and other 
waste emissions) and by striving for 
"paperless" environments, as well as 
recycling. Teleperformance encourages its 
sites to continuously improve their impact on 
the local context.



8

Environmental Policy

Furthermore, the environmental policy is integrated within the framework of Teleperformance's Corporate 
Governance. It explains that Teleperformance is committed to complying with all regulatory compliance obligations 
and continuously improving its environmental systems to minimize the environmental impact of its operations.

. 
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VAT Portal
The VAT Portal, which is essential for acquiring data for Energy Manager assessments, is still active and allows to 
check various functions assigned to Power Continuity, Power Quality and Energy Monitoring.

Remote air conditioning control

During this last year, the 
operation of the air 
conditioning systems of the 
Italian offices has been 
optimized by taking advantage 
of remote control.

Presence detectors

In 2022, presence detectors 
were installed at the Taranto 
headquarters to reduce energy 
consumption due to lighting.

Mobility Management

For home-work travel, reports 
and analysis were carried out 
relating to targeted 
investigations to establish the 
actions to be taken to reduce 
future impacts.

Carpooling

At the end of 2022 we managed 
to create the basis for the 
development of deterministic 
impact reporting and the design 
of some corporate gaming 
aimed at reducing emissions. 
This will make it possible to raise 
employee awareness of the 
implementation of good 
practices that can increase 
awareness of environmental 
sustainability issues and/or even 
provide a contribution to 
reducing global impacts.

Digitalization of archives

A project is ongoing for the 
dematerialization of paper 
archives.

Sensibilization

Awareness campaigns are 
periodically published on the 
company intranet through 
informative articles that have 
the environment as their 
central theme. This year, 66 
articles were published on the 
company network.



8

Energy consumption, Health & Safety

Teleperformance Italia has implemented the Teleperformance 
Environmental Management System. The environmental analysis is 
done on a yearly basis and the last is related to the year 2022, with 
the EMS updated through constant integration with the results of 
subsequent environmental audits and any changes made to 
production activity.

Following the identification of any critical aspects the company 
may have leading to an environmental impact, the appropriate 
assessments are done to establish any corresponding tangible 
impacts which were classified numerically. The evaluation was 
carried out, identifying the criteria for classifying the 
environmental aspects/impacts in conditions normal, abnormal 
and emergency.
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Sustainable Energy

Freecooling of the Data Center
Started in 2022, the Freecooling system is our pride project saving on energy consumption. The Freecooling
system uses open air to refrigerate the Data Center in Taranto instead of air conditioner.

The study for the Freecooling was carried out by analyzing the intervention times in consideration of the 
specificity of the operational site and therefore its location. Once the weather data had been extrapolated and 
operation during the year had been simulated, the reduction in energy consumption associated with this 
implementation was verified.

Below is represented the freecooling mechanism:

As part of its Science-Based Targets Initiative, 
Teleperformance is keen on reducing its Scope 1 
and 2 emissions by 49% per FTE (full time 
employee equivalent) between 2019 and 2026 
and to reduce Scope 3 emissions related to its 
supply chain and employee commuting by 38.3% 
per FTE between 2019 and 2026. The Group has 
also joined the Climate Pledge, a coalition of over 
200 companies committed to achieving carbon 
neutrality by 2040.

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

8
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In January 2021, Teleperformance committed to a 
Science Based Targets Initiative (SBTi) to fast track 
the integration of sustainability initiatives in its 
business operations. As part of its commitment to 
the 2030 Sustainable Development Agenda, 
Teleperformance sets a target of ensuring that its 
global renewable energy procurement accounts for 
30% of the total energy consumption by 2026. 
Furthermore, in order to contribute to the 
achievement of this target, Teleperformance Italia is 
in the process of implementing a photovoltaic 
system for "Open Office Sustainability" (NWG 
TAURUS photovoltaic system) and continues to 
prioritize the increased adoption of renewable 
energy sources as a portion of the energy taken 
from the Distributor's network to power its 
production sites.

NWG TAURUS photovoltaic system

8



Fuel Consumption

Fuel consumption impact is also monitored for 
power and business continuity in order to 
guarantee energy autonomy thresholds 
required by the clients / customers of 
Teleperformance Italia while ensuring effective 
service delivery. Based on this, it is also possible 
to obtain the consumption related to different 
operations. The consolidation of data related to 
monitoring fuel consumption is done by a 
designated site facility employee who then 
furnishes the report to the facility manager and 
subsequently to the manager of the 
Environmental Management System every four 
months.
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The offices of Teleperformance Italia are 
all connected to the water network by 
means of a regular contract for the 
supply of drinking water. The data on 
waste, costs, and water consumption is 
managed by the Facility Manager of the 
Teleperformance Italia on a quarterly 
basis. This is done through a review of 
the suppliers' web portals and bill 
tracking for the respective sites subject 
to ISO 14001 certification. The same data 
is cascaded to the Head of the 
Environmental Management System for 
the assessments related to the objectives 
set on water consumption. 

Water Consumption

At Teleperformance Italia water 
resources are used within the workplace, 
mainly for the well-being of employees. 
This results in a negligible impact on the 
surrounding environment. In a bid to 
mitigate the water consumption impact, 
the company utilizes internal and 
external communication channels to 
encourage staff, suppliers and visitors to 
rationalize and limit waste of water 
consumption.

Teleperformance Italia is committed to 
reducing the use of plastic in 2022, asking 
the suppliers (of mainly water bottles and 
glasses) to replace plastic bottles/glasses 
with recycled and/or eco-bottles and 
glasses.

Plastic Consumption

8

An analysis was carried out in April 2021 on the impact 
of mobility of the Teleperformance Italia offices. 
Considering the evolving nature of the COVID-19 
pandemic, Teleperformance Italia activated Work At 
Home contributing to a huge reduction of fuel 
consumption due to employees commuting.
Specific procedures and instructions have also been 
defined by the company to raise staff awareness on 
energy saving related to the use of fuels by promoting 
sustainable mobility and carpooling. Additionally, in the 
event of an emergency, electrically connected generator 
sets are operated ‘exclusively in emergency mode’, only 
at the moment the power supply of the national 
distributor fails. 
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The products consumed at Teleperformance Italia offices are 
strictly connected to goods that facilitate the performance of 
office activities. Data on the costs and consumption of 
products such as paper, batteries, toner, etc. with a potential 
environmental impact and significant for the Environmental 
Management System are managed by the Facility Manager on 
a quarterly basis for company sites subject to ISO 14001 
certification. The same data is assessed by the Head of the 
Environmental Management System in relation to the 
objectives set in this regard.

Consumption of Products

Given that purchases at Teleperformance Italia are based on actual needs, the impact of this aspect 
on the surrounding environment is considered negligible. Additionally, as part of the impact 
mitigation measures and to promote ecosystem conservation, Teleperformance Italia is prioritizing 
the purchase of recyclable products.
We have also bought reconditioned Computers and currently looking for sustainable suppliers.

Paper Consumption

Teleperformance Italia is committed in 
decreasing the use of paper.  
The digitalization of many internal 
processes has greatly reduced paper 
consumption. The usage of Electronic 
invoices, digital Docusign tools, ERP 
(Energy Related Products) are the main 
examples of how the Company is 
dedicated to the sustainable use of the 
digital technology in preventing paper 
consumption.



Wastewater Discharge and 
Contamination Waste on the Ground

The Fiumicino and Taranto sites of Teleperformance Italia are connected 
to the network sewer for wastewater discharge. The distribution of the 
internal network consists of pipes and wells which, in some anomalous 
cases, could generate sewage spillage due to obstructions. To avoid this 
happening, there is a proactive approach to monitoring and managing 
emergencies from part of the facility area of the site.
The exhausts produced directly by Teleperformance Italia are solely 
attributable to the consumption of clear and black water at the 
workplaces. At all sites subject to analysis, all water discharges are 
regularly conveyed to the public sewer. 

Non-Hazardous Waste 

At all the offices of Teleperformance Italia, the classification of non-
hazardous and hazardous waste is in force. Teleperformance Italia 
offices produce non-hazardous differentiable waste related to its office 
activities and uses the services of a waste management company to 
ensure proper disposal stipulated in the Municipal Regulations. The 
management of this environmental impact is not critical but it is 
necessary to evaluate any anomalies needing intervention by authorized 
personnel and possibly also by third parties.
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The compilation and filing of reports concerning the certification of special 
and hazardous waste disposal is handled by the Facility manager on a 
quarterly basis. The reports on the certification of the disposal of hazardous 
waste are also sent to the Manager of the Environmental Management 
System as a measure of promoting a more proactive monitoring and 
management approach to emergencies by site facility staff.
It is important to note that the day-to-day activities at the Teleperformance 
Italia offices do not directly generate any particular waste. However, during 
ordinary maintenance and small renovations, or when replacing equipment 
to support site operations, some special hazardous waste may be produced. 
In order to mitigate the impact of such waste, the services of a waste 
management company are used to ensure its proper disposal in line with 
the national environmental protocols.

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

At Teleperformance Italia the atmospheric emissions that could 
potentially damage the ozone are derived from gas leaks due to the 
breaking of the refrigerant circuits of the air conditioning systems. This 
certainly generates a negligible impact as the losses due to anomalies in 
the air conditioning system are reduced and monitored by the 
companies contracted to undertake regular checks and maintenance on 
the the systems.
Gas leaks from the automatic fire extinguishing system also form 
another atmospheric emission that may damage the ozone layer. 
However, this aspect certainly generates a negligible impact as the losses 
due to anomalies in the fire extinguishing system are almost nil and are 
constantly monitored by the companies contracted to undertake regular 
checks and maintenance. 
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At Teleperformance Italia, the office activities are mainly carried out in the 
various operating sites located in Fiumicino and Taranto with their 
respective air conditioning systems.
Given that the Air Handling Units (AHUs) and heat pumps are set up outside 
the company buildings, this defines the need for an environmental impact 
assessment. It is important to note that Teleperformance Italia is 
undergoing an impact assessment by a certified body and the results of the 
analysis will allow for proper evaluation of the external noise at the 
operational sites in Taranto and Fiumicino.
For all the sites identified for this analysis, it was necessary to evaluate the 
possibility of verifying the actual consistency of the noise induced by the 
devices.

Fire

The fire risk assessment and the consequent classification of the 
respective Teleperformance Italia workplaces was conducted in 
compliance with the criteria contained in Annex 1 of Ministerial Decree 
10/03/1998, taking into consideration the fire load present in the 
environments and areas examined, the possibility of development, and 
probability of fire propagation, the type of extinguishings, the alarm and 
detection means in service at the workplaces, the structural and plant 
characteristics of the sites and crowding. The levels of fire risk were 
categorized as: low, medium and high. 

The fire risk classification is updated in relation to any significant 
changes in the area of activities, materials used or when executing 
extraordinary maintenance work. Based on the suitability of the 
extinguishing means present, escape routes, the fire detection systems 
and prevention methods, the activities carried out were classified as 
having an overall medium fire risk. The classification was also issued 
based on the cataloging of activities subject to fire prevention controls in 
place for which it is necessary to achieve full fire compliance as 
stipulated in the Presidential Decree 151/2011.
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9 Additional 
Information
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78 GRI Content Index
82 External Assurance

Statement of use
Teleperformance presented a report in compliance with the GRI Standard for the period form 01/01/2022 to 
12/31/2022

GRI 1 GRI 1 – Fundamental Principles – 2021 version

GRI Standard Disclosure Page
Omission

Requirement 

omitted
Reason Explanation

GRI 2 – General Disclosure 2021
2-1 Organizational details 5

2-2

Entities included in 
the organization’s 
sustainability 
reporting

5

2-3 lett. d)
Reporting period, 
frequency and 
contact point

7, 8

2-4 Restatements of 
information 7

2-5 External assurance 5

2-6
Activities, value chain 
and other business 
relationships

4, 5

2-7 Employees 30

2-8 Workers who are not 
employees 30

2-9 Governance structure 
and composition 39-40

2-10 lett. a)

Nomination and 
selection of the 
highest governance 
body

39-40

2-11 Chair of the highest 
governance body 39-40

2-12 lett. a)

Role of the highest 
governance body in 
overseeing the 
management of 
impacts

39-40

2-13 lett.a)
Delegation of 
responsibility for 
managing impacts

39-40
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2-14
Role of the highest 
governance body in 
sustainability reporting

8

2-19 lett. a) Remuneration policies 22

2-21 Annual total 
compensation ratio 22

2-22
Statement on 
sustainable 
development strategy

3

2-23 lett. c) Policy commitments 8, 29, 32, 33, 42, 44

2-24 Embedding policy 
commitments 32, 44

2-26
Mechanism for seeking 
advice and raising 
concerns

29

2-27 Compliance with laws 
and regulations

There were no 
significant instances 
of non-compliance 
with laws and 
regulations during 
the reporting period.

2-28 Membership 
associations 42

2-29
Approach to 
stakeholder 
engagement

8, 11

Material topics
GRI 3 - Material topics - 2021 version

3-1 Process to determine 
material topics 9-12

3-2 List of material topics 9-12
Topic: Ethics & Compliance

3-3 Process to determine 
material topics 9-12

205-3
Confirmed incidents of 
corruption and actions 
taken

There were no 
confirmed incidents 
of corruption in the 
reporting year.

206-1

Legal actions for anti-
competitive behavior, 
anti-trust, and 
monopoly practices

There were no 

legal actions for 

anti-competitive 

behavior,

anti-trust, and 

monopoly practices 

in the reporting year.
Topic: Environment

3-3 Process to determine 
material topics 9-12

302-1 Energy consumption 
within the organization 67

305-1 Direct (Scope 1) GHG 
emissions 67

305-2 
Indirect (Scope 2) GHG 
emissions from energy 
consumption

67
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Topic: Employee engagement

3-3 Process to determine 
material topics 9-12

401-1 New employee hires and 
employee turnover 31

Topic: Training & Employee development

3-3 Process to determine 
material topics 9-12

404-1
Average hours of 
training per year per 
employee

26

404-3

Percentage of 
employees receiving 
regular performance 
and career development 
review

23

Topic: Diversity & Inclusion

3-3 Process to determine 
material topics 9-12

405-1 Diversity of governance 
bodies and employee 30

405-2 
Ratio of basic salary and 
remuneration 

of women to men
31

406-1
Incidents of 
discrimination and 
corrective actions taken

There were no 
incidents of 
discrimination in the 
reporting year.

408-1 lett. c)

Operations and 
suppliers at significant 
risk for incidents of child 
labor

29

409-1 lett. b)

Operations and 
suppliers at significant 
risk for incidents of 
forced or compulsory 
labor

29

Topic: Occupational Health & Safety

3-3 Process to determine 
material topics 9-12

403-1
Occupational health and 
safety management 
system

28

403-8

Workers covered by an 
occupational health and 
safety management 
system

28

403-9 Work-related injuries 28
403-10 Work-related ill health 28
Topic: Social dialogue

3-3 Process to determine 
material topics 9-12

413-2 

Operations with 
significant actual and 
potential negative 
impacts on local 
communities

60-63

Topic: Data & Security

3-3 Process to determine 
material topics 9-12
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418-1 lett. c)

Substantiated 
complaints concerning 
breaches of customer 
privacy and losses of 
customer data

There were no 
complaints concerning 
breaches of customer 
privacy and losses of 
customer data in the 
reporting year.

Topic: Well-being at work

3-3 Process to determine 
material topics 9-12

Topic: Labour

3-3 Process to determine 
material topics 9-12

Topic: Promotion of gender equality

3-3 Process to determine 
material topics 9-12

Topic: Corporate Governance

3-3 Process to determine 
material topics 9-12

Topic: Client Satisfaction

3-3 Process to determine 
material topics 9-12

Topic: Impact on the local economy

3-3 Process to determine 
material topics 9-12

Topic: Philanthropy

3-3 Process to determine 
material topics 9-12

Topic: Innovation & Digitalization

3-3 Process to determine 
material topics 9-12

Topic: Natural disaster

3-3 Process to determine 
material topics 9-12

Topic: Supply Chain

3-3 Process to determine 
material topics 9-12
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