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This annual Sitel Group® Corporate Social 
Responsibility Report serves as Communication on 
Progress with regards to the United Nations (UN) 
Global Compact. 

The topics covered in this report represent our most 
significant environmental, social and economic 
impacts. This report highlights the strength of 
our people, our products and our position as a 
responsible corporate citizen. 

Scope of 
This Report
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Dear Stakeholders,

Because of a pandemic that impacted every 
economy, every business sector and in some way 
touched every one of us, 2020 will be remembered 
as the year that shook the world. And yet, while 
it presented unprecedented challenges, over the 
course of the past 12 months, COVID-19 was also 
unparalleled in highlighting what is possible when 
we come together under the umbrella of a common 
cause.

We have always put our people at the heart of our 
business – their passion and engagement is the 
key to our ongoing success. As such, I’m incredibly 
proud of how our organization came together as a 
single, global team focused on keeping our people 
safe and well, while also ensuring our clients - many 
of whom were struggling with unprecedented 
contact volumes - still offered a service that met 
their customers’ heightened emotional needs with 
empathy and understanding. 

This is why as we enter 2021, I believe many more 
organizations will do so with an even greater 
appreciation of their employees and the realization 
that their people are their most important and most 
valuable asset. I sincerely hope this realization will 
become a defining element of our new normal. 

If this new normal represents turning over a new 
leaf, it should be one where the environment is 
written at the top of the page. COVID-19 highlighted 
how much potential for pollution modern life 
can create; but also the immediate positive 
environmental impact that even small changes can 
have, when enough people make that change. 

Corporate Social Responsibility (CSR) continues 
to inform our business philosophy and steer our 
decision-making process. We are always mindful of 
how our operations can benefit the environment, 
our people and the communities in which we live 
and work. The events of 2020 and its potential for 
lasting change have given us confidence we are 

moving in the right direction and have provided a 
new level of motivation to continue on this journey. 

However, because the lessons of the past should 
always inform our future, as we move in 2021 and 
publish our 2020 Corporate Social Responsibility 
Report, we should also take a moment to reflect 
on how we have arrived at this point in our CSR 
journey and specifically what becoming part of 
the UN Global Compact in 2011 has enabled us to 
achieve in respect to its 10 fundamental principles 
focused on human rights, labor, environment and 
anti-corruption.

Since our last CSR report, Sitel Group’s footprint 
has expanded. We now have a presence in 29 
countries and are responsible for the wellbeing 
of 90,000 people around the globe. What hasn’t 
changed is our commitment to ensuring access to 
lifelong learning, career advancement and providing 
a safe working environment where respect for 
and recognition of differences and diversity are 
celebrated. 

This commitment extends to the communities in 
which we work. We actively identify ways of being 
a good corporate citizen and of giving back to the 
towns and cities our employees call home. For this 
reason we give our people the freedom, tools and 
support they need to highlight and support good 
causes on a local level and to devise and drive many 
of our community engagement projects. 

Our people are the source of our pride and fuel 
our desire to keep moving forward as a responsible 
corporate citizen so that we, in turn can be their 
source of pride.

Sincerely,
Laurent Uberti
President, CEO & Co-Founder, Sitel Group

Letter From the CEO
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We have always put our people at 

the heart of our business – their 

passion and engagement are key 

to our ongoing success.

President, CEO & Co-Founder, Sitel Group
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About Sitel Group®

About

Sitel Group®
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As a global leader in end-to-end customer 
experience (CX) products and solutions, Sitel Group 
partners with the world’s best-loved brands, from 
Fortune 500 companies to local startups; to design, 
build and deliver a competitive edge across all 
customer touchpoints.

With 90,000 people working across the globe – at 
home, in contact centers and within MAXhubs – 
we securely connect brands with their customers 
over 4.5 million times every day in 50+ languages, 
to drive our clients’ digital CX strategies forward. 
Powered by our global strength, local expertise 
and proprietary technologies, we deliver tailored 
solutions to fit clients’ needs through a consultative, 
customer-centric approach.

EXP+™, Sitel Group’s Enterprise Experience 
Platform, is a flexible solution with complete cloud 
capability, designed to simplify the delivery of 
end-to-end CX services, while boosting efficiency, 
effectiveness and customer satisfaction. EXP+ 
creates a robust ecosystem by harnessing the power 
of four connected product families: Empower, 
Engage, Explore and Evolve.

With our award-winning culture built on 35+ years 
of industry-leading experience and commitment to 
improving the employee experience, we improve 
business results by pairing innovative design 
thinking and digital solutions – including self-
service, artificial intelligence (AI), automation and 
data-driven analytics – with the expertise, emotion 
and empathy of our people to Create Connection. 
Value Conversation.

Learn more at : ∂ www.sitel.com 

And connect with us on ∂ Facebook,
∂ LinkedIn and ∂ Twitter.

About Sitel Group®
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As a global corporation with 90,000 people spread 
across 29 countries, the four core values of Sitel 
Group inform the way we work with our clients, 
our clients’ customers and each other. These values 
make us who we are. They shape the way we do 
business; they are central to our culture; and they 
form the strong foundation that differentiates us 
within our industry. In an ever evolving world, 
our values remain constant, anchoring us to our 
shared vision of the organization we are today and 
guiding us towards the organization we want to be 
tomorrow.  

A part of our DNA, our values nurture our brand, 
articulate its message and give our people a sense 
of belonging. Though these values each of our 
employees know they are an integral part of an 
enterprise focused on innovation, creativity and an 
entrepreneurial approach. 

These four core values are at the heart of every 
decision we make.

Our 
Values
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Our people know the best customer experience is achieved when they make real, emotional connections and 
deliver rapid solutions to leave lasting impressions on behalf of our clients’ brands. We are redefining and 
transforming the contact center and the employee experience. Because we know the associate experience is 
the customer experience. 

Our 
People

In 2019, Sitel Group launched MAX - My Associate 
Experience. Based on this core belief that the 
associate experience is the customer experience, 
Sitel® MAX is a business-wide mindset for 
transforming the associate experience, together. 

Leveraging a global community of more than 2,600 
MAX Insiders and local ambassadors, Sitel MAX 
taps into the collective genius of our people to 

develop initiatives focused on making their journey 
at Sitel Group more enjoyable and productive. 
From providing better tools and technology, to 
fostering inclusion and diversity, Sitel MAX initiatives 
are focused on providing our employees with an 
environment in which they can thrive.
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With our global presence and local expertise, we are close to our clients and their customers wherever (and 
whenever) they need us. 

Our Global 
Presence
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In 2020, we launched the Enterprise Experience Platform, or EXP+, from Sitel Group, a flexible solution with 
complete cloud capability, designed to simplify the delivery of end-to-end customer experience (CX) services, 
while boosting efficiency, effectiveness and customer satisfaction.

EXP+ creates a robust ecosystem around individual business needs by harnessing the power of four connected 
product families. 

Our Expertise

Experience More 
with EXP+™
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The top 10 Sitel Group clients represent just over 22% of its revenue – pointing to a well-diversified balance of 
clients and business verticals.

A Well-Diversified Client 
Portfolio and Vertical 
Expertise
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Our Global Operating Standards – or GOS, as we call 
it – sets us apart in the market. No matter where 
they are on the globe, our clients can rely on us to 
deliver the same consistent level of expertise and 
knowledge across of their customers’ journey. 

GOS helps us speak a common language and 
empowers us to work together on best practices. 
These guidelines allow our employees and 
managers to share feedback, collaborate and have 
fun together every day. Our GOS principles are 
driven by a collective dynamic where everyone has 
a defined role, and by the desire to be as simple and 
clear as possible.

GOS

09 ABOUT SITEL GROUP

Our Global Operating Standards – or GOS, as we call 
it – sets us apart in the market. No matter where 
they are on the globe, our clients can rely on us to 
deliver the same consistent level of expertise and 
knowledge across every stage of their  customers’ 
journey.

In 2019, we rebranded GOS to simplify the messa-
ging and freshen up the look and feel. Below are 
our 10 principles:

GOS.

10

principles

Engage

Walking
Management

Perform Hire

Train

Onboard

Coach

Retain Review

Partner

Global Operating Standards

With our brand values at the core, GOS helps us 
speak a common language and empowers us to 
work together on best practices. These guidelines 
allow our employees and managers to share feed-

back, collaborate and have fun together every day. 
Our GOS principles are driven by a collective dyna-
mic where everyone has a defined role, and by the 
desire to be as simple and clear as possible.

To discover  
our GOS video,
please click on 
the play icon.
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2020

Global Highlights
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 ∂ Business Continuity Portal: Business continuity 
is how an organization continues to perform 
following a serious incident, such as an IT failure, a 
meteorological event or a sustained risk to public 
health. It means having a plan in place that will 
assure the organization can continue operating at 
an agreed performance level following a disruption. 
As well as providing our people with up-to-date 
information and guidance needed to work in safety 
and security, we also used the repository to create 
articles and assets to help our clients overcome 
their own business continuity challenges.
 
∂ COVID-19: the CX Impact Study: Our COVID-19: 
the CX Impact study combined findings from two 
surveys we commissioned (polling consumers in 
both the U.S. and the U.K.); one before, and one 
during the pandemic’s first wave. Through blending 
the findings with our existing insights we presented 
a clear picture of how COVID-19 is reshaping the 
customer experience and how the restrictions 
implemented to curb the spread of the virus may 
impact on consumer habits over the months and 
years to come.

∂ Business Continuity Best Practices Webinar 
with Zendesk: For even the most prepared of 
organizations, COVID-19 proved to be a learning 
curve. So two months after coronavirus was 
officially declared a pandemic, Zendesk invited Sitel 
Group and digital recruitment platform Lever to join 
a virtual panel to discuss their Business Continuity 
Planning (BCP) experiences, highlight what we 
believe to be best practice, and predict what the 
new normal looks like for businesses as the threat of 
coronavirus subsides.

∂ Sitel® Heroes Campaign: Dedicated to Sitel Group’s 
people who led the change during the pandemic, 
this campaign recognized our people who are 
delivering great experiences every day – whether 
newly at home, always virtual or continuing to work 
on-site and supporting the new measures taken for 
safety.

A People-Centric 
Pandemic Response
2020 was like no year in recent history. It shook individuals and businesses to their core. Despite this, because 
of our people around the world - and their ability to work together - we overcame and thrived during a global 
pandemic. Below is a selection of things we achieved: 
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Be your best! 

Be your best! 

Be your best! 

Be your best! 

Be your best! 
Be your best! 

Be your best! 

A Brand New 
Brand Message

Devised and developed by our people, for our 
people and a testament to our commitment to 
improving the experience for our associates, 
our clients and their customers, Sitel Group ’s 
new brand message is: Create Connection. Value 
Conversation.

Aligning with the seamless integration of technology 
and the human touch apparent in EXP+, 
Sitel Group used Sitel MAX to devise this brand 

message from the ground up through more than 
500 hours of employee ideation sessions across 16 
countries. Sitel MAX drives the group’s commitment 
to improve the associate experience by listening 
to and involving associates in brand activities and 
initiatives, and the team involved more than 15% 
of Sitel Group’s employees to decide on the final 
message.
 
∂ Learn more

Create Connection.
Value Conversation.
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Be your best! 

Be your best! 

Be your best! 

Be your best! 

Be your best! 

Be your best! 

Be your best! 
Be your best! 

Be your best! 

Be your best! 

Be your best! 

SitelFit 
UNICEF 
Donation

In 2020, we donated $15,000 to UNICEF after 
completing our SitelFit Step Forward, Give Back 
Challenge. UNICEF works in 190+ countries and 
territories to save children’s lives, to defend their 
rights, and to help them fulfill their potential - from 
early childhood through adolescence. During the 
COVID-19 crisis, UNICEF has partnered with front-
line responders and has continually provided them 
with the information and resources needed to keep 
children healthy and learning.

August 
2020

$15,000

+190
Countries
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A New 
Employee Promise: 
Learn, Lead & Grow.
Following Sitel Group’s recent launch of its new brand message Create Connection. Value Conversation., which 
defines what Sitel Group does and how it does it, the company’s employee promise, or EVP, was created to 
help give associates a clearer picture of what the company prioritizes and the initiatives they are taking to 
improve the associate experience. In this period of global uncertainty, Sitel Group remains committed to 
strengthening its employee engagement, learning and enrichment programs. 

∂ Learn more
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EmpowerCX

In 2020, Sitel Group hosted EmpowerCX, the group’s client and partner event dedicated to sharing insights, 
best practices and trends driving the future of CX. For the first time, the event was delivered virtually in order 
to safeguard the health and wellbeing of our people, our partners and our clients, while also ensuring the best 
possible experience for all attendees.

∂ See highlights here

Celebrating 
One Year of Sitel® MAX
Sitel Group marked one year of Sitel MAX for Customer Service Week 2020, now known as MAX Week.

 ∂ Learn more
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MAXhubs Launch
In 2020, we opened nine MAXhubs within the Philippines and one in Barranquilla, Colombia. As spaces where 
our agents - whether working on-site, at home or a blend of both - can engage with each other, develop their 
skills and foster stronger links with the local community, our new MAXhub concept reimagines the traditional 
contact center. MAXhubs maximize the benefits – from work-life balance and flexibility, to better wellbeing 
and greater job satisfaction – that come from working from home, without eliminating the most enjoyable 
aspects of working on site, such as social interaction and collaboration.

A hub for connection.
Our hubs are more than just a place 
to work. Visit to meet with others, 
to re-engage, to learn or to access our 
faciliy services.

A hub for wellbeing.
With on-site gym facilities, digital 
ressources and a global wellness 
community via SitelFit.

A hub for talent growth.
All associates can access our on-site 
Empower Center for digital and  
facilitated training to improve skills 
and develop in their careers.

A hub for the environment.
Leveraging recycled materials and 
energy efficient technology, our 
hubs are designed to environmental 
principles - and by reducing the 
commute to work, we reduce 2.5K 
tons of CO2 per person each year.

A hub for performance.
Each hub brings together coaches, 
managers and leaders in a centralized 
on-site performance zone - Sharing 
best practices to grow and deliver 
best-in-class results.

A hub connected to 
the local area.
Part of the communities in which 
we work, our hubs support local 
education and good causes  and a 
path to long-term employment.
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Top 10 From 2020

Sitel Group® Awards 
& Recognition in 2020

Sitel Group published more than 100 articles on our sitel.com blog covering 
subjects as diverse as gender equality and the ethics of artificial intelligence. 

∂ Check out the Top 10 blog articles of 2020. 

∂ Sitel Group® is Recognized as Leader in AI, Analytics, Automation and More in  ISG’s Provider Lens™ Reports

∂ Sitel Group® and Learning Tribes Bring Home 2 Gold, 1 Bronze 2020 Stevie®  Awards

∂ Sitel Group® Named as Finalist in the European Contact Centre & Customer  Service Awards

∂ Sitel Group® Recognized on the Best of The Global Outsourcing 100 List by IAOP  for 14th Consecutive Year

∂ Sitel Group® and Rulai Recognized for Excellence in Strategic Partnerships by  IAOP® for Collaboration With 
Michelin

∂ Sitel Group® Wins Big at Brazil’s Most Prestigious Customer Relationship Awards
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CSR

at Sitel Group®
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Working Together to 
Make an Impact 

Our continuous commitment to corporate social 
responsibility is rooted in transparency, integrity 
and ethics throughout our operations and every 
aspect of our business. It is what brought us together 
in 2020 to maintain the connection at every level 
of our business and with our communities. As we 
look to the future, we continue our commitment 
to add value and meaningful impact across all the 
communities in which we Create Connection. Value 
Conversation.

We are dedicated to conducting business in a 
socially responsible and ethical manner. We do this 
through personifying our Sitel Group values every 

day. We hold ourselves to a higher standard and 
have embedded our sustainability practices and 
expectations throughout global operations to support 
our corporate social responsibility strategy.  We 
encourage community involvement and are proud to 
see our associates’ high levels of commitment and 
passion each year. 

Our global sustainability efforts are driven by making 
a difference and encompass collaborating with 
our vendors and suppliers for positive impact and 
improvement. 

Give Back.
Supporting local communities to make 
a positive impact on society while 
engaging employees in causes they 
find meaningful.

Go Green.
Managing our impact through sound 
practices and promoting employee 
awareness.

Live Well.
Promoting health and wellness by 
encouraging healthy living through 
programs such as SitelFit.

Be Ethical.
Promoting a fair, safe and respectful 
work environment for our employees 
and cultivating an ethical corporate 
culture.
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Purpose drives change and creates action. With a strong vision and common goal we are able to reach new 
peaks. Sitel Group is proud to be a business that invests in its people and the communities in which they live 
and work. So, as we enter 2021, our organization’s approach to CSR will prioritize education and wellbeing.

CSR With a Purpose: 
Coming in 2021

United Nations 
Global Compact

Principle 1: Businesses should support and 
respect the protection of internationally proclaimed 
human rights

Principle 2: Make sure that they are not 
complicit in human rights abuses

Principle 3: Business should uphold the freedom 
of association and the effective recognition of the 
right to collective bargaining

Principle 4: The elimination of all forms of 
forced and compulsory labour

Principle 5: The effective abolition of child 
labour

Principle 6: The elimination of discrimination in 
respect of employment and occupation

Principle 7: Businesses should support 
a precautionary approach to environmental 
challenges

Principle 8: Undertake initiatives to promote 
greater environmental responsibility

Principle 9: Encourage the development and 
diffusion of environmentally friendly technologies

Principle 10: Businesses should work against 
corruption in all its forms including extortion and 
bribery

We remain a proud participant of the United Nations Global Compact and its 10 principles that we use to 
guide our four corporate social responsibility pillars.
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Sustainable 
Development Goals
Sitel Group continues to invest in our associates and 
the communities where we work. Our continued 
support of the UN Global Compact’s Sustainable 
Development Goals allows us to collaborate with 
nonprofits and community partners. We strive 
to empower our associates and improve lives by 

preparing our workforce and creating success 
pathways for further education and employment 
opportunities. As our business grows, we continue 
to invest in our operations practices to further 
reduce our environmental footprint.

20 CSR AT SITEL GROUP

Sustainable Development Goals.
Sitel Group continues to invest in our associates and 
the communities where we work. Our continued 
support of the UN Global Compact’s  Sustainable 
Development Goals allows us to collaborate with 
nonprofits and community partners. We strive 
to empower our associates and improve lives by 

preparing our workforce and creating success 
pathways for further education and employment 
opportunities. As our business grows, we continue 
investing in our operations practices to reduce our 
environmental footprint further.

27  

Back to Table of Contents



Diversity, Equity 
& Inclusion

Diversity is not solely measured through data.
We understand that diversity is much more. It
encompasses diversity of thought, various skill sets 
and wide-ranging personal experiences. It is our 
commitment to diversity that supports innovation, 
creativity and inclusion. Our diversity, equity and 
inclusion (D, E & I) champions a sense of belonging 
at every level of our business.

Driven by our core values, we encourage diversity 
and inclusivity across our sites and within our teams 
- from the application process to new employee 
onboarding and beyond. Investing in our people is 
a top priority for continued employee satisfaction, 
and vital in preparing our employees for the future 
of work. We introduced our MyAcademy digital 
learning platform to support continued professional 
development and grow our talent. 

Since 2017, our employees have participated in over 
2 million hours of training and we continue to invest 
in our online learning platforms to support new 
skills and development in the industry. 
 
Our zero-tolerance policy for discrimination fosters 
a thriving atmosphere where our associates 
are excited to come to work and feel free to be 
themselves in a fun, respectful environment free 
of harassment. Through an inclusive approach to 
hiring, we eliminate unconscious bias and welcome 
diversity. Any concern brought to the attention of 
management or EthicsHotline is taken seriously and 
addressed as needed.

Empowering the associate experience. 
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Empowering

the Associate
Experience
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Empowered Voices

Through our Empowered Voices platform, our 
associates around the world continued sharing 
their personal stories in 2020, especially the ways 
in which they were affected by COVID-19. During 
this unprecedented time, we stayed connected 
virtually and empowered one another along the 
way, from working parents to students to associates 
transitioning to working from home. Empowered 
Voices featured encouraging and motivational 
stories of our associates all around the world. 

In 2018, we launched our Empowered Voices 
campaign and platform during Customer Service 
Week as an opportunity for our associates to share 
their personal #SitelLife story. Empowered Voices 
features real stories from real people and the 

positive impact our associates experience as part 
of the Sitel Group family. This online community 
fosters a sense of belonging amongst peers with 
inspirational testimonials recognizing individual 
accomplishments, overcoming adversity and 
thriving in an inclusive workplace.

From its initial success, we have continued to use 
this platform to celebrate our associates around the 
globe and engaging associates during Pride Month, 
Customer Service Week, International Women’s Day, 
Veterans Day and more.

Visit our ∂ Empowered Voices.

2018

24 
stories

394 
stories

357 
stories

2019 2020
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In 2020, we launched a Listen to Lead & Learn series on our blog beginning with Black Leaders in North 
America. This series aims to enable our people to discuss the power of inclusion and what we are doing to 
support our diversity throughout our organization.

We listened to the stories and concerns our associates 
shared and began working to facilitate deeper and more 
meaningful conversations to lead and steer growth.

∂ A Conversation with Sitel Group®’s Black Leadership

∂ Honoring our Sitel® Heroes on Veterans Day

Listen 
to Lead & Learn
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Women’s 
Empowerment

Prosperity Hubs

WELead, highlights the power of and our 
appreciation for the women in our organization. 
It supports women in leadership roles to become 
mentors and to inspire and engage women across 
our company. WELead also serves as banner under 
which women can work together and cultivate 
leadership skill building, training opportunities and 
development.

As a Prosperity Hubs partner we are working 
with Intuit to bring more jobs to areas in North 
America with limited employment opportunities. 
We are currently working together in Corner Brook, 
Newfoundland, Canada and Lawton, Oklahoma, U.S. 
with a mission to bring more than 100 jobs to the 
community. 

∂ Learn more
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Talent Acquisition
Our Talent Acquisition team is continuously working to implement tools that support competency based 
hiring. Our mission is to recruit and retain talent based on their skills, abilities, qualities and passion for the 
work we do. ∂ We partnered with Harver in 2018 and have set a  global goal in 2021 for 100% of our teams 
to use this assessment tool as part of our commitment to remove unconscious bias in our hiring practices.  
We value our talented associates and continue our commitment to diversity, equity and inclusion through 
equitable hiring practices.

Alongside new tools, 2020 has meant adopting a new recruitment channel. For the first time in its five-year 
history, our annual ∂ Sitel North America National Hiring Day event was staged virtually. The subsequent 
training and onboarding of many of these 400 positions filled were work-at-home roles due to restrictions 
caused by the COVID-19.
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Supporting 
Veterans

LGBTQ+

We continue to support our military veterans and 
their families. In 2020, we hired 300+ veterans 
through various hiring initiatives and work with 
our partners. Sitel Las Vegas partnered with the 
U.S. Chamber of Commerce for the Corporate 
Fellowship Program with Hiring for Heroes. This 
program provides current military and veterans 
an opportunity to transition into the civilian labor 
force. In 2020, two ‘fellows’ joined our team for 
a 90-days internship using their leadership and 
project management skills to learn more about the 
BPO industry. 

∂ Careers for Veterans

Number of Veterans Hired

Our inclusive culture includes all aspects of
diversity, accepted transparently and respect for 
human rights. We have strict zero tolerance of 
any form of harassment and discrimination in 
order to support a safe workplace where all our 
associates are respected. We continue to be a vocal 
LGBTQ+ ally celebrating Pride Month with our local 
communities. Many of our teams participate in 
local pride parades and support LGBTQ+ groups and 
charities. We are a proud partner of the Philippine 
Financial Industry Pride (PFIP) and pledge our 
support to providing equal opportunities and a safe 
workplace for Filipino professionals.

2016 2017 2018 2019 2020

22 35 46 123 323
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Promoting 
Our People
Just as in any other year, throughout the course of 2020, we have used each of our external channels, 
from LinkedIn, Instagram, Twitter and Facebook to our international corporate blog, to draw attention 
to how we support and celebrate diversity and inclusion while underlining the causes about which our 
people feel most strongly. Over the past 12 months we have produced articles, videos and multichannel 
campaigns around a number of topics including International Women’s Day, Pride Month, Black History 
Month, Juneteenth, Veterans’ Day, International Mother Language Day and World Earth Day. We have also 
used our blog to discuss the ethics behind artificial intelligence (AI), best practices for safeguarding personal 
information through stringent data protection and to draw attention to issues such as continued inequality 
in the labor force and the need for organizations to prioritize investments towards employee engagement in 
order to increase productivity, reduce attrition and deliver better products, services or solutions. 

∂ Learn more

55%
Female

53%
Female

45%
Male

47%
Male

New Employee Hires by Gender
 (worldwide)

Employees by Gender
 (worldwide)
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32%
EMEA

60%
<30 y/o

Director+ Other

Female

Female

Male

Male

Manager Agents Coaches

21%
APAC5%

>50 y/o

19%
LATAM

19%
30-50 y/o

28%
NA

New Employees Hires by Age Group
(worldwide)

Employees by Job Category and Gender 
(worldwide, 2020)

Employees  by Gender and Region
(worldwide, 2020)

New Employees Hires by Region
(worldwide)

80

40

60

20

70

30

50

10

0

80

40

60

20

70

30

50

10

0

32%

44% 45% 47%
54%

68%

APAC

48%
52%

56%

EMEA

56%

44%

55%
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43%

57%

53%
46%

NA

53%

47%

36   - Empowering the Associate Experience

Corporate Social Responsibility 2020



Hours of Training Delivered to Employees
(worldwide, 2020)

Number of Associates Working from Home
(worldwide, 2020)

Number of Internal Promotions
(worldwide, 2020)

APAC
227,000

EMEA 
340,000

LATAM
141,000

NA
126,000

835,000 
Hours

80%1,908
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Learning 
and Development

We want to inspire and support our people’s growth 
through continuous learning and development. In 
2020, we released a new line of training to support 
the transition of our associates to working from 
home during the pandemic.

Our five courses were designed and deployed to 
support our leaders and our associates in adjusting to 
a new way of working and operating as virtual teams. 

In addition, we opened our external e-learning platform, Empower Center, to all 90,000 of our associates 
around the world to support training around a host of topics and subjects - beyond the sphere of the business 
process outsourcing industry - in French, English, Spanish and Portuguese. Furthermore, to keep our teams 
around the world connected, we created a book club, plus a number of virtual learning and discussion 
sessions to support team-building and provide a safe environment for attaining new knowledge.
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MyAcademy
Since 2017, Sitel Group’s internal learning 
management system (LMS), MyAcademy, has 
supported onboarding and on-the-job training 
to enhance growth and readiness for future 
promotions and internal transfers. MyAcademy 
contains micro e-learning courses, which provide 
users with targeted information for specific 
objectives. Our courses  include examples, 
problems and challenges that our associates face 
daily. MyAcademy closes skill gaps and provides 
the knowledge and training to better support a 
successful associate.

2019 2020

Courses 401 1,105

Learners 78,575 103,578

Certifications 103,460 370,062

Avg. Time/Learner 2:34:48 6:02:32

MyAcademy users increased by more than 25,000 in 2020 and the number of training certifications awarded 
grew by 357%. The average time spent per active learner increased 2.5 times year-over-year. 

Human 
Resources

Operations
& GOS

Marketing Sitel 
at HomeTM

Work
Environment
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Empower Center
Launched in May 2019, our Empower Center is our external e-learning platform that supports diversification, 
skills training and knowledge for our associates that stretches beyond their roles within our organization. 
During the COVID-19 pandemic, the Empower Center was opened to all 90,000 associates around the globe so 
they could continue to learn and grow both professionally and personally from the safety and comfort of their 
home. 

Empower Center allows associates to concentrate on personal and professional development and offers 
external resources including  videos, articles and courses. Through self-paced modules, users can complete 
courses and earn certifications. We constantly add new content and subjects as per the request of our 
associates for a more engaging and applicable experience. From cognitive coaching to maximizing time 
efficiency, Empower Center offers motivating and inspiring content to support leadership, accountability and 
team building development. 

The Empower Center continues to expand. In March 2020, we increased the total number of users to more 
than 35,000 and our database now contains more than 527,000 different curated resources. Our internal 
initiative, Empower Center Bites, partners with MyAcademy to suggest courses for completion in the Empower 
Center that can help to reskill or upskill our teams, to continually build confidence and competency. 

2019 2020

Active Users 3,438 38,599

Hours of Learning 11,899 400,954

Total Number of Ressources 23,284 527,981

People
Skills

Professional
Effectiveness

Communication Leadership 
& Team

Management

Languages
& Culture
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Sitel® Scholarship
Our Sitel Scholarship allows our U.S.-based staff (and their families) to continue their education through DeVry 
University. In 2020, we awarded three associates with a scholarship to attend DeVry University. Our first-
place winner received a $10,000 scholarship and our second and third place winners each received a $5,000 
scholarship. The perks of this partnership are available to Sitel Group full-time associates and their immediate 
family members (located in the U.S.).

Empower Center for Family
In 2020, we chose Morocco to pilot our newest training initiative, Empower Center for Family. Aimed at 
enabling personal and professional growth in the communities in which our people live and work, Empower 
Center for Family gives our agents’ families access to our e-learning platform and to modules created in 
English and French.
Training Topics:
• New Technology & Entrepreneurship
• Personal Development
• Career Development
• Daily Life
• Markets & Cultures
• Selling & Convincing 

35,129 
new users
 in 2020

4% 
of associates 

active 
(January 2020)

+916% 
total users 

from January to 
December 2020

+39% 
of all associates 

use Empower 
Center Resources
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Give Back
Language Proficiency Programs

We have established various programs around the world that offer candidates general English as a second 
language (ESL) upskilling alongside courses focused on improving linguistic skills in support of a  potential role 
within a contact center. Our programs include:

• MAX English: Launched in 2019, MAX English, offers participants four weeks of training to upskill language, 
technical, and soft skills. Following graduation, learners are qualified to apply for a role as a bilingual 
customer service representative in Bogotá, Barranquilla and Cali Colombia. Since its inception, MAX English 
has helped 1,633 people elevate their language capabilities.  

• Free Language Improvement Program (FLIP): In Nicaragua, FLIP began in 2011 as a training program 
supporting the community by investing in local residents who are interested in enhancing and improving 
their English skills. As we attract new talent, we have developed an upskilling program to boost morale, 
encourage job growth and support the needs of our customers. Throughout the 480-hour course, we 
provide a weekly stipend, a free meal and transportation. Students accepted into the program learn fluency, 
vocabulary, grammar structure and support to strengthen soft skills in active listening, comprehension and 
problem-solving. The FLIP program has a 97% graduation rate and 30% of graduates have been hired as Sitel 
Group employees.  Over the past three years, FLIP has helped 3,310 people. In 2020 we rolled out a 100% 
virtual version of the program to extend its reach. This resulted in attracting 517 students, compared with 
442 in 2019.  

• Sitel Academy: From a simple aim of giving back to the local community to a nationwide, nationally 
recognized and celebrated training initiative, Sitel Academy has blossomed into a pioneering BPO skills 
development program that’s helped over 30,000 people throughout the Philippines and counting. The 
seed of Sitel Academy was planted in 2007.  Seven trainers decided they wanted to give something back to 
the local community around Baguio, Philippines and began offering free customer service-focused English 
lessons. ∂ Learn more 

• MAX Onboarding: Our latest initiative, MAX Onboarding is focused on training local residents for bilingual 
technical support roles. The initial pilot was launched in Barranquilla and Bogotá, Colombia with a total of 
120 students. After completion of the nine-month course, graduates are offered a six-month paid internship 
at Sitel Group contact centers in the region. 
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Sitel® Footprints

Every year, we engage with our local communities to host clothing, food and school supply drives. At the heart 
of our mission are our associates, who volunteer and give back to those in need. Sitel Footprints is centered 
around our ability to leave a positive, lasting impact - and every year, our teams strive to increase community 
engagement. 

CSR Around the World

Every year our people come together as local teams or a single global group to dedicate their time and 
energies to supporting causes, whether within their local communities, or around the world. Unfortunately, 
due to the impacts of the COVID-19 pandemic, many planned activities or initiatives needed to be paused due 
to shelter in place and social distancing requirements. Nevertheless, our associates still found ways to make a 
difference. Here are some highlights:

Americas
Our associates at Sitel Panama provided supplies and equipment for 200 students at the Jeronimo De La Ossa 
school; and worked with government organization Senafront to provide the children of migrants and refugees 
entering the country from Africa, Cuba and Haiti with diapers and formula milk. 

Asia Pacific
Sitel Mumbai provided local women with basic sanitary kits and supported 250 families impacted by COVID-19 
by securing their monthly food rations. In Chennai, 43 employees volunteered and participated in a beach 
cleanup drive as well as helping to develop and promote a campaign around conservation.

Total Volunteer Hours Total Volunteer Days

2,084 365
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North America Charitable 
Giving Fund (2020) 

• Community Action Partnership: $1,000
• Project Impact MS: $1,000
• Blue Star Mothers 4 Nevada: $1,000
• 2020 United Way Community Care Gala: $1,000
• St. Paddy’s Day 5k - United Way of Marion 

County: $1,000
• Ability Walk: $1,000
• YMCA of Niagara Strong Kids Campaign: $1,000
• Sulligent High School Ambassadors: $500
• United way of southern Nevada: $1,000
• Our Fathers House Soup Kitchen: $500 

 
 
 

 
 

• Knox County School Supply Drive: $1,000
• Project Impact MS Annual Backpack: Drive $1,000
• Sitel Ocala Annual Backpack Drive: $1,000
• First Responder’s Appreciation Day: $1,000
• Veterans Transition Resource Center: $1,000
• Community Care *Snacks and Sneakers: $2,000
• Safe Homes, Rape Crisis Coalition: $1,000
• Women of Tomorrow: $2,000
• Operation: Job Ready Veteran: $2,000
• Children’s Miracle Network: $1,000
• HVAF of Indiana: $1,500

Africa
In Morocco our people dedicated themselves to helping educational establishments. Working with the Al Jisr 
association they provided computers and other IT equipment to local schools and supported the work of 
l’école 2eme chance Lalla Asma, a facility that provides vocational training to adults that were for financial or 
social reasons unable to complete their education. Sitel Morocco donated refrigerators and ingredients to help 
trainee chefs at the second chance school continue their studies. 

Europe
In Bulgaria, our associates volunteered their services 
to the ‘New Forest of Sofia’ campaign and helped 
to plant trees. They also raised money to help the 
national healthcare system combat COVID-19. 
Monies donated helped renew the existing system 
and install a second system so the first hospital 
converted to treat coronavirus sufferers could 
operate ventilators at 100% of its ICU beds.   

Funds in support of nursing and palliative care 
were also raised by Sitel Wittenburg in Germany 
while, across the whole of the European Union 
(EU) associates organized blood drives, recycling 
initiatives, clothing donations for the homeless and 
toy and book collections for children’s hospitals.  
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Live Well
We value our associates’ wellbeing and understand the importance of establishing healthy habits. 
Empowering our associates to be their best is at the core of our global health and wellness program SitelFit.

Designed to educate and motivate our associates, SitelFit not only promotes but actively encourages and 
supports both physical and mental health through activity tracking apps and the gamification of exercise and 
healthy living. Using sport - a universal language that all of our associates around the globe understand - as a 
starting block for change, SitelFit links individual and collective achievements to charitable donations. 

#OneSmallChange Challenge
 In 2020, we held the SitelFit #OneSmallChange challenge, a year-long campaign 
in which we worked together to achieve 10 million points. This challenge was 
about taking SitelFit beyond wellness and expanding its remit to encourage our 
people to make #OneSmallChange to better their lives.

Step Forward, Give Back Challenge
As part of the year-long #OneSmallChange Challenge, in August, we launched a 
challenge for charity: Step Forward, Give Back. Our goal was to achieve 1 million 

points worth of physical exercise in one month, and that goal was reached in ONE WEEK! We garnered 2.52 
million  points by the end of the month and onboarded 1,500+ new community members over the course of 
the challenge. The Step Forward, Give Back Challenge raised $15,000 for UNICEF. 

Taking SitelFit Further
To capitalize on the progress we have already made within the SitelFit community, as we pivot to our 
MAXhub contact center concept we will be providing health and fitness spaces within these new sites as 
well as offering subsidized healthy and nutritious meals at on-premises cafeterias where available space and 
regulations allow. 
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• Bulgaria: Cleaning the Vitosha Mountain as part of 
Let’s Clean Bulgaria Together. 
Planting trees as part of the New Forest of Sofia 
project which aims to create a greenbelt around 
the capital city

• India: 43 employees volunteered and participated 
in a beach cleanup drive at  Thiruvanmiyur

• Panama: Participating in the International Coastal 
Clean Up. Panama supporting the Grand National 
Reforestation

• Philippines: 40 employees volunteered to plant 
trees as part of “Pista y’ Ang Cagueban”

Sitel® Footprints on the Ground

We partner with our associates across the world who help us protect our planet, with many of our site 
locations engaging in environmental initiatives throughout the year. 

Focus on the UK and Ireland 
The United Kingdom has been one of the hardest hit countries in terms of COVID-19 infection and mortality 
rates over the course of 2020. 

As a result, Sitel UK&I made health and wellness of body and mind a CRS priority. All managers and support 
staff underwent specific UK National Health Service (NHS)-approved training and guidance regarding mental 
health wellness to help foster an atmosphere on-site and at home where issues and concerns could be 
discussed openly without fear of stigma. 

Wellness awareness and support were also integrated into initial onboarding so that it became a day-one 
priority for new hires who also benefit from direct mentoring and guidance from senior staff members over 
the first month in a position.  

Each of these initiatives were brought together through the creation of Wellness Champion Teams. Made 
up of employees from across the organization who have insights relative to different roles and positions 
within the company, as well as the requisite training to promote both physical and mental wellness. Their 
activities include coaching associates through difficult conversations and situations and signposting support 
for employees during working hours. This support includes structured programmes focused on activities for 
enhancing health and making positive wellness choices and directing managers and supervisors towards NHS-
approved internal and external training courses, which are in addition to new in-house developed training 
modules available on our learning management system (and therefore accessible to all employees).
The effectiveness of taking this  approach was recognized with a number of awards relating to health and 
wellbeing. 

These include:
• The NHS Wellbeing at Work Award
• The UKCCF Best Health and WellBeing Programme
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Sitel at Home™

Research from the University School of Medicine in Saint Louis and the Cooper Institute in Dallas and 
published in The American Journal of Preventive Medicine shows that driving more than 10 miles to work and 
10 miles home again every day can lead to higher blood sugar and higher cholesterol. The researchers also 
noted that the commuters they studied had a higher tendency towards depression and anxiety. 

Our work from home operation, Sitel at Home™, eliminates this stress and gives our people back one of their 
most valuable commodities - time - and simultaneously reduces the impact on the environment that personal 
mobility generates.

At the start of 2020, we had approximately 3,000 associates working virtually in the U.S. and Germany. Due 
to the unprecedented challenges presented by the COVID-19 pandemic, we successfully moved tens of 
thousands of agents into our Sitel at Home model in under two months. This transition helped to ensure our 
people’s health and wellbeing while also maintaining continuity for our clients and their customers. As a result 
of this action, we have seen increased employee productivity, reduced levels of sickness and absenteeism and 
increased membership of the SitelFit community. Our SitelFit community pivoted to help newly transitioned 
employees focus on their mental health and wellbeing as well as encouraged them to stay active with at-home 
workout ideas and more.

Resiliency During COVID-19
Responding to COVID-19, our Sitel at Home model quickly enabled us to deploy business continuity support 
for our clients. Not only were we able to continue delivering exceptional customer service for our clients, but 
we were able to continue employment for our people around the globe. In many cases, associates were able 
to continue working from home or within a site. All site facilities followed guidance from the World Health 
Organization and their local health and government officials regarding supplemental preventative  social 
distancing and hygiene measures  
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Carbon Footprint 

Our Environmental Policy addresses water, carbon footprint and our suppliers. We strive to be good stewards 
and protect our natural environment, supporting a circular economy. Operating in 29 countries, we work 
together to make a positive impact on our environment to reduce, reuse and recycle in our daily operations. 
We encourage the following in each site to help lower our carbon footprint:

• Energy-efficient commuting
• Teleconferencing
• Go paperless
• Responsible disposal of e-waste
• In-kind donations 

In 2020, we committed to using more efficient technology in our computers to reduce energy consumption. As 
a result we have seen a 73,000,000KWH decrease in energy use over the past year. 

Sitel at HomeTM Positively Impacts the Environment
Our Sitel at Home model greatly decreased our carbon footprint globally during the COVID-19 crisis. 

With 80% of our teams working from home at least part of the time in 2020, we eliminated many of our 
people’s commute to work which reduced our environmental impact by 2.5K tons of CO2 per person.

Supply Chain
 
Our Procurement professionals add value through excellence from our suppliers to all of our locations. As an 
extension of our operations, our supply chain is a reflection of our company, giving due consideration to our 
ethical, environmental and social obligations. Through our measures of due diligence and our commitment to 
doing responsible business, procurement decisions are based on ethics and labor standards with all applicable 
laws and regulations and our Supplier Code of Conduct. We launched our small vendor program at the end of 
2019 to support Supplier Diversity and continued this initiative throughout 2020. 
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Be Ethical
Responsible Business

As a corporate citizen, we understand our 
responsibility to foster a safe workplace for 
all stakeholders. Our high level of compliance 
standards serves as the foundation of ethical 
leadership in our organization, reflecting our 
substantial commitment to upholding laws, 
regulations and industry standards. Serving in 
29 countries, our global policies and procedures, 
set forth and sponsored by our global executive 
team, promote a culture of compliance and ethics 
to maintain trust through exceptional customer 
experiences upheld by our values: Be Bold. Build 
Trust. Work Together. Wow Customers.

Awareness and Prevention

With 90,000 associates around the world, we 
prioritize ethical awareness in the workplace. Our 
strategy supports an understanding of ethical 
implications and encourages moral actions. 
Standards of behavior, values and principles 
can be found in our Global Code of Conduct 
and Ethics. Consistency in training supports our 
equitable culture and encourages trust with peers 
and management. Associates are required to 
participate in annual Global Security and Awareness 
training through MyAcademy, promoting ethical 
competence and clarity of our industry standards. 

Privacy and Protection

We work closely with our associates and clients, 
building trust by protecting the privacy and 
the security of data. Privacy and protection of 
information has been globally embedded into our 
business operations as we train our associates 
annually on requirements to protect confidential, 
sensitive and personally identifiable information. 
We have maintained a strong framework of 
protection and security through our internal 
policies, including our Security and Ethics Incident 
Management, Risk Management, Global Privacy 
Policy and Fraud Management and adhere to 
global compliance requirements including:

• European Union General Data Protection 
Regulation (GDPR)

• Health Insurance Portability and Accountability 
Act (HIPAA)

• ISO 27001:2013
• Client Specific Privacy Requirements
• Country and EU Member State Country Privacy 

Laws
• Payment Card Industry Data Security Standard 

(PCI DSS)
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Anti-Bribery and Anti-Corruption

We are committed to maintaining comprehensive policies, procedures and training. These systems are 
reviewed annually to ensure they are up-to-date with applicable laws, regulations, industry standards and best 
practices. Our organization’s Compliance Program provides guidelines on the prevention and management 
of bribery and corruption-related risks. Our Global Anti-Bribery and Corruption Policy requires adherence to 
all relevant anti-bribery and anti-corruption laws, including the U.S. Foreign Corrupt Practices Act, the United 
Kingdom Bribery Act 2010  including all laws of countries where we operate. Our Compliance Program ensures 
a proactive approach through the following areas of prevention and management: 

• Fostering a culture of compliance
• Continuous monitoring through assessments and audits
• Risk management
• Due diligence
• Whistleblowing hotline and procedure
• Compliance training

Grievance and Transparency

We have a zero-tolerance for unethical behavior and corruption in any form. Any possible conduct violations 
viewed as unethical, illegal, in violation of professional standards or otherwise inconsistent with Sitel Group’s 
policies and procedures, which may affect the moral or physical integrity of its employees, can be reported 
using EthicsPoint for further investigation. This third-party, 24-hour hotline is available to report ethical 
violations anonymously.
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