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Responsible 
and secure 
business
The fundamental point of departure for sustainability management at Sinch is to 
minimize the potential negative impacts of the business and benefit from the op-
portunities brought by sustainable business. Sinch’s business model makes it possi-
ble for enterprises, organizations and individuals all over the world to communicate 
swiftly and easily. That saves time and travel. Sinch creates value by generating 
long-term and profitable growth based on quality, economies of scale and innova-
tions that make it easier for people and companies to meet. Sinch is committed to 
doing responsible and secure business, being a fair employer and taking significant 
responsibility in the value chain. 
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Business model and value creation 
Sinch is a world leader in the cloud communication solutions mar-
ket and operates globally as a supplier to enterprises and mobile 
operators. Solutions from Sinch enable business critical communi-
cation worldwide via mobile messaging, voice and video services. 
The Group is headquartered in Stockholm, Sweden, and had a 
presence in more than 40 countries, about 1,800 employees and 
consultants in every part of the world at the end of the year. The 
Sinch organization is divided into three segments: Messaging, 
Voice and Video and Operators. 

Messaging and Voice and Video address the enterprise mar-
ket and combine programmable APIs and cloud services to, in 
partnership with their extensive network of mobile network oper-
ators, create opportunities for enterprise customers and devel-
opers to build global communications including messaging and 
voice and video services into applications and business process-
es. Sinch handles all traffic within Messaging on its own communi-
cations platform. Sinch Messaging makes it possible for enterpris-
es to send and receive customized text messages, primarily SMS, 
to and from their customers and employees all over the world, 
swiftly and easily. The services enable digital communication and 
reduce the need to travel, which is beneficial to us and our cus-
tomers from the environmental and cost perspectives.

The Operators segment addresses mobile operators worldwide, 
offering innovative, stable and scalable products for mobile mes-
saging, real-time business systems and communications firewalls. 
Sinch generates value for its customers in multiple ways, including 
limiting the risk of fraud and reducing the installation and oper-
ating costs of business-critical systems. 

Our strategy centers around two pillars that reinforce each 
other:

• Offering leading, global, high-quality and reliable services to 
businesses looking to engage with their customers through 
mobile messaging, voice and video.

• Offering cloud-based software-as-a-service (Saas) to help 
businesses leverage the new opportunities of conversational 
messaging, interactivity, MMS and video.

In addition to organic development, acquired growth that 
adds economies of scale and profitability or technology and 
go-to-market is a key component of Sinch’s strategy. Sinch 
established acquisition procedures and hired a dedicated inte-
gration process manager in 2020 to ensure that acquired enti-
ties understand and adopt Sinch’s company culture and values.

About our world and our business 

About the sustainability report 

This is Sinch’s fourth sustainability report, which describes our 
sustainability management program and activities. The report 
refers to the 2020 financial year and covers the parent compa-
ny Sinch AB (publ), company registration number 556882-8908. 
Acquired entities are successively included in Sinch’s standard 
methods and processes, including the most material sustain-
ability topics. 

The sustainability report was prepared in accordance with the 
provisions of chapters 6 and 7 of the Annual Accounts Act. 
There were no material changes in the application of report-
ing policies during the year. 

By endorsing the annual accounts and consolidated finan-
cial statements, the board of directors of Sinch has also 
approved the sustainability report.
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Governance and division of responsibility

Values
Dream big. Win together. Keep it simple. Make it happen. Sinch’s core values imbue the entire organization and 
are an integrated part of corporate decisionmaking.

Board of directors
The board of directors has overall responsibility for the management of Sinch, which includes sustainability 
topics. The board is responsible for the policies and control documents, which includes the Group Travel Policy, 
the Code of Conduct and the Sustainability Report.  At the end of each financial year, the board of directors 
performs a self-assessment of its work during the year.  

CEO and executive management
The CEO is responsible for executing board decisions and strategies, supported by the management team. 
The management team ensures that designated individuals prepare decision input and perform analyses and 
monitoring.  Sinch’s General Counsel has operational responsibility for the sustainability program. He reports to 
the CEO and the management team concerning ongoing activities, initiatives, monitoring and development. In 
addition, tasks based on the focus areas are delegated to the relevant functions in the organization.

The Code of Conduct and other internal policies
Sinch has various policies applicable to the entire Group, employees and suppliers. We have a general trav-
el policy and local employee handbooks tailored to each country in which Sinch operates.  We also have a 
health and safety policy and an anti-discrimination policy to help us navigate our work environment. The 
Code of Conduct, which was adopted in 2016 and updated in 2019, applies to all employees, consultants and 
directors. There has also been a Suppliers Code of Conduct in effect at Sinch for some time. Both codes are 
accessible on our intranet. 

Global Compact
The Code of Conduct is based on the UN Global Compact’s ten principles for sustainable business and clar-
ify the company’s positions on issues related to respect for human rights, anti-corruption, diversity and equal 
opportunity and the importance of sound business relationships. Sinch has joined the Global Compact to 
actively support and work with these issues.

The UN Sustainable Development Goals
The UN Sustainable Development Goals are aimed at eradicating extreme poverty, reducing inequalities and 
injustices in the world, promoting peace and justice and addressing the climate crisis. Based on stakeholder 
engagement, the nature of the business and the business model, Sinch has chosen to perform a materiality 
analysis as the basis of its sustainability strategy, which takes the SDGs into account.

ISO 27001
During 2020, Sinch continued the project to certify additional parts of the business in accordance with the ISO 
27001 information security management standard.
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In order to devise a sustainability strategy that is relevant to our 
particular business, we must proceed from industry-specific con-
ditions and the expectations of our stakeholders. We maintain 
constant engagement with our stakeholders to identify their opin-
ions and assessments of the sustainability topics that are most 
significant, in various ways. We apply a formalized stakeholder 
engagement process and perform employee surveys a couple of 
times each year. In addition, we maintain ongoing communication 
with owners, directors, employees, investors, customers, suppliers 
and others who are interested in Sinch in various ways. 

We engaged with stakeholders again in 2020 to find out how 
our stakeholders assess our sustainability work, threats and 
opportunities. The process allows us to clarify the topics that 
are most material and should be prioritized. The stakeholders 
included in the analysis were employees, customers, suppli-
ers and the Sinch executive management team. A materiality 
analysis in which the opinions of our customers and employees 
were assigned the greatest weight was prepared based on the 
engagement process. In addition, we held qualitative dialogues 
with a number of investors during the year.

The analysis for 2020 resulted in a review of our sustainabili-
ty strategy and the materiality analysis in which we consider 
sustainability trends in the industry and ranked the areas that 
are assessed as having high impact and are significant to us.  
The earlier assessment of our most significant topics is largely 
unchanged. Employees in particular wanted clear communica-
tion of the chosen sustainability strategy and ongoing initiatives, 
and would like to Sinch to ensure the sustainable approach during 
this phase of rapid growth. Dialogues with several stakehold-
ers also showed that what is most important to them is that we 
are a fair employer that provides opportunities for development 
and that runs an ethical business with a strong anti-corruption 
program. In so doing, we will ensure that we are doing the right 
business and making the right acquisitions while attracting the 
right employees. The goal is to follow up the stakeholder engage-
ment process and communicate how we are working with these 
topics in 2021.

The results of the materiality analysis are shown in the focus 
areas, topics and outcome indicators presented in this report 
and on the chart below.

Stakeholder engagement

Materiality analysis

Social topics 

1 Social engagement 

2 Skills and training (employees)

3 Personal development (employees)

4 Equal opportunity 

5 Diversity

6 Health and wellbeing 

7 The social impact of the product

Environmental topics

8 Travel

9 Energy consumption

10 Reduced consumption of resources 
(e.g., electronic and office waste)

11 The positive environmental impact of 
the business

Responsible business

12 Human rights

13 Information and IT security (in business 
transactions and internally)

14 Responsible value chain

15 Anti-corruption

16 Ethical responsibility

17 Legal compliance  
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Risks

Material sustainability-related risks and risk management 
Our most material sustainability risks are presented below.

Environmental topics 

Carbon emissions Description of risk management

In recognition of the threat of climate change, there is consen-
sus that global carbon emissions must be drastically reduced. 
It is extremely likely that we are going to see political initia-
tives and regulations that, in various ways, force companies 
to reduce their use of fossil fuels. We see a risk that, if and 
when this happens, we will need to bring in additional skills 
to respond to and manage these standards. Although our 
environmental impact is not currently significant, we do have 
an impact through the energy that data centers use to man-
age our data and through air travel and the resulting carbon 
emissions.  

We monitor political developments and potential new legisla-
tion in the countries in which we operate. All employees must 
comply with the travel policy. The focus of the policy is that 
our employees should prioritize the use of transport modes 
that have minor climate impact and that video conferenc-
ing should be used to the greatest possible extent to reduce 
emissions. Our business model is generally aimed at increas-
ing virtual communication, for example by offering cloud ser-
vices. In so doing, we are also helping to reduce the need for 
travel - for ourselves and our customers. The plans to limit our 
energy consumption have been postponed due to the pan-
demic and will instead be initiated in 2021.

Social conditions including human resources topics 

Loss or lack of qualified employees Description of risk management

The risk of losing key skills within the company or being unable 
to attract key skills to the company is considered a major risk 
to our business and continued development going forward. 

We apply a recruitment model that is always used in recruit-
ment to ensure that our collective skills and expertise main-
tain a high standard. We maintained our internal training 
program the year, which is under constant development and 
improvement, in order to achieve the desired level of skill in 
the company. The program improves our capacity to ensure 
that the right people are given the right training and enables 
relevant individual skills development. We measure employee 
engagement through employee surveys to get feedback on 
how employees perceive their work and us as an employer.

Equal opportunity for all Description of risk management

We are aware that we operate in a traditionally male-dom-
inated industry. Even though we have an explicit policy of 
non-tolerance of discrimination and striving for an equal 
opportunity workplace, there are historical structures and 
behaviors embedded in our culture that can take time to 
change. Discriminating against people on the basis of gender, 
age, national origin, religion, sexual orientation, etc., is illegal 
and  shortcomings in this respect can result in damaged rep-
utation, a poorer workplace environment with impaired pro-
ductivity as a result, difficulty recruiting and retaining employ-
ees and liability for damages.  

We have zero tolerance for discrimination on any grounds 
and strive for a culture characterized by diversity and equal 
opportunity. This is clearly expressed in our Code of Conduct, 
which is communicated to all employees. HR applies a care-
fully designed recruitment process to attract and hire the right 
talents. We further improved the operational recruitment pro-
cess in 2020 to ensure more structured, data-driven and unbi-
ased assessments. The purpose of the recruitment process is 
to ensure that no one is excluded on the basis of gender, sex-
ual orientation or ethnicity. 

6 Sinch Sustainability Report 2020



Health and wellbeing Description of risk management

Our employees are our greatest and most important asset. 
Sinch is a high-growth company that is growing both organ-
ically and through business combinations and we operate in 
an industry that is constantly changing. Consequently, there 
is risk of impact on employee health and wellbeing and that 
we will be unable to maintain a healthy work environment. 

We promote a healthy work/life balance and work contin-
uously with employees on these issues. Through close dia-
logue between employees and managers, indications that 
an employee may be struggling are picked up in time and we 
work with an external party that can offer supportive counsel-
ing to the individual. The goal is to identify signs of burnout, for 
example, at an early stage and in so doing prevent long-term 
absenteeism. We also evaluate the results of our employee 
surveys and performance reviews to determine how we can 
further improve the work environment and employee wellbeing. 

Compliance with the Code of Conduct  Description of risk management

Upholding high ethical standards is a top priority for us and 
our business. As we operate in more than 40 countries, however,  
there is risk of non-compliance with our ethical values and 
guidelines, particularly due to lack of knowledge. 

All employees must read and understand our Code of Con-
duct, which is available on our intranet. We also engage in 
constant dialogue about how we do business and we evalu-
ate the risk of breaches of our Code of Conduct in the compa-
nies we acquire. We have a Suppliers Code of Conduct and, 
where applicable, assess our suppliers’ own codes of conduct 
and their capacity to comply. 

Respect for human rights Description of risk management

At present, we have employees, customers and suppliers in 
some countries identified as high-risk countries for violations 
of human rights. This can generally constitute a risk for our 
business.  We have, however, determined that there is relative-
ly low risk of violation of human rights in our type of business.

Our Code of Conduct is based on the 10 principles adopt-
ed by the UN, which include human rights. All employees 
are required to comply. We also have a Suppliers Code of 
Conduct that covers matters including human rights. During 
the year, we continued working with a process for handling 
requests from authorities for disclosure of data,so that legal 
assessment can be made of the legality of the request. Prior 
to each acquisition of a new company and in connection 
with particularly risky contracts and partnerships, we obtain 
integrity due diligence analyses that are aimed at detect-
ing actions and conduct that can be considered violations 
of human rights.   

Corruption and bribery Description of risk management

We have zero tolerance for bribery and corruption, as clearly 
expressed in our Code of Conduct.  We estimate the risk of 
corrupt conduct as relatively low, but recognize that the risk 
may increase as we establish operations in new geograph-
ical markets.  

The Code of Conduct contains guidelines on bribery, corrup-
tion and conflicts of interest.  It has been communicated to 
all employees and the importance of compliance has also 
been emphasized in connection with the presentation of the 
company’s business strategy.  Anti-corruption work has been 
adopted as a priority sustainability topic and we will be work-
ing to further reduce these risks in future years. Prior to each 
acquisition of a new company and in connection with par-
ticularly risky contracts and partnerships, we obtain integrity 
due diligence analyses that are aimed at detecting concerns 
including the incidence of corrupt conduct.

IT security Description of risk management

Generally speaking, cyber attacks are occurring worldwide 
and there is thus high risk of inadequate IT security in most 
businesses. This is also an increasing trend Sinch is a compa-
ny whose business is transmit information digitally. Accord-
ingly, awareness and management of IT security risks is vital. 

Sinch has stepped up its efforts related to IT security risks due 
to the accelerating global trend. For this reason, we have 
also opted to certify the business under ISO 27001 in order to 
improve risk assessment and management of these issues at 
the same time. This project continued during 2020. We have 
defined activities that are important to work with and to test 
our IT environment.

7Sinch Sustainability Report 2020

Sinch Sustainability Report 2020



The main topics discussed at the executive management level 
during the year were the work involved with our focus areas, the 
stakeholder analysis and the strategy project begun in 2019. 
Our work with data protection is a key topic in our sector from 
the legal risk perspective and because it is an aspect that is 
important to many of our customers. We are growing steadily 
and acquiring companies in various parts of the world. It is there-
fore imperative to continue ensuring an ethical platform for our 
business and zero tolerance of corruption. We will maintain our 
clear position that there is business benefit in being perceived 
as an ethical company by our customers, partners, employees 
and other stakeholders. 

IT security was another prioritized topic and the process of 
certification of to the information security management system 
under the ISO 27001 standard was completed during 2020 for 
large parts of the organization. 

The Covid-19 pandemic
Employee health and safety was the main focus in 2020 and 
during the pandemic. It is vital that everyone feels they have a 
good work environment and can do their jobs without risking their 
health. We have taken action to make this possible and have 
given our employees the option to work from home to the great-
est possible extent and in consultation with their line managers. 

Our sustainability management  
program in 2020
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Vision 
Sinch’s vision is “Simplifying 
life by bringing all people 
and businesses together.” 

Our sustainability strategy

Sinch's focus areas 
Regulatory responsibility 
We do business responsibly and securely

• Anti-corruption 

• Data protection and  
information security

• Ethics and legal compliance

Social responsibility 
We are a fair employer

• Equal opportunity for all

• Diversity

• Health and wellbeing

Responsible value chain 
We are taking greater responsibility

• Sustainable supply chain

Main objective 
Sinch's main objective is to become the internation-
al market leader by combining strong organic growth 
and strategic acquisitions. We create value by gener-
ating long-term and profitable growth built on quality, 
economies of scale and innovation.

Sustainability ambition
Sinch's sustainability ambition is to create value, 
ensure regulatory compliance and promote sus-
tainable business. 
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We do business responsibly and securely 

Our focus areas

Anti-corruption 
As we work all over the world, including in high-risk countries, 
preventing corruption is an increasingly important topic for us. 
We have a Code of Conduct applicable to all employees, which 
is appended to new employment contracts, and an equivalent 
Code of Conduct for our suppliers. We have clearly emphasized 
and communicated during the year that all types of corruption, 
such as bribes or deals on non-market-based terms, are prohib-
ited within our organization. As an aspect of reinforcing anti-cor-
ruption efforts, we have begun to carry out integrity due diligence 
before entering into partnerships of a riskier nature. This entails 
critical examination of all acquisitions and partnerships in regions 
where corruption is rife. The idea is that such a process will evalu-
ate the reputation of the potential acquisition and integrity risks, 
which are aspects not covered in legal and financial due dili-
gence.  We initiated a project during the year to prepare a more 
comprehensive anti-corruption program.  No crimes of corruption 
were reported during the year. 

Data protection and information security 
Information and IT security are critically important to our busi-
ness and these topics remained a matter of intense focus in 2019. 
We have an IT management team that meets monthly to dis-
cuss IT security, current issues and areas of potential improve-
ment. The general IT security policy is subject to the approval of 
the Group CTO. 

All new hires must undergo basic training in information secu-
rity, IT security and data privacy. Completion of training is mon-
itored. Some of the areas included in the IT security training are 
how we process personal data, how and what we post on social 
media and the importance of secure passwords and secure data 
processing. As many employees worked from home during the 
pandemic, we have increased IT security communications and 
made sure that our IT security system is full-coverage, regard-
less of where our employees are physically located. The system 
performs ongoing checks of irregular behavior and immediately 
detects any nonconformances. 

A comprehensive process to certify large parts of the organiza-
tion according to ISO 27001, the information security manage-
ment standard, was carried out in 2020. The certification covers 
all Sinch services and the Operations, Legal, Security, HR and 
Support departments. In addition, four offices have been certi-
fied and we intend to certify an additional twelve offices and our 
development department in upcoming years. The Sinch securi-
ty team was also significantly reinforced during the year and is 
maintaining its focus on improving information security actions. 
A Security Operations Center has been established, which ana-
lyzes security nonconformances around the clock. A new system 
has also been implemented that performs weekly security scans 
of internal and external assets. The results of the scan reveal any 
weaknesses in the system, which are assessed in our internal 
forums so that effective measures can be taken to minimize risk. 
Quarterly information security analyses are also performed jointly 
with stakeholders, which measure internal compliance with Sinch 
Information Security Policies. The focus of the information secu-
rity team in 2021 will be on ensuring that all acquired companies 
are included in the security program and prepared to be includ-
ed in the ISO 27001 certification. Ongoing development is also in 
progress, with focus on automation. 

We maintained our internal training program the year, which 
is under constant development and improvement, in order 
to achieve the desired level of skill in the companies. The pro-
gram improves our capacity to ensure that the right people are 
given the right training and that key skills are kept up to date. 
We reached our target for the proportion of completed trainings 
within the specified timeframe in 2020.  

Data protection is still a prioritized area of sustainability in our 
business strategy. We evaluate our IT systems to ensure that they 
uphold a high standard of quality and process data in a secure 
manner. As part of the evaluation of the IT systems, we are imple-
menting continuous measures and reconfiguring our IT systems 
to ensure they are adapted to current requirements. Sinch has 
a data protection representative and considerable effort was 
devoted during the year to further developing the maturity of our 
data protection systems, including all new companies in the pro-
gram in forthcoming years. We improved our existing processes 
and work related to GDPR in 2020 and drafted policies that apply 
to the processing of customer and employee data. For example, 
we made changes in how incidents related to personal data are 
handled and updated the supplier assessment process and our 
own product development. 

In order to determine whether our systems leak information or 
do not securely process customer data, we have an internal sys-
tem in which employees can report any nonconformances they 

Regulatory responsibility

• Anti-corruption 

• Data protection and information security

• Ethics and legal compliance
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have identified. As in 2019, there were no confirmed cases of loss of 
customer data in 2020. The partnership we began last year with 
a security firm has been fully implemented. As our growth con-
tinues, we will establish new partnerships with leading security 
firms so that we can more rapidly detect non-compliant securi-
ty behaviors in our  IT environments and ensure that we are run-
ning our business under the highest possible security protection. 

Ethics and legal compliance 
It is important to us that business is conducted in a due and prop-
er manner. We aim to be trustworthy and we must perform the 
services our customers expect to receive. An ethical compass is 
part of our company culture and we promote fair competition. 

There is no question that we must work in compliance with 
the laws and regulations that apply in every country in which 
we operate. We have legal advisers who cover all countries 
where we do business and an internal legal affairs department 
at the head office in Sweden that assesses legal risks and moni-
tors compliance.  We implemented the Sinch Integrity Reporting 
Line in 2019, a dedicated channel employees can use to report 
breaches of our Code of Conduct. All reported cases are dealt 
with confidentially and all cases will be analyzed so that appro-
priate actions can be taken to investigate and close the matter 
brought to attention through the report. Further work is being 
done to increase awareness of the Integrity Reporting Line and 
its purpose.  We have generally increased focus on regulatory 
compliance within Sinch.

Human rights in business transactions 
Protecting human rights in business transactions is important to 
us. In some of the countries where we do business, there can be 
risk of human rights abuses by the suppliers and customers we 
work with. It is difficult to maintain control over every aspect of 
this, but we seek to manage it by carefully evaluating our custom-
ers, suppliers and partners. Our Code of Conduct clearly express-
es that Sinch must not participate in activities that constitute 
violations of human rights. 

Sinch is a member of the UN Global Compact, whose principles 
include respect for human rights. We continued working with a 
system during the year that handles requests to disclose informa-
tion to public authorities. We also established a separate com-
munications channel, which is handled by our legal team, as well 
as guidelines that apply across the group. The team carries out 
a test of legitimacy and necessity before the information is dis-
closed to public authorities. There were no confirmed violations 
of human rights during the year. 

11Sinch Sustainability Report 2020

Sinch Sustainability Report 2020



We are a fair employer 

Equal opportunity for all 
Sinch is committed to providing everyone with equal opportuni-
ties to develop. We operate in a male-dominated industry and 
are working hard in a goal-oriented manner to bring more women 
into the business. We aim to have even gender distribution on the 
candidate short-list in our recruitment processes. Forty percent of 
new hires at Sinch in 2020 were women, which is a clear improve-
ment over 2019, when the share was 28 percent. 

We further improved the operational recruitment process in 
2020 to ensure more a structured, data-driven and unbiased 
assessment process. This is improving quality and contributing to 
recruitment that is both fair and professionally executed.  

To us, sustainable recruitment means facilitating career oppor-
tunities for our employees while challenging and developing our 
own skills. This means, for instance, that we advertise all vacant 
positions both internally and externally. 

A comprehensive values project was carried out during the year 
in which all employees were invited to participate in the process 
in various forms of cross-functional workshops.  More than 40 Cul-
ture Jams were held globally with the aim of generating commit-
ment and engagement in the work to draft a credible formulation 
of the Group’s values.  

Diversity
Diversity and equal opportunity are key factors for us and our 
success is the product of our various skills and experiences. We 
are endeavoring to achieve equal opportunity based on skills 
and our steadfast objective is to bring the best skills on board 
regardless of gender, sexual orientation, ethnicity or disability. 
The structured, data-driven recruitment process that we have 
implemented allows us to more actively ensure that our recruit-
ments are aligned with Sinch's diversity ambitions. Recruitment 
processes are faster and our recruiting managers have to spend 
less time on administration thanks to the support of talent teams 
and data-driven tools.  

We are a multicultural workplace with employees in more than 
40 countries, and together we speak more than 70 languages at 
the native speaker or professional level. This means we can often 
talk to our customers in their own language, which is an advan-
tage in our work and adds value to our customer relationships. 

Social responsibility

• Equal opportunity for all

• Diversity

• Health and wellbeing
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English is our corporate language and employees are not gen-
erally required to be able to speak Swedish.

We carried out several different trainings during the year and 
switched over to more and shorter development initiatives in the 
form of digital meetings called “Sinch Boosts.” These varied in 
content and scope and covered topics including health, diversi-
ty, inclusion and belonging.

The average number of employees (full-time equivalents, 
excluding consultants) was 858 (457), including 222 (103) women. 
The board was composed of five directors, two women and three 
men. There were eleven other senior management personnel in 
group management at the end of the year, including two women. 

Health and wellbeing 
There is no question that the wellbeing of our employees is crit-
ically important to the individual and to Sinch. We promote a 
good work/life balance because we believe happy employees 
help us progress and develop. We arrange health-promoting 
activities of various kinds, as in Sweden where we arrange group 
runs or walks for everyone as well as the opportunity to exercise 
during working hours. Beyond this, to the extent possible and in 
consultation with line managers, we also give our employees the 
option of working from home, as well as flexible hours and con-
trol over their working days. This became a high-priority matter in 

8.5

1,778 

858

Employee Satisfaction Index/ESI (8.3)

Number of employees including consultants  
(full-time equivalents/FTE) as of 31 December 2020

Average number of employees, excluding 
consultants (457)
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8.5

43

0.67%

70+

Employee turnover (8.0)

All employees Management

24.5%

63%

16%

15%

4% 1%

22.2%
40%

75.5%

    Women                    Men

    Europe 64%

    Asia 16%

    North America 15%

    South America 4%

    Oceania 1%

77.8% 60%

Board of directors

Number of countries

Absenteeism (0.73)

Languages spoken

2020 when the pandemic impacted everyone, all over the world. 
Due to the Covid-19 pandemic, our main focus was protecting 
the health and safety of our employees and their families. One 
important task in that effort was to provide support related to 
everything from practical equipment to mental health support to 
all employees who had to adjust their jobs and work from home.  

We regularly review our employees’ work environment and dis-
cussions are ongoing about how we should design modern offices 
and methods based on future needs. Other important discussions 
in the organization are centered on how we can prevent absen-
teeism by identifying signs at an early stage that an employee is 
struggling. We have established processes for providing support 
and offering counseling as needed. We offer employees in Swe-
den fitness and wellness benefits, medical insurance, flu shots and 
other health-promoting activities.

Absenteeism in 2020, excluding pregnancy-related leave, 
was again below 1 percent of annual working hours, at 0.67 per-
cent compared to 0.73 percent in 2019. The absenteeism figure 
is based on data for Sweden, the UK and the US, which covers 
about 70 percent of our employees. 

Our people
Each year, we conduct an employee survey in which the employ-
ees’ perceived engagement is measured on a scale of one to ten. 
We reached the goal of 8.5 for the year, up from 8.3 in 2019. We 
conducted an additional survey this year due to  the upheaval 
caused by the pandemic. In addition to the challenges of han-
dling the pandemic, there was also a comprehensive onboard-
ing project during the year covering all the employees who have 
joined the company through organic growth and acquisitions. It 
is a very good sign that our employee engagement score went 
up under these circumstances and shows that we have a strong 
company culture that is resilient to serious challenges. 

Employee turnover was 8.5 percent in 2020 compared to 8 per-
cent the year before. The workforce increased significantly com-
pared to 2019, mainly due to acquisitions. About 18 (15) percent of 
vacant positions were filled through internal recruitment in 2020.

Gender distribution

Average number of employees
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Sinch’s  
values
A comprehensive project was carried out in 2020 to include all employees in a process 
to draft clear and well-supported values as a foundation that unites us and supports 
the fulfillment of the Sinch vision: “Simplifying life by bringing all people and businesses 
together.”  It is particularly important to have strong values in a company that is growing 
rapidly, both organically and through acquisitions. The values process welcomed all Sinch 
employees to participate in cross-functional teams and resulted in more than a thousand 
suggestions. The results of the process were presented in February 2021, along with the 
implementation effort to ensure that we are now living our values.

Dream big
We make the impossible possible by dreaming big to solve 
our customers’ problems and improve their businesses. 
Great things happen when we dare to challenge the sta-
tus quo and find creative new ways to wow them. Driven 
by curiosity, we believe there is no such thing as failure, only 
continuous learning and development. Having big, crazy, 
ambitious goals drives our success.

Win together
Great teams work faster and better together – creating 
meaningful impact for customers. Together as one glob-
al team, in close collaboration with our customers, we 
embrace diversity, meritocracy and care about every sin-
gle individual. We build trust through open and honest rela-
tionships. It’s all about the team: being inclusive, respect-
ful and sharing our knowledge to empower all for personal 
growth. We collaborate, have fun and are stronger together.

Keep it simple
Sinch means simple and easy. It’s how we want customers to 
feel when dealing with us: uncomplicated, down-to-earth 
and useful. Things stay simple when you are honest, open 
and act with integrity. Cut the fluff and talk straight! This 
also means spending our time and money wisely on things 
that really count. Eyes on the horizon, feet on the ground.

 

Make it happen
We make things happen and make them matter – for our 
customers and the world. We are “doers” who value get-
ting results and don’t overthink matters. We stay account-
able for our actions, apply the highest ethical standards to 
set ourselves apart and always deliver. If we’re not mak-
ing an impact, we rethink the approach. Structure helps 
us, bureaucracy and excuses do not. No putting things off 
– let’s get it done now. 

Sinch’s four values:
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Working  
for Sinch 
A lot of people want to work at Sinch. In 2019, we had about 4,000 applications. In 2020, 
that number rose to about 60,000. Despite the pandemic and several ongoing integra-
tion processes, our employee satisfaction index also rose during the year. Our capacity 
to manage continued growth and skills provision is based on a strong company culture, 
structured integration and recruitment processes and good people.

Working with social engagement is one way for us to help 
make our world a better place, locally and globally, prefer-
ably through initiatives that are closely related to our busi-
ness. One such initiative is our comprehensive partner-
ship with Mental Health America. Together, we launched 
“Text For Humanity,” a campaign that encourages people 
to send positive text messages to strangers all over the world. 
The aim is to counteract the negativity that so often appears 
in communications on social media and which sometimes 
leads to social ill health. During the period the initiative has 

been active, we have reached 85 different countries and more 
than 90,000 messages have been sent. The campaign took 
on even greater urgency when the pandemic hit the world 
and people were isolated in their homes. According to the UK 
Office of National Statistics, more than 50 percent of the pop-
ulation have reported that their mental health has become 
poorer during the pandemic. The Text for Humanity initiative 
lets people from all over the world send caring messages to 
each other and express sincere thanks to the people who are 
fighting on the front lines.

Working for us means coming every day 
to a workplace where passion is a main 
ingredient – something we are very proud 
of! We are energetic, pragmatic and the 
opposite of egotistical. And we get things 
done. Working for us, as a genuinely global 
company, means having the freedom and 
independence you need to succeed. We 

constantly challenge ourselves and each 
other to be the best at what we do. We 
motivate and encourage our people to be 
the best they can be, every single day. We 
also believe in maintaining a good work/
life balance by making it possible to relax, 
be ourselves and enjoy the workday and 
the challenges it brings. To us, a strong 

company culture is a key prerequisite for 
success. With the relatively high number 
of acquisitions we are making, maintain-
ing the company culture is a challenge – 
but our clear values and a structured inte-
gration process make it possible. 

Mental Health America
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Growing  
with Sinch
We value and reward our deep expertise in every field and we have 
therefore developed a thorough and effective recruitment process 
to ensure that we attract and select the top talents. We are very 
picky and put a lot of energy into interviewing applicants to make 
sure this is the start of a long and mutually rewarding relationship. 
We reinforced our Talent Acquisition Team during the year and im-
proved our data-driven tools to ensure an even more professional 
recruitment process.  

In order to remain an industry leader, 
we are utterly dependent upon retain-
ing employees and being an attractive 
employer. Success depends on uphold-
ing our strong culture and working to meet 
existing needs. We set individual develop-
ment goals, offer leadership training and 
take other initiatives that grow the individ-
ual and us as a company.

Career development opportunities and 
encouragement of internal mobility are 
another necessary component to retain 
skills within the company. We therefore 
advertise all available jobs internally and, 
as policy, all internal applicants are inter-
viewed and given the chance to advance 
within the company.

Another project we engaged in this year was the school project 
we initiated in Brazil in 2020. Inadequate education is one of 
Brazil’s greatest challenges. At the moment, that means sev-
eral hundred thousand young Brazilians enter the job market 
every year with very few prospects. When Sinch began doing 
business in the Brazilian market in 2019, we chose to address this 
problem in line with our motto, “Building the Future,” by becom-
ing an Education Partner to the Instituto Alicerce Foundation. 

The aim of the program is to strengthen underprivileged 
youth and develop their skills in reading, writing and arithme-
tic, along with their social skills, until they enter the job market. 
The program also helps the mothers of these young people 
reenter the job market. 

The goals of our involvement are to:

• Fund one-year Alicerce Eduação Scholarships for 100 young 
people.

• Help reopen and restore a new unit at Instituto Alicerce. 

The outcome of the project thus far is that 103 scholarships 
were awarded in February 2021.  The Covid pandemic has 
forced Brazil to close schools, which unfortunately limited young 
people’s educational opportunities during the year, but the 
pandemic has not affected the results of our involvement. Sinch 
aims to keep supporting the young people when the schools 
reopen and continue helping them towards a better future. 

Instituto Alicerce Foundation 
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Sustainable supply chain 
We operate in more than 40 countries and have a supply chain 
that extends across the entire world. Our main suppliers are tele-
com companies operating in each country. Maintaining control 
of all aspects in all countries is a challenge, but we communicate 
with our suppliers on a daily basis through face-to-face meetings 
and by email and telephone.

We work according to EcoVadis, which is an online CSR rating sys-
tem that helps companies mitigate the risk in their supply chains. 
EcoVadis also evaluates the companies that work according to 
their system and this year we achieved Silver. This was below 
the Gold level recognition we received in previous years, even 
though we have implemented numerous improvement measures. 
We believe the explanation lies in the powerful expansion we 
have undergone in the last year, which meant that the require-
ments for achieving Gold were also increased. We implemented 
clearer guidelines during the year for the application of our Sup-
pliers Code of Conduct.

We are taking greater responsibility

Environmental topics
The reduced environmental impact  
of the business 
In our view, there is no question that we must take responsibili-
ty for the environmental impact of our business, even though it 
is not considered the most significant component of our total 
impact. We must run our business responsibly and with consider-
ation for the environment, the company’s customers, employees 
and investors. We aspire to steadily reduce the negative environ-
mental impact of our business. Generally speaking, since the aim 
of our business is for users of our products and services to com-
municate virtually to a greater extent than before, we are help-
ing reduce the need for travel and transportation. If we can be 
involved in reducing the need for travel and thus reduce emis-
sions, it is good for us, good for the environment and good for 
our customers. Increased virtual and cloud-based communica-
tion can also reduce the use of paper, which we consider posi-
tive. Sinch also aspires to send outmoded hardware for recycling. 

Reduced consumption of resources 
As air travel accounts for a large share of our carbon emissions, 
we apply a travel policy to ensure that business travel is carried 
out in the best possible way in terms of environmental impact. 

For example, the policy establishes that we must not fly unnec-
essarily and must travel by train to the extent possible in order 
to reduce carbon emissions. We also seek to hold meetings via 
phone and video to the greatest extent possible instead of trav-
eling to reduce negative environmental impact. Considerable 
air travel is unavoidable for an expanding high-growth compa-
ny like Sinch with many business acquisitions and multinational 
operations. We are aware of the impact of this travel while rec-
ognizing that it is essential to continue expanding and develop-
ing the company. Nevertheless, we carefully consider all travel 
decisions and are making every effort to hold virtual meetings 
to an increasing extent. Travel was reduced significantly in 2020, 
partly as a consequence of our policy, but also as a clear effect 
of the pandemic. We have successfully maintained the business 
and leveraged new technology to develop new ways to carry 
out acquisitions.

We recycle at all larger offices – four in Sweden and three out-
side Sweden.  More than half of our employees work at one of 
these offices.  

We will be reviewing electricity usage in our own and leased 
data centers and evaluating whether we should prepare special 
specifications concerning the energy provided to us by landlords 
and suppliers. 

Social responsibility

• Sustainable supply chain
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We will maintain our sustainability  
management program in 2020 on 
the same path, with special focus on 
anti-corruption efforts, data protec-
tion and an ethical approach to busi-
ness transactions. 

We will also maintain our focus on 
attracting and recruiting even more 
talents and increasing the number of 
women in our organization. 

We will  maintain our focus on leader-
ship training to continue reinforcing 
leadership within Sinch and will digi-
talize HR functions to better align with 
our status as a global business. 

Moreover, we will focus on working with 
ethical aspects and anti-corruption and 
certifying parts of our operations within  
the IT security framework according to 
ISO 27001. 

We have also decided to work with an 
energy consumption plan.

• The work has proceeded as planned. We carried out a new stakeholder engage-
ment process during the year to update our sustainability strategy and we 
increased the number of focus areas.

• As described in the report, several initiatives have been taken in the areas of 
anti-corruption, data protection and an ethical approach to business.

• We have strengthened our HR organization with a Talent Acquisition Team and 
have implemented a streamlined internal and external recruitment system. The 
number of applicants increased from about 4,000 in 2019 to about 60,000 in 
2020. As well, our goal-oriented effort to increase the proportion of women 
employees at all levels has been successful. The proportion of women at the 
company rose from 26.6 percent last year to 29.1 percent (excluding acquisitions) 
in 2020 and the percentage of women at the managerial level also increased 
compared to 2019.

• Training initiatives continued during the year, adjusted  for the pandemic with 
more but shorter training initiatives, some of which were open to all employ-
ees and others specifically for managers.  An internal digital job platform was 
launched to create faster processes, ensure a good candidate experience and 
support internal job mobility.

• A comprehensive project was carried out to certify parts of the organization. 

• The project has been postponed somewhat due to the pandemic.

We are continuing to work according to the seven prioritized sus-
tainability focus areas and are ensuring that our newly acquired 
companies are covered by the sustainability program. The work 
to implement ISO 27001 across the entire organization, includ-
ing recently added companies, is also continuing. The project to 
improve energy efficiency will begin during the year.

Finally, we intend to more clearly communicate to our employ-
ees the design of our sustainability program and how they can 
contribute. We are assessing whether to produce simple training 
materials about the sustainability program in connection with 
new hires. The bigger we get, the more responsibility is expected 
of us and we will maintain our commitment to doing responsible 
and secure business, being a fair employer and taking greater 
responsibility in the value chain.

Focus forward

What did we say ahead of 2020 and 
what have we delivered?
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