


| Our global footprint

WE act as one
H E L P answer the challenge
Our Purpose PEOPLE, ensure every person matters

Statement o N E make each moment count

CAR I N G serve with thought and heart
I N T E RACT I o N create a spirit of trust
AT A TIME. v

Our Focus SYKES Worldwide

* Industry-leading financial and

. * 40 Years of Experience
operational performance

. . * 64 Global Centers
* Competitive solutions for all targeted

major markets * 55,500+ Employees
* Experts in comprehensive customer * 23 Countries (40+ Languages)

Interactive services « Publicly Held (NASDAQ “SYKE”)
* Leaders in the way we treat people and

. ¢ Financially Stron
communities y &

e Canada
¢ United States

Latin America
* Brazil

* Colombia
* (CostaRica
* El Salvador
* Mexico

Europe, Middle East & Africa

Central: Germany

Eastern: Hungary & Romania

Nordics: Norway, Sweden, Denmark & Finland
Western: UK & Egypt

Asia Pacific

Australia
China

India
Philippines

SYKES






== SYKES )
R == Costa Rica

4 Site locations
in the Metropolitan Area

HEKEDIA

We help people, one caring interaction at a time.



Region Served as % of Revenue

@ Offshore US @ Global @ Regional @Offshore US / Cana... P

3.2%

Contact Type as % of Revenue

SYKES® L : 29.6% @ Tech Support @ Customer Service @ Sales

Costa Rica

62.7% 23.9%

40.3%

Industry as % of Revenue

@ Communications @ Consumer @ Financial @ Technology

35.8%
16.5%
0.5%
Opened: 1995 40.3% ’
. 4 (Heredia, Moravia, San Jose Contact as % of Contact Channels
Sites:
South and San Pedro) @ B Calls # @OB Calls # @ Emails # @Fax/Forum...
42.7%

0.2%

295500 Square feet
27.500 Square meters

Size:

Agent

4674 seats Languages as % of Revenue

CapaCIty: @ English @ Spanish @ Portuguese

Hours of 24X T 1.1%

Operation: 25.59%

97.4%

73.3%




0= Academy | &) Comprometerse

% Tech Academy SOCIALLY

RESPONSIBLE
Responsibly helping the
communities where we “="_ SYKES

PEOPLE operate, improving the . ‘ Brilliant Minds

SYKES'
LEA P : = English and technical PROCESS
Centric Organization skills of CR labor IMPROVEMENT

Leacsership Evasation and Advancement Program that promotes market W k
continuous learning Ve work on ?c prclfccess
and growth Improvement culture

opportunities that delivers continues
operational innovation

SIZE

Ranked as top 10 largest ®
employers of the country SYKES

with over 5000

EXPERIENCED
LEADERSHIP Q%ﬁmm

We have experience

anagement

employees,11% 1 of leadership driving
prc?mgtion rate COSta Rlca performance to deliver
and 20+years of THE BEST PU\CE TO world class services

experience WOrk Lea n. GrOW

We help people, one caring interaction at a time.



OUR STAKEHOLDERS Medis

« Social media
« Digital and mass media
« Influencers

Internal Public

« Direct agents

. Indirect agents Suppliers

= Support areas \ * Services

« Senior management + Technology

» Regional team « Maintenance

« Financial entities

Government and

regulatory entities
« Local governments
« Ministries

Community

« Residential and
commercial neighbors

« Associations and

arganizations « Audit and evaluator firms
+ Society
Clients Competitors
« Customer service « Cost centers
accounts

« Benefit centers

« Sales accounts « Other countries

« Technical support
accounts
« Potential clients



SYKES 7 CORE PRINCIPLES

‘We are unique in our
perspectives but unified
in our goals and actions

We treat people the same We courageously make We focus on what's
to make things better regardiess of who they are : this moment more of others before our own
- Simplify « Customers successful than the last +» Appreciate and celebrate

. | | . We recognize the needs
« In partnership | . Solve problems : . Clients ' . Be an owner '+ Do the right thing

We enthusiastically work We engage in genuine ]

exchanges. . happening right now
« Listen intently . « Be present

« Express your intent '+ Acquire the latest
. Be authentic and honest |  information

+ Speak clearly « Learn what's needed
+ Be consistent

. Ac.rcss b?rder . Develop and grow + Each other « Take action quickly « Be transparent
+ Diverse ideas . Seek improvements « Communities » Be creative - Value the time, opinions,

« Accountable to . Investors i« Keep your commitments and feelings of others
each other

ISO 26000

7 PRINCIPLES OF SOCIAL At as one answer the ensure every make each serve with thought create a spirit be current
RESPONSIBILITY ' challenge person matters moment count and heart of trust

Accountability . . .

Transparency .

Ethical behaviour

Respect for stakeholders’ interest

Respect for the rule of law

Respect for international norms
of behaviour

Respect for human rights

L e N W R |
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WE HELP PEOPLE, ONE CARING INTERACTION AT A TIME.

: : make each | serve with thought create a spirit
] be current

answer the ! ensure every
act as one - i
challenge ! person matters moment count | and heart of trust

VISION
To be known throughout the werld as a company that creates meaningful connections between brands and consumers, makes a positive

impact in the lives of our people, and is a responsible and respected corparate citizen.

MISSION

Our misslon is to significantly Improve the business of our clients and help consumers find
and use the products and services they need by combining the power of machine
intelligence  with human ingenuity to modernize, optimize and integrate customer

touchpoints across the commerce value chain.

Rhttp://www.sykescostarica.com/reportesostenibilidad.html

Referirse a las paginas 18-20 en nuestro reporte.




Sustainability management system implementation

Committes of ; : Planning Implementation Reportin




Materiality Assessment - Who?

Social:
SYKES is involved in
the personal and

Economic:

SYKES is committed with
the clients’ businesses
and the value chain of
its operation

[
(=)
-
Social Development

SUSTAINABILITY

/"~ Mission: Actively contribute to
\(\l‘ the social, economic and
< environmental development
Our Operations  of our employees and
consequently the communities
where we operate. SYKES
wants to be recognized as
sustainability leader.

Finance Director
+ WFM Manager

« Financial Analyst Supervisor "‘
« Purchasing Supervisor (ﬁj
« Purchasing Coordinator Our Comunity

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

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

O,

Our People

Corporate Affairs Director

- Labor Relations Manager

» Recruiting Manager

« Compensation & Benefits Supervisor

« Occupational Health ad Safety Specialist
« HR Consultant

« Training

professional growth
of its people and it’s
committed to strengthen
the competencies and
skills of the
communities for a
future at SYKES.

Administration Director
« IT Director

« Building & Security Manager
« Facilities Manager

« Building Coordinators




Our Material Topics

SR 259, GRA0 XS, SRA0 247

Internal
2017

Materiality Assessment: Outcome

3
£ Emissions Control
Occupational Safety
& Social Security |
Sewage Working conditions
Water Energy: treatment
consumption Consumption / Solid Waste Attraction and \
| Management Talent Retention
5] Value Chain's Sustainability ) 5ociat investment and attive ‘ O Human Rights—{) /.
i i communit articipation
g Wealth and income generation — () ty particip @ Tolent Development Falr marketing practices
; /
Paper c""5”"‘9“‘”‘—. . /. Pll Protection
E Transparency: Employment Generation
- / SYKES Academies  Anticorruption & Ethics
Competitiveness Customer Service & /
and innovation Technical Knowledge
Development and
Fossil fueld accesability of Technology
consumption
z
o
3

Low

Risk

We help people, one caring interaction at a time.

High
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Including Stakeholders
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PRIOTITY MATERIAL TOPICS — SYKES & stakeholders

Including Stakeholders

Internal
: - . : . : " : Relevance to
Sustainability Dimension Priority Topics Impact & risk to Business Slakeboldors

Priority Topics Value Risk Impact Fair marketing practices 84.3% 93.6%
Data protection (PIl) 84.3% 93.3%
- Working Conditions 100% 75% Technical knowldge and customer services 86.3% 91.0%

M » Occupational Safety & Social Security 100% 75% . . . "
. Attraction And Talent Retention 100% 75% Anti-corruption and ethics 84.3% 88.6%

+ Human Rights 89% 71%
Energy consumption 60.8% 94.2%
« Customer Service & Technical Knowledge 100% 71% Water consumption 52.9% 92.6%
[Economic | - Pii Protection 100% 67% ENVIRONMENTAL Sewage treatment 62.7% 92.4%
+ Anticorruption & Ethics 100% 67% Waste management 70.6% 88.5%
- Fair Marketing Practi 71
ol areting Fractices 96% * Emissions Control 84.3% 79.8%
- Emissions Control 84% 78% 92% i % 9
o Waste M Job generation 62.7% 92.1%
. gement 70% 71% Warki o 3 9
- orking conditions 88.2% 87.3%
- Sewage Treatment 56% 71%

SOCIAL Talent attraction and retention 88.2% 84.3%
Occupational safety and security 88.2% 82.0%
Human rights 80.4% 79.5%

Note: Sort by relevance to stakeholders for each dimension



Materiality Assessment - How?

Risk

Impact

Question Scale Question Scale

If we do not take responsibility on this issue, the
economic risk for the business would be:

Existence of an legal requirement

Stakeholders with whom the sector relates have
expressed concern about this issue

Lack of management in this area could negatively
affect the image and reputation of the sector

Lack of management in this area could have a
negative impact on society or the environment

Low

Average

High
Exists

Does not
exist

Low
Average
High

Low

Average
High

Yes

No

The scope of the impact of this topic is:

The probability that this issue has a
negative impact is:

If we do not take responsibility on this issue, the
severity of the impact would be:

Our impact detection capability is:

Low
Average
High
Low
Average
High
Low
Average
High

Low

Average

High




ACTION

AREAS

LATAM

PROGRAMS &
PRACTICES

SUSTAINABLE
DEVELOPMENT
GOALS

SOCIAL
PARTICIPATION

@ éfmprometerse

Responsabilidad Social Empresarial

SUSTAINABLE DEVELOPMENT MO

SYKES Sustainability is a vision and desired state where business prosperity and economic growth are enablers

[' @ 1[
LY e B

of environmental protection and social well-being, resulting in social mobility that contributes to the reduction of g
poverty and inequality.

SOCIAL

SYKES is involved in the personal and professional
growth of its people.

SYKES' SYKES

Wellness P o 099
360° N Sm Peints
SYKES g s STANDARDS
T e DEema,. grcoNpuet

(“.’" SYKES' 2
\ CA% Work. Learn.Grow. SWIT

5 GENDER 8 DECENT WORK AND 10 REDUCED

EQUALITY ECONOMIC GROWTH INEQUALITIES

gla|=

ENVIRONMENTAL

SYKES is committed to the environment, our
clients’ businesses and the value chain of its
operation.

@ Egmpromeut_e’_rs_g

O®QOFAR

13 Jorov

3

PN ekt
‘ x‘ Stc;]ltmteel

ECONOMIC

SYKES is committed to strengthen the
competencies and skills of the communities
where we do business to foster social mobility.

’
\ -, ebeileg % Tech Academy

Academy DATA PRIVACY ~ TRANSPARENT
AND SECURITY PROCESSES

QUALITY DECENT WORK AND 17 PARTNERSHIPS

EDUCATION ECONOMIC GROWTH

]

FOR THE GOALS



http://monitoring.solaredge.com/solaredge-web/p/kiosk?guid=b3fa9339-38e7-4805-b9ed-fc17573ef2de

Understanding our clients sustainability practices

SYKES Impacts / Risks Clients Materiality

Material Topic Client 1

Waste Management

Paper Consumption
Fossil fuels consumption
Climate Change Action [ @
Anticorruption & Ethics
Value Chain's Sustainability
Fair marketing practices
Customer Service & Technical Knowledge
Pll Protection
Competitiveness and innovation
_____ HumanRights @ @

Working conditions
Occupational Safety & Social Security

T.! Sewage treatment

£ Emissions Control ® @
£ Water consumption

§ Energy Consumption o o
S

[

w




SYKES Costa Rica \

294
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» ¥, p 'J” : ' | » | : zgs;:rABlLITY
vt s SR {5 SUSTAINABILITY REPORT
\ &
o
SYKES
2016: Citing GRI Standards — 2017: GRI Standards — 2018: GRI Standards — 2019: GRI Standards —
Environmental Indicators Comprehensive option Comprehensive option Comprehensive option

SYKES




SYKES Sustainability Report

Overview report structure
General Disclosures *

%,

Economic Standards Social Standards Environmental Standards

Workforce Hiring and Leadership Working Management Commitment Materials Waste
Diversity Turnover Diversity Conditions Systems to stakeholders used Control

Energy Water -
Occupational Health and Waste Consumption Consumption Emissions

Compensation and Benefits . -
Safety Valorization and Intensity and Intensity Control

Social Investment
Investment and due Climate

Community Change

Academies Talent
and SWIT Development

Management Approach

Materiality




SYKES sustainability

We help people, one caring interaction at a time.

N oo
(% SUSTAINABILITY
A4

SYKES'
Wellness

360”0 W&

@z CARES @Comgﬁnometerse Gives S Back Work.Learn.Grow. 5
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NUESTROS COMPROMISOS AMBIENTALES 2021

40% 54% 60% 15%

WATER PAPER WATER PAPER
REDUCCION REDUCTION REDUCCION REDUCTION
2014 vs 2018 2008 vs 2018

81% 15% 90% 20%

Eco-Friendly LIQUEFIED Eco-Friendly LIQUEFIED
supplies PETROLEUM supplies PETROLEUM
GAS GAS
2014 vs 2018

10% 26% 20% 35%

Solar PI G ’ Solar PI G

GI%EI;I Paa?It( ZEEEE:S?EIS 6‘ C 0 m! t e Gl%g.;l pi?tk EIIEZII\IZFCRIEI\TT
g Ambiental




NUESTROS KPIS AMBIENTALES

CUMPLIMIENTO
oF LA META AGUA ELECTRICIDAD ~ RESIDUos  COMBUSTIBLES

VEHICULOS

Dirrrmber —— 11
(F1T]
Cctober  — 1]
L

2018 ==

iy

e &
]

il —— )
Marh EEESSSSSsssssssssssss 5 LK}
Felrussy 3503
resees nha

23.6% 13.0%

!iiiris{ii

10% menos de M3 3% menos de KWH 3% menos de KG 6% menos de Resmas 2% menos de CO2e

CUMPLIMIENTO
OF La META ELECTRICIDAD = Resipuos  COMBUSTIBLES
VEHICULOS

December E—— 72 80
November — 5455
October m—— 7130
26299 September 70.67
AUEUS — 105,00
July me— 3300
——————— June  — 10300
. 485,26 May | ——————— 150,00
—— 57752 April m 1000
—— 33040 March  ——————————— 15200
52 February 200.00
507.57 January s 30.00

PORCENTAJE DE
11.0% 19.6% 33.3% 19.3% 15.8%
5% menos de M3 3% menos de KWH 7% menos de KG 5% menos de Litros _ 5% menos de Resmas 10% menos de CO2e




SYKES 3
oz oyl st SUSTAINABLE
] DEVELOPMENT

PEOPLE GOALS

AYUDANOS A CONSTRUIR

UN VIVERO

para la educacidon ambiental
de ninos en riesgo social

. S Mas informacion e inscripciones
Cupo: 20 voluntarios por dia G

Horario: 8am a 3pm
Lugar: Parque La Libertad, Patarré

Debés tener la autorizacion de tu jefe.*

B ComprometeRSE@sykes.com

We help people, one caring interaction at a time. sv|(Es



24

Gestion integral de residuos

Iniciativas para la mejora en las estaciones de reciclaje

”~ SYKES
%a¢¥ iRECICLEMOS juntos!

Aluminio

Aluminio
Latas

o
%

Cartén
Papel




= e
(p Tech Academy l llé (L SOCIAL

8 DECENT WORK AND "] REDUCED
ECONOMIC CROWTH BEQUALITIES

i | =
& —
e
& Gender
Saae N :
v ARl == ) equity
F "‘,~ b\ k by SYKES' SYKES WOMEN IN TECHNOLOGY
;] To promote and facilitate gender
ﬁa | equity in technical accounts where
F ™ female participation is traditionally
— low, empower them to learn more
i about high technology possibilities. O\
i@

Ourcommitment  Work, Learn.Grow. |9
of 2021 is that

of technical positions are C\>—\-\\_
occupied by women OX_ N\

We help people, one caring interaction at a time. SYKES




SOCIAL

SYKES
Benefits and milestones

« Non-profit program that strengths business .
sustainability SYKES pAtecle ARG

« Up-skills for employment (enabler for job generation)
» Contributes with +30% of hiring fulfillment

1“ ﬂ"ﬁfms
-

(=)

_ N Indicator 2007-2018
« Social mobility Groups completed 1,057
« Makes business/sector sustainable Students enrolled 10,110
. Graduated students
» Reduces poverty and increases exports and local wealth 7,356
. 7276%
» Program transferred to a State University 500+ people
since 2016

* Program implemented in: Mexico, El Salvador, Colombia
and Egypt




SOCIAL

Volunteering

SYKES GIVES BACK

SOCIAL DIMENSION SYKES employees worked with the
657 Volunteers Ministry of Education to motivate

[ = ]
g

4472 Hours the students of rural schools to learn
24 Activities English as personal development

16 Food bank activities growth oppo rtunities.

Q

1 Rural school tours impacting 10
schools and 120 students

We help people, one caring interaction at a time.




ENVIRONMENTAL

Volunteering

SYKES GIVES BACK

ENVIRONMENTAL DIMENSION

2 160 Volunteers Promoting environmental awareness in our

@ 1065 Hours employees is fundamental to SYKES, partnering
4 Activities with local governments to reforest, clean and
& 1000 Trees planted and 2 educate the communities were we operate.

tons waste recollected

[

i

We help people, one caring interaction at a time.




SYKES'

&) Comprometerse E3

CENSO

2019

Podria ser gue un miembro de nuestra

Estamos realizando una radiografia a familia tenga algun tipo de discapacidad y
nuestros colaboradores y sus hogares existan opciones que le ayuden a mejorar

su calidad de vida
Completa el formulario aqui
29 de julio al 30 de agosto

We help people, one caring interaction at a time.



SYKES
Your familyis [/~ ——_ﬁ
E3 B [ Employee Assistance

- Program )

YOUR FAMILY

11s INCLUDED TO RECEIVE 9417 SUPPORT, RESOURCES

AND INFORMATION
Call: 800.111.1114 (landline/mobile)

=FINANCIAL

—_—

. guidance

-

Online: guidanceresources.com

WEB ID: SykesCR

We help people, one caring interaction at a time.



More information:
“There's nothing

quite like the
feeling of being
able to make a
difference.”

https://www.sykes.com/sustainability/ — CHUCK SYKES, PRESIDENT & CEO

http://www.sykescostarica.com/reportesostenibilidad.html

We help people, one caring interaction at a time.


https://www.sykes.com/sustainability/
http://www.sykescostarica.com/reportesostenibilidad.html

SYKES

THANK YOU




THANK YOU SYKES

LISTA DE LINKS REFERIDOS POR LA EXPOSITORA DURANTE LA SESION:

Heramienta IndicarRSE

https://www.aedcr.com/oferta-de-valor/indicarse-e-indicarse-pyme

Politica Nacional de RSE
https://www.meic.go.cr/meic/documentos/8qgt7vsndp/Guia_InformesRS_040418.pdf

GRI

https://www.globalreporting.org/how-to-use-the-gri-standards/resource-center/

Base de datos de reportes de sostenibilidad:

https://database.globalreporting.org/

ODS

http://www.ods.cr/recursos/publicaciones-y-documentos

SDG Compass
https://sdgcompass.org/wp-content/uploads/2016/06/SDG_Compass_Spanish-one-pager-view.pdf
Global Reporting
https://www.globalreporting.org/public-policy-partnerships/sustainable-development/integrating-sdgs-into-sustainability-reporting/
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