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Benefits:

Consistent quality and performance management processes for all
Teleperformance contact centers worldwide

Meet and exceed the client’s quality requirements

Maximize customer satisfaction (CSAT)

Measure effective skills and ensure regulatory compliance

Ensure continual improvement of KPIs through independent measures

Quality framework and continuous
|mprovement based on:

Assessment of Quality: Transaction Monitoring/Verification process collects
data on interactions

Ensuring Consistency: through calibration sessions and revision of evaluation
guidelines

Reporting and Feedback: Reporting, Analysis, and Coaching/Closed Loop
feedback; basic reports include Outliers, stack rankings, trended reports,
behavior scorecard, Top Call Driver, etc.

Process Level Improvements: identify root cause behaviors, trends, and
outliers, and design corrective action plans — grounded on DMAIC (Lean Six
Sigma)

Key Communication and Coordination: all areas — operations, training,
recruiting, IT, WFM — are involved in receiving input for performance/process
improvement that is required
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Teleperformance Information Security P ‘ %

A global security initiative, implemented with one of the world’s top 5 banks

Teleperformance takes a proactive approach to security threat prevention, detection and response leveraging the
following components to increase the safety of our clients’ data and help them avoid financial losses and a negative
impact on their brand:

Our goal for data security: Provide the best data security for
our clients period, validated by external benchmarking
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g trained on industry best industry leading tools to support and protect aligned to the NIST Cyber Security
| practices and certifications the data in our care. Framework and ISO international standards

Security Global Monitoring and Stringent Policies
Response Our policies, aligned with industry
State of the art “follow the Sun” Global standards like ISO 27000, PCI-DSS and

the NIST Cyber Security Framework, aim

Monitoring team using cutting edge cloud
to enhance our clients’ data security.

technology to provide 24x7 monitoring and
response .

e 24x7 SOC Operations & increased logging e Privileged Access Management e Network Segmentatiom
¢ Endpoint Detection & Response Threat Intelligence Network Access Controls
¢ Multifactor Authentication Asset Management Third Party Risk

e Proxy for All Mobile Device Management e Data Loss Prevention for All




Delivering Industry-Leading Security

Simpler. Faster. Safer.

100% of remote access to Teleperformance IT infrastructure
requires a secured connection using Multifactor
Authentication

Protect Aeainst 24x7x365 monitoring of the Teleperformance environment by
SERERES b g LS our Global Security Operations Centers ensures timely
Rogue Access response to any indicator of compromise

Partnership with best-in-class End Point Detection and
Response (EDR) provider, CrowdStrike, deployed to every user

: system and server worldwide 1
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Segmentation capabilities to limit access to authorized
devices and provide isolation from security events
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Teleperformance has
established strategic
partnerships with industry
leading Security Vendors
to ensure we stay in front

- of current events.

Regional Computer Security Incident Response Team (CSIRT)
capabilities tasked to provide contextual threat intelligence
and minimize the impact of incidents

Protect against
Advanced Persistent
Threats

Partnership with third party monitoring service to provide
proactive Threat Hunting capabilities; searching for threat
actors and indicators of compromise in near real time




