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What Is Corporate Social Responsibility?

Corporate Social Responsibility (CSR), also often known as 
Environmental, Social, and Governance (ESG) criteria, integrates 
economic, social, and environmental concerns in how companies 
operate and contribute to a fairer society and a more sustainable 
world while ensuring long-term business performance.

The ISO 26000 definition of CSR involves seven core subjects: 
labor practices, human rights, governance, fair operating 
practices, environment, consumer issues, and community 
involvement. A robust approach to CSR can build a positive 
business culture.

Through the Teleperformance corporate DNA and a strong CSR 
focus, Teleperformance acts as a force of good that also creates 
long-term value for all stakeholders by:

• Being a Great Place to Work® and  building a diverse, 
inclusive, and caring work environment for all employees

• Upholding the highest ethical standards
• Positively impacting local economies, providing thousands 

of meaningful jobs worldwide, and being engaged in Impact 
Sourcing (hiring people from vulnerable groups, such as 
long-term unemployed, refugees, etc., who would otherwise 
have limited prospects for employment)

• Giving back to communities through the Teleperformance 
Citizen of the World charity program

• Contributing to environmental preservation and fighting 
climate change through the Citizen of the Planet program
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But Why Does CSR Matter?

In 1970, Nobel Prize-winning economist, Milton Friedman, 
published the “Friedman doctrine,” which argued that 
a company’s primary responsibility is to return value to 
shareholders.1 It is then up to the shareholders to decide 
how to uphold their own social values. Friedman believed that 
companies should only focus on profit — the people who earn 
from those profits can then invest in social good.

Fifty years later, this idea has less support. Not only because 
CSR and community engagement enhance a business’s 
reputation, but because there are many quantifiable business 
benefits associated with a robust and ambitious CSR strategy. 
The best talent is attracted to companies that care about their 
community and the environment — especially Millennials and 
Gen Zs.2 Investors are increasingly focused on companies that 
pay attention to CSR, and customers are also paying attention to 
how companies engage with society.

For all these reasons, a strong focus on CSR makes good 
business sense.
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The Verego Social Responsibility Standard

The Verego Social Responsibility Standard (SRS) is the world’s 
only full-scope, certifiable corporate responsibility standard.3 It 
provides a comprehensive framework for ensuring the effective 
management of corporate responsibility initiatives, including 
Leadership, Ethics, People, Community, and Environment.

The Verego audit service allows companies to assess their 
CSR strategy and identify where improvement is required. 
Their certification process demonstrates that the audited 
company has a serious and strategic approach to CSR and good 
governance.

Teleperformance has been awarded the Verego SRS certification 
for the eighth consecutive year in 2022. This certification is 
bestowed on companies that excel in policies and practices 
in five key areas: Leadership, Ethics, People, Community, 
and Environment. Teleperformance once again exceeded 
requirements in all five categories within the corporate-level 
assessment.

Several of the Teleperformance SRS audit score highlights 
feature perfect scores of 100% in many audit sub-areas, 
including all leadership categories, commitment to social 
responsibility, anti-corruption, government and regulatory 
compliance, protection and privacy of personal information, 
labor and employment, employee health and safety, human 
rights monitoring, reporting and grievances, and climate.
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“Across its enterprise, Teleperformance 
has been able to satisfy every single 
Verego assessment criteria in 2021. 
Verego’s certification methodology 
verified Teleperformance’s commitment 
to CSR in the areas of Leadership, Ethics, 
People, Community, and Environment. 
Through Verego’s Employee Survey, the 
organization shared over 5,000 responses 
from around the globe, which illustrated 
a high level of satisfaction and awareness 
of the organization’s approach to 
corporate responsibility. It was also clearly 
demonstrated that Teleperformance’s 
robust CSR policies are consistently and 
transparently implemented throughout the 
organization.” 

Carole Kerrey, Lead Assessor at Verego
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What Do Your Customers Think?

Teleperformance is really proud to tell investors and clients 
about the Verego certification, which signals its commitment 
to invest in CSR genuinely while visibly demonstrating its 
culture. But what do customers really think about CSR? The 
Teleperformance CX Lab regularly conducts research into 
consumer behavior across different industries. In the most 
recent Global CX Survey, they asked some interesting questions 
on CSR to learn more about consumer attitudes.

The CX Lab talked to 17,602 consumers in 13 countries — so 
this research gives a good picture of international consumer 
attitudes and feedback about many different types of business.

The first insight is that customers really noticed how companies 
looked out for their employees throughout the COVID-19 
pandemic. Thirty-seven percent of respondents said that this 
had impacted their shopping behavior. Think about how vital this 
knowledge could be to your business.

Meanwhile, 33% of customers are already favoring 
environmentally friendly brands. Gen X and Millennial customers 
are most focused on the environment, but all consumer age 
groups showed a significant focus on this issue. Further, 24% 
of customers actively try to buy more from brands that respect 
gender and cultural diversity — this rises to 26% for the 
Millennials alone.

The snapshot of consumer attitudes provided by the Global CX 
Survey gives a compelling message to brands:

• Customers notice how you treat your employees and the 
culture of your organization

• Customers want to buy from environmentally friendly 
companies

• Customers want to see gender and cultural diversity 
reflected in the companies they buy from

 Don’t know Disagree (0 – 6) Neutral (7 – 8) Agree (9 – 10)

“I value brands that cared 
about their employees 

during the pandemic.”

“I try to favor brands 
that are environmentally 

friendly.”

“I try to buy more from 
companies that respect 

cultural and gender 
diversity.”
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Attracting the Best Talent

One of the key messages from the Global CX Survey is the 
awareness of customers on how a business treats its employees. 
Thirty-seven percent of respondents in this research said that 
this could profoundly change their shopping behavior — with 
greater customer preference for companies that are positively 
engaged with employees.

The above insight demonstrates the value of the Verego SRS 
certification. Thousands of Teleperformance employees were 
questioned during the audit process. Their responses were 
anonymous, so all employees were free to tell Verego how they 
really felt about their job.

Some of the highlights observed in the SRS assessment include:

• Teleperformance ranks higher than industry peers and 
general industry standards in all categories 

• Teleperformance global policies are aligned with the highest 
standards

• CSR policies are effectively implemented and are respected 
locally in each region

• Employee feedback shows a high level of satisfaction with 
CSR policies and a recognition that CSR has had a positive 
impact on employees

Over 85% of Teleperformance 
employees told the Verego SRS 
assessment team that they were 
satisfied with the strategy and 
approach to CSR.

Copyright © 2022 Teleperformance SE. All rights reserved.
Complete or partial external use or reproduction is strictly forbidden



Conclusion

This paper has asked why CSR matters for a modern business. 
Clearly, society is no longer in the era of the Friedman doctrine. 
A company that focuses only on the return to shareholders, at 
the expense of customers and employees, will find it difficult to 
attract talent, clients, or investors.

The Verego SRS assessment demonstrates Teleperformance’s 
commitment to CSR globally. Teleperformance employees value 
this strategy, built over many years, and this helps to ensure that 
Teleperformance can attract people who care about how their 
employer undertakes business around the world.

Further, it enables the organization to align with clients that only 
want to work with partners that already have a strong CSR focus. 
In fact, in some cases, Teleperformance can even help clients 
dramatically improve their own approach to CSR by sharing 
experiences and insights. Investors who value a robust approach 
to corporate governance and CSR also value this strategy.

Perhaps, most importantly, the end customers of 
Teleperformance’s clients really value CSR. The COVID-19 
pandemic has led to increased consumer awareness of 
management behavior. How companies care for their 
employees and how they deliver services to customers — even 
in challenging circumstances — has been directly under the 
spotlight.

The Global CX Survey shows that a significant number of 
customers care about employee welfare in the brands they 
purchase. They expect to see gender and cultural diversity and 
count on brands to respect the environment. Modern customers 
know that their purchases can affect genuine change. Their 
brand choice can reflect how they want the world to be a better 
place.

Business schools are already teaching CSR and environmental 
responsibility as a core component of modern leadership 
education.4 It is clear that CSR is not just about doing the right 
thing or building a positive corporate culture with a focus on 
charity and community engagement. A focused approach to 
building a solid CSR strategy can help you attract the best talent 
and investors and be a brand of choice for customers. 

CSR helps improve your corporate reputation, but it’s also 
perfect for business, and that’s good for shareholders. If Milton 
Friedman were still around, it is almost certain that the modern 
version of his business doctrine would include a focus on CSR.
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