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Growing with Purpose

In these volatile and uncertain times, it is
more important than ever to build a
sustainable business that empowers not
only our organization, but also our people,
clients, communities and other stakeholders
alike. In our quest to create Environmental,
Social and Governance value, we recognize
the importance of developing a
purpose-driven culture, one that flows
inside-out from our company.

This starts with a people first approach.
Internally, with putting people first, allowing
Firstsourcers to reach their full potential by
linking them to their role's mission,

upskilling them in new-age technologies,
and focusing on their financial and physical
well-being.

It then expands outward, strengthening our
relationships with clients, partners, and
community leaders, allowing us to recruit
top people, drive development, and impact
our communities through programs like
Sustainable Sourcing. We co-innovate with
our customers, complementing their
existing strengths and redefining their
operational models for ensuring maximum
commercial impact, all guided by our 'Digital
First, Digital Now' philosophy. For global
enterprises, we create intelligent solutions
drawn from human touch, driving agility,
scalability, and sustainability. The pandemic
has not only accelerated the shift towards
digitization but also widened the digital
divides. The shift brings serious
externalities, including ratcheting up
Climate Change. Our goal s to challenge
the status quo by operating in a responsible,
efficient and safe manner, while also
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contributing to societal development.

We are exploring opportunities for
integrating the material aspects of ESG into
our business processes to transition into a
leading, sustainable, and purpose-driven
business.
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About the Report

This is our first ESG Report which aims to
provide consolidated and transparent
disclosure of our performance on
non-financial parameters. The report is
published in accordance with the Global
Reporting Initiative (GRI) standards Core
option. Our contributions are also alighed
with United Nations Sustainable
Development Goals (UN SDGs) which are
explained in this report. The sustainability
report titled ‘Growing with Purpose'’
showcases our steps toward ESG
commitments and actions, and performance
on various environmental, social and
governance factors. The report provides a
comprehensive overview of our approach to
create long-term value for our employees,
customers, investors, stakeholders and the
broader society.

The reporting boundary of our disclosures
unless otherwise stated covers the entire
operations of Firstsource. Our sustainability
report pertains to the period from 1t April
2021 to 31t March 2022.

To substantiate our disclosures in this
sustainability report, we have compiled and
analyzed relevant data. Our aim is to deliver
information that is reliable and accurate. We
have applied known methods and
assumptions for computation of various
environmental factors and have highlighted
any significant limitations in the information
wherever necessary.
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We have performed a detailed materiality
assessment for the first time this year. As a
part of the assessment, we engaged with all
the stakeholders of Firstsource to determine
the factors that impact our business and are
relevant to our stakeholders. This
assessment helps us to identify our material
issues and frame our ESG strategy
accordingly. (Please refer Page no. 18 for
details regarding Materiality Assessment)
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Firstsource at a Glance

Firstsource, a part of RP-Sanjiv Goenka
Group has grown significantly since 2001.
Anchored by our values, we are leading
providers of domain-specific Business
Process Management services in Banking
and Financial service, Healthcare,
Communication, Media and Technology
and other diversified industries for more

than 20 years. Powered by our 'Digital First,
Digital Now' strategy, world- class solutions,

and talent, we deliver transformative
business outcomes for our clients and
frictionless experiences for their end
customers. We run 43 delivery centers and
partner with 150+ worldwide clients,
including Fortune 500 and FTSE 100
companies, with a geographical footprint in
four countries: US, UK, India and
Philippines(PHP). Firstsource is a publicly
traded company on Indian stock

firstsource

exchange-BSE and NSE.

As a purpose driven organization, we are
dedicated to making the world a better place
through social impact and by working
towards a sustainable future.

Our values REACCH act as our north star and
help us meet the demands of our
stakeholders for social responsibility.
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FY 21-22 Awards and Achievements

1.
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Positioned as ‘Leader’ in the Eligibility and Enrollment Services category and Ranked #1 in 2022 Best
in KLAS® Software & Services Report

Ranked as “Top Business Process Services (BPS) Provider in Everest Groups' 'BPS Top 50™' Report
Re-accredited with the ‘Investors In People (lIP) Gold standard’ for its UK operations
Included in 2022 Bloomberg Gender-Equality Index

Positioned as a ‘Leader’ in NelsonHall's ‘Intelligent Automation in Banking NEAT 2021’

Positioned a ‘Leader’ in Payer Digital Transformation Services and a ‘Rising Star' in Payer BPaaS
Services in ISG Provider Lens™ 2021

Recognized as a ‘Leader’ by Everest Group in Healthcare Payer Operations PEAK Matrix®
Assessment 2022

Emerged as a ‘Leader’ in Mortgage Operations PEAK Matrix® Assessment 2022 by Everest Group

Won the Gold Award in the Financial Services category at the 2022 UK Complaints Handling
AwardsPositioned as ‘Leader’ in ISG Provider Lens™ quadrant report for Contact Center — Customer
Experience Services for Europe

10. Positioned as ‘Leader’ in ISG Provider Lens™ quadrant report for Contact Center — Customer

Experience Services for Europe
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Dr. Sanjiv Goenka
Chairman

From the desk
of our

We are infusing sustainability into the core of our
transformation and creating tangible impact in
the lives of our people, clients, shareholders, and
the community alike. | am proud of what
Firstsource is building. Leveraging a ‘Digital First,
Digital Now' strategy, driving constant
innovation, and never losing sight of employee
wellbeing has helped the company stay
steadfast in delivering value. Delivering top-tier
business performance while doing what's right
for people, communities at large, and the planet
continues to be a core principle by which we
operate.

With a commitment to giving back to society, we
have invested Rs. 5.5 crores since 2021 impacting
communities - be it directly through

Firstsource CSR Projects or partnering external
Initiatives. Furthermore, a total of 1,593
employees championed the cause of
volunteering for community initiatives, while
4,720 employees donated to CSR causes.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Partnerships with our customers are the
foundation of our long-term engagements. By
connecting them to a network of dominant
industrial platforms, we help our customers
better serve their clientele via the power of
digital innovation. This year, we achieved a 95%
client satisfaction rate.

I'm proud to report that our concerted efforts
are paying off in significant ways. 25% of our
current energy consumption is from renewable
sources. As compared to 2021, we have reduced
our GreenHouse Gas emissions by more than
14.68% In our UK operations and lowered our
overall water consumption by nearly 14.49%. We
are making great progress on the Inclusion and
Diversity front as well. Women make up 44.35%
of our global workforce while people who have
voluntarily disclosed their disabilities account
for nearly 7.16%. Our commitment to gender
equality in the workplace, marketplace and
communities is manifest in our signing of UN

O©Firstsource ‘ O 9



From the desk
of our Chairman

WEP. This rigorous attention earned us a spot on
the 2022 Bloomberg Gender Equality Index.

We have a clear and disciplined
approach to reducing carbon
footprint, even while we continue to
grow our capacity and improve
transparency and accountability on
all our sustainability efforts. To
advance our ESG efforts, we are
continuing to build a strong and
inclusive culture.

Our purpose-driven approach is designed to
deliver a positive impact on not only our
business, but also the society and the
environment. It helps embed ESG practices into
our operations and strengthens our promise to
be a responsible corporate citizen. Our
commitment to a sustainable future is

manifested in our strong governance
standards that ensure transparency and
accountability. It is equally evident in the way
we focus on employee wellbeing and
customer centricity, delivering community
impact, and reducing our ecological footprint

While we understand there is
much work to do, we are
committed to ensuring ESG
remains central to our purpose as
we move expeditiously towards
achieving our ambitious goals and
ensuring sustainable, long-term
growth.

Through this report, you will see our investments
are having real, tangible benefits and we look
forward to transparently share our progress as
we move ahead in this journey.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Vipul Khanna
MD and CEO

From the desk
of our

A life of balance is a good life. | believe the same
applies to business as much. A conscious and
continuous balance between driving profits and
building communities is key to a sustainable
business model, and intrinsic to how we work at
Firstsource.

Our ESG priorities remain a foundational
element of our long-term value creation. By
making ESG a priority, we are reinforcing
existing CSR programs and further
strengthening them with high-impact
sustainability initiatives.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Our endeavors to become a sustainable
organization have been amplified as we publish
our first sustainability report. Embedding a
mature purpose led ESG strategy, roadmap and
iIncorporating ESG considerations into
organizational thinking allows us to use our
resources in the most effective manner. While
ESG is a vast and growing field, our integrated
approach has allowed us to make important
headway across the board in our areas of focus.

We are conscious of the significance of
operating in an environmentally responsible
manner and have been exerting consistent
effort to reduce our total footprint by cutting
down on the amount of emissions. We have
shifted our focus from utilizing conventional
energy sources to renewable sources of energy.
Compared to 2021, there was a substantial
Increase in renewable energy consumption of
210% for India operations. To cut down on the

O©Firstsource ‘ 11
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From the desk
of our
amount of waste our business generates, transgender communities, people with My deep gratitude to our 24000+ people and
efficient waste disposal methods have been disabilities, long term unemployed & poverty their families. | couldn't be more appreciative of
Implemented. level individuals. their dedication to help our clients realize their
objectives in a dynamic world. I'm also deeply

This past year, we took a major step forward in thankful to all our stakeholders who support us

future-proofing our business. We integrated ESG every step of the way and am confident that -

risks — including employee safety and wellbeing, together — we'll achieve much more Iin the years

climate-related risks, inclusion and diversity to come!
(I&D), supplier management and customer

expectations around ESG - into our enterprise

risk management framework. This helps us

better manage and mitigate ESG related risks.

Our frameworks and initiatives our well aligned

with GRI standards and United Nations

Sustainable Development Goals (UN SDGs) and

we plan to continue analyzing the impact of our

operations across the value chain and step up

To enable high potential talent who may not _
our ESG reporting as we go along.

have access due to socioeconomic
disadvantages, we partner with government,
social organizations, and NGOs to action an
iImpact sourcing program aimed to hire people
from varied backgrounds - including rural youth,

It's been a journey, reaching here, but we are
only getting started.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) ©Firstsource | 12
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- - At Firstsource, we believe that long term performance. As we set ambitious goals
Engag I ng WIth sustainability and strong growth can be to improve the condition of our planet and
achieved by building healthy spur social progress, we are moving more
Sta kehO lders relationships. We cultivate synchronistic towards an integrated, holistic approach
relationships with our internal and to managing sustainability. In this regard
to u ndersta nd external stakeholders and recognize that as a purpose driven company, we
maintaining open lines of communication prioritize to place equal emphasis on the
- for feedback and collaboration are demands of all stakeholders - employees,
pe rs pecltlves important. Developing advocacy customers, vendors, shareholders and the

strategies is another important element of communities in which we operate.
o n ESG our stakeholder engagement system. We

were able to verify the company's
performance and develop fresh views as a
result of the information we obtained. We
recognize that each group of stakeholders
has its own concerns. Meeting with each
of our stakeholders regularly helps
establish a better perspective on things
that are important for them, enabling us
to take a more mature approach to our
strategic goals.

Materiality is partly determined by the
organization's overarching goal, values,
commitments, competitive strategy as
well as the influence on its economic

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) ©Firstsource | 13
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Employees They play a significant role in
strengthening and growing a strong
and versatile business. Thelir

Employee satisfaction surveys
Face-to-face meetings
Engagement sessions

. . . . Continuous
cumulative expertise and experience - HR sessions
are important to the core operations, - Rewards and recognition
business innovation, design, and - Team building workshops
profitability - Employee newsletters
Customers Their decisions and choices have - Customer engagement surveys Continuous
a significant impact on the company. - Quality Business Review
It's critical to engage them on a
regular basis and learn about their
requirements, aspirations, and
current trends.
Shareholders As the provider of capital, this group - Annual general shareholders Continuous
/Investors wields influence over our business meeting
operations as well as ESG related - Financial information release
decisions. - Media release

Investor calls and meetings

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) ©Firstsource | 14
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Suppliers/ They are important tc_> our bu;iness - Channel partner meetings Continuous
Vendors success as they provide us with - One-to-one meetings

materials and services we need to help - Reqgular operational reviews

our clients and their end customers

succeed.
Community/ For the execution of CSR initiatives, - Project meetings Continuous
NGO we collaborate with NGOs. We - Community interactions with NGOs

believe that it is important to establish - Grievance mechanisms

relationships with non-governmental
organizations (NGOs) and
communities in order to understand
their needs and ambitions, to match
our project plans appropriately.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) ©Firstsource | 15



Prioritizing
what is most
Important

Stakeholder priorities are continuously
shifting, and we must constantly evolve
to meet their expectations. A detailed
materiality evaluation assists us in
identifying and prioritizing the issues
that are most important to our company
and stakeholders. Based on the
assessment results, we tailor our efforts,
seeking to solve the issues identified as
being most important to our business.
We assiduously foster long-term
relationships with our internal and
external stakeholders and we regularly
contact them through surveys, in-person
Interactions, email/telephone
exchanges and other modes

O1

Identification
of material issues

- We identified material issues that
were relevant to our industry

- 24 material issues were prioritized
in sync with our business model

04
Mapping

- Based on the feedback, we
developed a material matrix,
arranged from the lowest to the
highest importance

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Conducting the survey
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METHODOLOGY

- We rolled out a survey to our

internal and external
stakeholders to solicit their
feedback

O3
Scoring/ Ranking

- Weightages were assighed to each

stakeholder based on their
importance to the Firstsource

- Atotal of 144 responses were

received from the stakeholders,
issues were ranked in order of
importance

O©Firstsource ‘ 16
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Firstsource has developed initiatives to Our material ESG themes
identify and prioritize the Environmental,
Social and Governance (ESG) issues that are
pertinent to the sector and industry in which A

we operate. In FY 2021-22, we completed a Lﬁ
comprehensive materiality review for the
first time. In order to undertake a materiality Ethical
assessment, we distributed a 'Materiality
Survey questionnaire’ to our stakeholders.
The questionnaire included ESG-related
material components that were referenced
by international standards such as GRI, SASB
and peers. We then mapped the various

Empowering Customer
Governance Workplace Centricity

aspects on a scale ranging from "No &,;,

Opinion” to "Extremely High," Each

stakeholder group was assigned a Economic Environment Sustainable
weightage based on how important they Performance and Climate Action Economic Growth

were to Firstsource. Taking into
consideration the view of various
stakeholders and business, a total of 40+
sustainability topics were evaluated for
consideration at a strategic level and
organized into the following eight

broad themes.

8

Responsible
Supply Chain

Community
Impact

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) OFirstsource | 17



Material matrix chart

A

Grievance Management

Transparency and Reporting on ESG

Waste Management

Water Management ‘
Energy Management ‘

Super Screening
on ESG

Importance to external stakeholders

Climate change
Adaption

Data Privacy
and Cyber Security

Economic
Performance

Community Development ‘

ESG products and services ‘

ESG Governance |

7
7

7
Respdnsible ‘
Procurgm'ent Policies

Intellectual
Property Rights

7
Employee

Talent Development

recruitment 7
and Retention Erfiployee Wellbeing
P 7
- Digitzation
7

- and Innovation
7

Health and
Safety

and Ipté&grity
7

Customer
Satisfaction

Customer Complaints
and Feedback

Diversity
and Inclusion

Business Etﬁics

7

Importance to internal stakeholders

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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The results of the materiality assessment
unveiled ESG topics that could
potentially be hidden value creators and
helped identify the key issues that our
stakeholders believe as being important.
Our ESG strategy and approach will be
guided by the feedback received from
this materiality assessment exercise.

We have further consolidated the list of
material topics and prepared a strategy
to disclose on 8 major material issues.

i

Empowering
Workplace

ll

Sustainable
Economic Growth

Economic
Performance

Responsible
Supply Chain

©Firstsource ‘ 18



Despite the pandemic induced setbacks,

we had a successful fiscal year 2021-22.
Through our re-engineered solutions, we
have contributed to the economy in
partnership with our stakeholders and
value chain partners. The table
highlights the financial performance of
Firstsource over the last three years.

f\
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Economic Value creation In Millions INR

Economic Value generated (a) 59,211.53 50,779.80 40,086.14
Revenue soziis3 5077980 4098614
fconomic Value distributed () 5311208 4561671 3140736
Operating costs 1014538 806547 Goble3
Fmployee wages and benefits R —
payments toproviders of capital | 238306 203760 376203
Payments to government by government 1,003 so112 63001
Communityimvestments  sse3 o5  ag

Economic Value retained (a-b) 6099.45 5163.09 0,488.78

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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ESG risks have consistently featured
amongst the top business risks identified by
the World Economic Forum (WEF) in The
Global Risk Report published annually. In its
2022 report, eight of the top ten severe risks
are environmental or societal. These include
the failure to act on climate change, erosion
of social cohesion, natural resource scarcity,
biodiversity loss, human environmental
damage, livelihood crises and infectious
diseases. Moreover, as we transition to a low

carbon economy, the economy is
undergoing dynamic structural changes
while customer expectations continue to
evolve and societal and regulatory scrutiny
iIncreases. All of these factors in turn result
iIn a highly uncertain risk landscape.

At Firstsource, the responsibility for
identifying, assessing, managing and
reporting risks and opportunities primarily
rests with business managers. They are best
positioned to identify the opportunities and
risks they face, and evaluate and manage
them on a day to day basis. The Risk
Management Committee provides oversight
and reports to the Board of Directors/Audit
Committee which has the sole responsibility
for overseeing all risks.

To future-proof our business, we conducted
a review of our Enterprise Risk Management
framework and functional risk register, and
In the process of integrating material ESG
risks that might affect our business. Some of
the risk themes considered include
climate-related risks, employee safety and

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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wellbeing, diversity and inclusion,
responsible supplier management and
customer expectations on ESG.

We updated our functional risk registers by
mapping risk elements against ESG factors
and incorporating emerging risks that we
will subsequently monitor in compliance
with the recent amendments to the
Securities and Exchange Board of India
(Listing Obligations and Disclosure
Requirements) Regulations, 2015.
Integrating ESG within our Enterprise Risk
Management, will improve risk awareness
across Firstsource, ensuring that we remain
vigilant in a riskier world. The management
of key risks is essential to achieving our
organizational strategy, growth and
profitability.

As we continue to watch emerging,
cross-cutting, interdependent and
long-term ESG risks, our Risk Management
Committee will regularly review the risk
profile of the business and take necessary
actions to manage and mitigate ESG risks.

©Firstsource ‘ 20



Conducted a diagnostic review and
benchmarking exercise of our
existing policies and processes,
identifying opportunities to further
deepen ESG within our strategy,
operating model and culture.

Assessed materiality of industry
specific ESG themes and consulted
140+ internal and external
stakeholders to identify our priorities.

Drafted an overarching ESG Policy,
applicable to all our entities.

Integrated ESG within our Enterprise
Risk Management framework by
mapping potential risks, assessing
the impact of emerging ESG risks
on the business, and identifying
mitigation strategies.

Developing a pathway towards ESG
leadership by crafting granular
action plans and functional
roadmaps.

Firstsource has a robust strategy and
externally accredited approach to maintain
operational resilience, with suitable controls
and processes in place for Business
Continuity Planning and Disaster Recovery.
Our Business Continuity Planning and
Disaster Recovery solutions have been
developed in accordance with industry
standards ISO 27001 and 22301, and best
practices from Good Practice Guidelines by
BCI. To address business disruptions such as
political, economic, social, technological,
environmental, and legal issues, Firstsource
has implemented the following business
continuity strategies.

Center Level BCP Solutions include actions
to identify risks and threats such as medical
emergencies, technology failures, and
potential Denial of Service. In the event of a
crisis, each facility is equipped with a forum -
Crisis Management Steering Committee
(CMSCQC).

Inbuilt Business Continuity Solutions
include multi-city operations and work from
home solutions.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Client Specific Solutions are offered to
clients who require operational continuity
even during Denial of Premises situations.

| . O
| Policy and |
|
o Program F—~
% ' Management |
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Crisis Risk
Management Assessment
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Business
Continuity
Strategies

N Exercising

Standard

Client Specific
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Environmental
Stewardship

As a company, we are committed to delivering
shared value for our clients, our communities, and
the environment. Our strategy is centered

on environmental conservation and assisting our
clients on their path toward sustainability.

——

Growing with Purpose - Firstsource Environmental, Social and Governance
Report (FY 2021-22)
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Our
Contribution
towards SDGs

The Sustainable Development Goals
(SDGs) are a set of global initiatives
orchestrated by the United Nations to
enhance economic growth and
environmental stability. As a purpose led
organization, we are energized by the

desire to make a difference and therefore,

we recognize the need to accelerate our
commitments towards the environment.

Guided by SDG 7 (affordable and clean
energy) we are dedicated to extensively
utilize renewable energy in our business
operations. Consistent with SDG 12
(responsible consumption and
production) and SDG 13 (climate action),
we are constantly on the lookout to
minimize our carbon footprint, increase
green energy initiatives and take steps on
responsible waste management.

&

firstsource

1 f) RESPONSIBLE ‘l CLIMATE
£ CONSUMPTION ACTION
AND PRODUCTION
Key Environment Highlights 16.42% reduction in Scope 3
emission compared to 2021

— 210% increase in Renewable (UK operations)
N Energy consumption compared to

2021 (India operations) Many Firstsource offices are

000
i

Green Building Certified

14.48% reduction in water

% 14.297% renewable energy mix
@ consumption compared to 2021

= 100% responsible disposal of
il electronic waste (India operations)

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) OFirstsource | 23
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solutions efficient water and waste We are striving to integrate our
Energy Management management practices. Our goalis to environmental goals into our business
Our organization places a high premium on significantly reduce our direct carbon practices and understanding our strengths
maximizing resource efficiency while emissions by 2030. Amongst the most and weaknesses through platforms such
simultaneously minimizing our impact on the Important projects are those involving the as CDP disclosures. All our measures are
surrounding ecosystem. We recognize the use of energy efficient data centers, helping us strengthen our ESG
need to accelerate our commitments towards refurbished IT systems and furnishings, the commitments and build a foundation for
climate change through phasing out GHG installation of sensor-based low-energy establishing a sustainable business in
emissions, investing in energy efficient LED lighting and elimination of paper from these changing times.
technologies, migrating towards greener the workplace.
We have an Energy Management Plan aimed at identifying energy saving opportunities, Total Energy Consumption (in TJ)
iIntegrating renewable energy, where feasible and installing energy efficient hardware. 5 10000
-é 75.00
Fuels: Diesel and Gasoline (in GJ) 5,090.93 4,671.72 20,267.38 7 006
iiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiii 8 50
>
Renewable Electricity (In GJ) 6,192.81 5,579.19 12,824.42 S
****************************************************************** m 2500
Grid Electricity (in GJ) 65,625.18 49,718.86 64,088.88 S
00.00
T t |_ E C t ( GJ) FY 2019-20 FY 2020-21 FY 2021-22
otal Ener onsumption (in . 180.
i 77:808.92 59.969.77 97:180.68 * The above data representation includes India, PHP and UK

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) ©Firstsource | 24
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Our actions to mitigate climate change
iInclude switching to LED lighting systems with
motion sensors at our workstations, raising the
ambient air conditioner temperature by 1
degree celcius to reduce power consumption,
rationalizing the use of chiller compressors
and migrating to paperless processes. Our UK
facilities purchase renewable power from
solar and wind parks. In order to reduce
emissions associated with commuting, We
have converted our fleet from conventional
vehicles to electric vehicles in Bangalore and
Mumbali, and we intend to progressively
Increase our electric vehicle fleet across all
firstsource locations in India

Firstsource UK has developed a GHG
management handbook, which provides
guidance on identifying emission sources,
protocols on measuring direct, indirect value
chain emissions, and implementing control
measures. Drawing upon the UK team’s
experience in measuring and managing
emissions, we plan to develop a uniform
framework for carbon emissions management
across our global facilities.

©Firstsource 25



Case Study - Sustainability in Cloud

To build a sustainable business for our customers,
we have designed data centers that provide
efficient, resilient service to our customers while
mMinimizing our environmental footprint.

We have put a strong emphasis on efficiency
throughout every area of our infrastructure, from
the design of our new data center and hardware to
modeling the performance of our operations. We
are on a path to power our operations with
renewable energy with the greatest extent
possible across Firstsource. Our initiatives

pertaining to sustainable practices include focus
on green data centers, reassessment of infra on
sizing of power and cooling, moving towards
paperless workplaces etc.

Reduction in
carbon footprint

Reduction in
operational expenditure

Space consolidation

Growing with Purpose - Firstsource Environmental, Social and Governance Report
(FY 2021-22)

f\
firstsource

We have developed a long term vision to decarbonize our business. We place a high priority on
resource efficiency and reducing our environmental impact. For this, we started with identifying our
major emission sources. We have created a framework to decarbonize our data centers and in this
regard we initiated a pilot project in one of our largest data center. The results were encouraging,
where we were able to reduce power, air conditioning tonnage, rack size and reduction of real estate
space and made it more energy efficient.

We hope to significantly reduce our direct carbon emissions and enhance our renewable energy
portfolio by investing in green energy.

Some of the major highlights of the project are:

30%

Improvement in

40%

reduction

34 OTons

carbon reduction
impacting

(Equivalent to 5,625
planting of trees)

cooling capacity
(19.8 tonnes in
current year)

in power
consumption

Our other accomplishments that occurred as a result of the new Data Center Migration project
execution includes:

- Zero Downtime, high Client satisfaction and highest rating by all stakeholders

- Zero Escalation from clients and zero impact on services

- Reduction in space, racks, powerload, heat load, cooling load and carbon footprint
- New Integrated IOT based Monitoring Set-up in Data Center

- Power sizing reduced due to better calculation of load at rack level

- New Sensors added for future Al Integration

©Firstsource ‘ 2 6



Emissions Management

Scope 1 (in tCO2¢e)
2000.00
11589'98

1500.00
» 1000.00
Q
o)
O
N

500.00 465.70 393.82

FY 2019-20 FY 2020-21 FY 2021-22

Total Emissions

* The above data representation includes India, PHP and UK
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Scope 2 (in tCO2e) Scope 3 (in tCO2¢e)
2000.00 600.00 555.68
13,192.67
319 499.24
417.28
10000.00 400.00
(aV o™
() ()
o o
O O
O O
Y 5000.00 Y 200.00

FY 2019-20 FY 2020-21 FY 2021-22

Total Emissions

FY 2019-20 FY 2020-21 FY 2021-22

Total Emissions

* The above data representation includes India, PHP and UK

* The above data representation is for UK

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Firstsource is moving towards phasing out
greenhouse gases. This shift towards non
ozone impacting gases began 10-12 years
ago. Since then, the air conditioning
standards have been improved significantly
In all our offices across geographies. A
crucial step in this direction is the use of
R-134 refrigerant gas and restriction on
using ozone depleting gasses in the HVAC
systems across offices.

Through our digital solutions and services,
which enhance productivity, process
efficiency, and resource conservation, we
iInvestigate avenues for collaboration and
contribution to climate solutions. Though
our operating effects on the environment
are minimal, we constantly explore
opportunities to reduce our footprint, while
supporting environmental concerns via
employee volunteering programs and CSR
initiatives.

Never before has the need to act on climate
change been so urgent. Failure to act now
might result in adverse consequences that
disrupt companies and supply systems. We
are dedicated to contributing to the solution
and engaging with our stakeholders on
climate and nature-friendly measures.

As an environmentally conscientious
company, we use a standardized framework
to manage our environmental impact. Our
Global Environment and Energy
Management Policy, incorporated under the
QOHSEE framework, includes provisions for
measuring and monitoring direct and
iIndirect carbon emissions, enhancing energy
efficiency, improving waste management,
and water conservation across all our offices
and facilities. All our UK centers are ISO
14001:2015 and ISO 50001:2018 certified ,
and our largest centers in India are ISO
45001:2018 & ISO 14001:2015 certified.

With an enhanced emphasis and
understanding of climate-related risks, we
continue to analyze possible effects on our
operations and value chain and plan to
upgrade our disclosures in accordance with
the recommendations of the Taskforce on

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Climate-related Financial Disclosures
(TCFD). We intend to participate in CDP
Climate, the biggest data gathering and
evaluation program focusing on climate
change and will undertake a readiness
assessment in FY23.

We have been participating in the CDP
program, reporting GHG emissions from our
UK sites for the last five years. We will begin
reporting across all geographies in FY23.

O©Firstsource ‘ 2 8
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Strategy for Adopting Electric

Electric Vehicle Project Plan Vehicles- Bangalore

Firstsource has launched an electric We are in process of initiating discussions
vehicle project as a part of its with our landlords on the installation of
commitment to reducing carbon charging stations on Firstsource
footprint and improving sustainability. property, after which we anticipate
Currently, we have deployed electric expanding our EV fleet. These EVs will
vehicles for our India operations. have a capacity of around 120

kilometers per charge. The expected
recharge time for the EVs is around two
hours.

/
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&

firstsource

=

-~

Green Energy initiatives Across the Globe and capacity of the UPS.
We are doubling down on automation

Firstsource is working towards to improve energy efficiency.

switching to green initiatives and
reducing its carbon footprint across
geographies.

The centers that previously used

traditional light bulbs have now

switched to 2x2 lights with reduced o

power. We are also planning a number \/ 2104

of initiatives to minimize total energy Increase in Renewable Energy
usage for cooling. (India Operations)

To alleviate server crowding, we

established a space management ~/ Few centers in UK run
program. We moved to the cloud and are 10 0‘7

now working to make our operations 2

more energy efficient by reducing server on Green Energy

load, resulting in greater server efficiency
and lower energy consumption.

We are currently exploring the \/ o
possibility of replacing UPS with a Unity |514 : %9 /‘_’
Power Factor UPS to boost the efficiency Rgireg\)?//abcl)gqé)r:sregsy

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22) \ oFirstsource | 30
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Promoting Sustainable Choices
Via #FirstEnvironment
Campaign

We are fostering a culture of Sustainability
across the organization. In this regards, we
have launched “#FirstEnvironment
Campaign” to encourage our employees to
make Sustainability a part of their personal
endeavors. We have shifted to eco-friendly
choices in our stationary purchases across
Firstsource. We are making efforts to
eliminate plastics from our boardrooms.

The UK operations team has come up with a
concept to present all workers a £1
purchase link for 250 seeds packs in order
to recognize employee excellence via
FirstReward in UK workplaces. We provide
workers points that they may use to make
purchases on our FirstReward platform.
Employees are encouraged to use the £1
prize to buy a seed pack from Amazon and
submit photos of the seeds they planted
with the hashtag #FirstEnvironment. We run
similar campaigns and initiatives to increase
awareness and adoption of Sustainable
practices across employees.

Growing with Purpose - Firstsource Environmental, Social and Governance Report
(FY 2021-22)
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Responsible Waste
Management

Our waste management approach is guided Firstsource intends to focus on zero waste-to-landfill programs.

by the 4R concept:
i Y e Y aa—

We segregate the waste in our offices
@ @ O m \ / D D according to pre-defined categories.

Refuse Reduce Reuse Recycle

As a technology company, we generate
e-waste, which if not properly disposed of
can have adverse environmental impact.

This includes computers and peripherals, \Waste sent to

laptops, printers, scanners, batteries, air E-waste including Authorized

conditioners and other electronic hardware. battery waste, etc.  14901.88 14901.88 Recvcler

We monitor and manage our e-waste (in KG) Buyﬁack’

carefully and ensure that they are either

repurposed, repaired or recycled at the end Waste sent to

of their life - through authorized vendors. Other waste 11.09 11.09 Authorized
(plastic, biomedical | | disposal agency,
etc.) (in KG) Recycler

"The above table represents data for India

Growing with Purpose - Firstsource Environmental, Social and Governance Report ©Firstsource | 32
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Conserving Water

Although our operations are not water intensive,
we strive to use water judiciously.

We have installed sensor based water
taps with accelerators to avoid wastage.

0
AN

@\, Where possible, we use recycled treated
N—

water for domestic purposes.

C:b Rainwater harvesting systems have been
'\/‘ put in place to reduce freshwater intake.

2
«~ 14.48%

Decrease in water consumption

- >

L
Firs_tsouroe-|
s
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Some of our water conservation
efforts include:

We have switched from conventional
taps to retrofitting, throttle flow, and
sensor-based taps to minimize water

Total Water Consumption (in cubic meters)

wastage at all our Firstsource offices SR
across India and Philippines, we ? 600000 o
have rainwater harvesting plants in @
large buildings like Pritech and BTG <
to ensure water resource E 4,872.80
management. % 4,000.00 4.166.80
®)
At our locations in Philippines and §
India, we utilize cleaned S 500000
wastewater for gardening, flushing, o
and HVAC cooling towers. §
8
0 00.00

Most Firstsource offices in India and
the Philippines have also switched
to environmentally friendly
housekeeping supplies like "The above data representation includes India and PHP

biochemicals for waterless urinals.

FY 2019-20 FY 2020-21 FY 2021-22
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Creating an actively inclusive workplace where people
of diverse backgrounds, ideas, and mindsets are
welcomed to belong and grow together lies at the
heart of our approach. As a purpose-led organization
we invest in our people, provide upskilling
opportunities, and build an environment that is
empathetic, secure, considerate, so that they may
achieve their full potential.

Growing with Purpose - Firstsource Environmental, Social and Governance . ¢ ' oAl || e \ Bl Firstsource
Report (FY 2021-22)



GOOD HEALTH QUALITY

AND WELL-BEING EDUCATION

\ 4

Our
Contribution

towards SDGs

GENDER DECENT WORK AND
EQUALITY ECONOMIC GROWTH

i

Firstsource is determined to move swiftly
to create a better future in accordance
with the Sustainable Development Goals
(SDG's) established by the United Nations.

We are committed to creating long term
value for which we have determined that
UN SDG 3 (good health and well-being)
and SDG 8 (decent work and economic
growth) have the greatest potential to
have a positive impact. As a
technology-first company, we recognize
the critical role of innovation and

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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INDUSTRY, INNOVATION ‘I REDUCED
AND INFRASTRUCTURE INEQUALITIES

A

(=)

v

digitization in our industry in line with SDG
9 (industry, innovation and infrastructure).
With 44% of our workforce being women
and 7.16% people with disabilities, we are
making significant strides toward SDG 5
(gender equality) and SDG 10 (reduced
inequalities). In addition, we are
concentrating on achieving SDG 4 (quality
education) through our CSR initiatives.

©Firstsource ‘ 3 6



O)o

Out of the total workforce,
449 are women

7.16% of the employees have
voluntarily disclosed their
disabilities

Total 92,705 hours
of training

$1,160,885 spent on trainings
of employees

23,009 lives impacted through
various CSR projects

$ 204,865 spent total on CSR
projects in India

Recognhized in Bloomberg 2022
Gender Equality Index

ISO 45001, ISO 14001, ISO 9001,
ISO 5001, and BS OHSAS 18001
certified company

No fatalities reported

A

O)o

Total 1,242 employees
availed parental leave

No incidents of
discrimination reported

Rank 1 in Positive
Customer Feedbacks

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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People First-
Prioritizing
Employee
Engagement,

Wellbeing and
Safety

Our employees are our most important
asset. They lie at the core of our inside-out
approach, helping us stay on an accelerated
growth path. Powered by their passion and
dedication, we strive to create significant
value for our global clients. We could not
have delivered excellence during the
unprecedented pandemic without the hard
work and enthusiasm of our 26,557
Firstsourcers around the world. Our
people always have been and will
continue to be our top priority.

To excel in a professional space, employees
should not only be empowered to work, but
also engaged in a way that they enjoy
working in the organization. Firstsource'’s
'People First’ approach ensures employee
engagement through various initiatives that
not only make the employees feel involved

Strengthened by COMMUNICATION

and heard, but also help increase their
productivity. To foster connection with our
employees on a deeper and more personal

level, we have designed an Employee

<

firstsource

Engagement Framework which is driven by

digital technologies, strengthened by
communication, anchored by leadership

and powered by governance.

Create awareness of the current situation, measures taken by Firstource and

precautions and tips for employees.

Enable employee
wellbeing through a series
of physical and mental
wellness initiatives to
promote resilience,
mindfulness, care for self
and others. Also make an
impact on communities

Leading
team

Driven by DIGITAL TECHNOLOGY

Managing self

000

Working
in a team

Support employees to
operate in a virtual team
environment, remotely
managing and leading, self
and team through
knowledge
series/trainings/tips /best
practices.

Engagement calendar to foster and recognize collaboration and create
fun work environment to boost employee morale.

Powered by GOVERNANCE

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Communication platforms
At Firstsource, we provide our

At Firstsource, we value our employees’ employees with various forums such as:

opinions and inputs at every step of

the employment lifecycle. We therefore
provide them with numerous
opportunities to share their views and

gather their feedback on a regular basis.

We have a team of Engagement
Executives (EE) and Employee Advisory
Councils (EAC) to ensure employees
connect with our business goals and
organizational vision and values.

Early Engagement

We believe that new hires require more
attention and support during their first
few weeks, so we have a team in place
to engage, assist them in settling,
getting to know the people, processes,
systems, and policies, facilitate
leadership interaction through a
structured schedule, and hand-hold
them throughout their trainings until
they are comfortable and know their
way around.

Top talent connect wherein top
performing employees can connect
one-on-one with the CEO to establish
a bottom-up approach of
communication and also to feel
encouraged and valued

Tea With Me sessions to interact with
and get weekly feedback from
employees

Coffee and Conversation which is a
onhe-on-one discussion with the CEO

Goal Cascade Session are intended
to explain the organization's and
function's goals in order to assist
employees build a greater sense of
direction and purpose, as well as to
understand how their work
contributes to the achievement of
overarching organizational goals

Employee satisfaction and
engagement surveys: Our Human

/\
firstsource

Resources team rolls out the
GlobalEmployee Survey (GES) across
Firstsource to gauge employees’
opinion, analyze employee attitudes
beliefs about our work environment,
values, and leadership, and identify
focus areas for action. We provide
opportunities for employees to
provide input on various events and
strategic decisions in order to
Increase employee involvement
while building new projects.

Skip Level Meetings are between
managers and team members. It
allows managers to get to know

the bigger team better while also
allowing the team to share feedback
and suggest ways to enhance team
performance

Spill the Beans is an informal
connect where employees are
encouraged to exchange business
updates every Friday

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Let's Talk is a forum for senior
leaders to communicate with larger

teams and discuss their perspectives,

Ideas, and ambitions for the
organization.

Open house is a forum where all
employees participate in these
meetings to learn about the
organization’s plans and to ask any
queries they may have.

“It's my week” is an initiative to
enhance employees’ sense of
connection by assigning theme to
each day of the week - Motivational
Monday, Teaming Tuesday, Wellness
Wednesday, Thankful Thursday,
Foodie Friday, Super Saturday and
Sunday Funday

In the midst of the epidemic, we
recognized the need for
communication and support for
making our employees feel more
comfortable during these
unprecedented and testing times.
We launched a care calling initiative
that hosted weekly HR connect
sessions with all the Covid positive
employees to keep them engaged
and connected with the company
activities.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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MOTIVATIONAL

MONDAY

1

Boost your

spirits on
Motivational
Monday

o

Yo

e
L

Connect,
chat with
team
members on
Teaming
Tuesday

WELLNESS

WEDNESDAY

Take stock
of your
health on
Wellhess
Wednesday

Say thank you
to colleagues
on
Thankful
Thursday

o _/

o _/

FOODIE

FRIDAY

Bring out

the chef

In you on
Foodie
Friday

=F

Recharge on
Super
Saturday

SUNDAY

FUNDAY

Have fun
with your
team on
Sunday
Funday
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Firstinnovate, FirstConnect, ServiceFirst and objective of the Hackathon was to identify
FirstHire. We also initiated ‘Hackathon 1.0" an workable solutions and prototypes that can
We continue to advance our ‘Digital First internal on}me evgnt aimed at fosterllng a he_lp team l.eaders meaningfully engage |
culture of innovation and collaborative with associates and help them succeed in

Digital Now' strategy, both internally and
with our clients. To stay in touch with our
employees during this journey, we utilize
tools such as Firstworld, Attendance First,
My pay, FirstReward, ACE, FirstLearn,

learning amongst Firstsource employees. achieving their goals.
Hackathon 1.0 was conducted for two to

three days and resulted in the generation of

more than 300 ideas across the globe. The

Participants and |deation software
Coverage Platform

Technology

Th dS
eme and Sponsor Partners

O
© ¥,

To identify workable Team Leader - Al Team Leaders |deawake Amazon - AWS
solutions/ prototypes Associate Connect (Team Leader Innovation Team
that can help Team Shuchika Sahay - CHRO and Supervisors)
Leaders meaningfully India, PHL, UK and US
engage with the (~1500 TLS)

associates and help
them to succeed
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The definition and facets of "Workplace
Wellbeing' are diversifying at an
unprecedented pace during the pandemic
as it continues to engulf newer and more
logical aspects. It has gone from just being
an organization'’s policies, initiatives, and
iInterventions that ensure the physical
wellbeing and safety of employees to taking
a more holistic approach towards
employee's psychological, social, financial,
and emotional wellbeing.

FitSource is our holistic wellness
program focusing on the six wellness
pillars.

Physical Wellness: To enhance physical
activity and promote awareness about
healthy lifestyle options in the
workplace

Mental Wellness: To manage stress
proactively while conducting and
reviewing stress risk assessments

Social Wellness: To promote a culture

f\
firstsource

constantly connected, the value of
downtime and the need for a healthy
sleeping pattern

Emotional Wellness: To provide a
distinct range of opportunities in the
workplace to improve personal and
professional relationships, reflect and
manage self-care

Financial Wellnhess: To ensure equitable
application of rewards and benefits policy

Environmental Wellness: To ensure that
the work environment is supported by
safe working practices and ergonomic

that recognizes the importance of being practices

Physical Emotional
0 s¢ O
| Source ~—
Mental Financial

0,0
I:I ‘.
4 gy

Social

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Number of employees entitled
to parental leave

Number of employees that took
parental leave in FY 2021-22

The Global Wellness Experience is

a first of its kind expanded wellbeing
program for our employees. The
Initiative included 15 time zone
friendly mental, physical, and financial
wellbeing sessions that were
conducted over three weeks. The
program received significantly
favorable feedback from more than
3,850 participants across geographies.
The sessions were led by a
combination of prominent guest
speakers and Firstsource leaders
across themes such as stress
management, burnout and anxiety,
self-care, healthy eating and nutrition,
mindfulness, mental health
awareness, and high intensity interval
training.

Growing with Purpose - Firstsource Environmental, Social and Governance Report (FY 2021-22)
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Following the success and
overwhelming response to Global
Wellness Experience, we collaborated
with Vantage Circle to launch the
Global Fitness Challenge. Through this
Initiative, employees participated in a
12-week gamified fitness initiative that
enabled them to set and track their
fitness goals whilst competing with
colleagues and co-workers on
Vantage's Fithess App. Designed to
help improve overall wellness, the
weekly challenges required
employees to track and log activities
around seven health metrics. 650+
employees participated across 208
teams with 1,261 downloads of the
Vantage Fithess App.
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Employee Wellbeing Initiatives

* We have established a Mental
Health First Aider (MFHA) Program
with one qualified MHFA for every
46 employees.

= Each Wednesday, we host a virtual
Wednesday Wellness Sessions
across all geographies that
focuses on a particular area of
wellness.

= All our employees are encouraged
to have a mental health action
plan in place which is facilitated
by the leaders.

* Cuppa and Chat session are
organized to promote mental
health awareness.

= A pop up stall was set for the Derry
office of Firstsource by Fitchef a
local business selling healthy and
nutritious meals, wraps, salads,
alongside a noodle bar and
breakfast menu to provide healthy
snacks to the employees.

= Alocal gym provided onsite and

= Weekly welln<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>