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Stra‘tegic Report

The directors present their strategic report for the year ended 31 December 2022.
Principal activities

_ Teleperformance Limited provides services to many of the most respected brands in the UK and across the globe by

. providing customer care, technical support, customer acquisition, digital solutions, analytics, back-office and other
specialized services to ensure consistently positive customer interactions. Within our contact centres and cloud
campus network of highly skilled employees, Teleperformance interacts with clients’ customers through a wide
variety of channels including voice, e-mail, SMS, web-chat and social media. The company strategy of transitioning
from a customer service provider to a digitally-integrated customer. and business support provider is now advanced
with *non-voice’ revenues climbing steeply each year.

The Company is a subsidiary of the largest outsourced omnichannel customer experience managément service
organisation in the world, Teleperformance S.E. Group. .

Review of business & future developments-

Business focus

In 2022,'the primary focus of the Directors has been to continue to deliver excellent service to our wide portfolio of
clients while keeping our employees safe and engaged. While the impacts of the global pandemic appear to have
subsided, we are nevertheless operating our business now in a ‘post-COVID’ world.

Whilst the arrival and impacts of the global pandemic in Q1 2021 could not have been foreseen, our restructured
operating platform, along with fantastic efforts across the business, ensured we continued to trade strongly
throughout the pandemic and in fact grew our business throughout 2021 and 2022. In Q1 2022 we continued to
provide services to assist the government and our UK public through the provision as a prime contractor for both
COVID Testing Line & Vaccine support services. :

Requirements and therefore revenues have naturally dropped since Q1 22 and since this point we have been able to
secure multiple public and commercial sector new contracts while dellvermg great service and growth with our
existing clients. .

The priorities of the Directors throughout 2022 are summarised in the following statements:

e  Ensuring business continuity for all our clients throughout the remaining impacts of the pandemic and the
changing needs of clients and the market that followed this period — this was achieved through continued
-deployment of technology, a ‘people first’ strategy where a material amount of our employees continued to
operate in a work-at-home solution, and both pace and amazing efforts from all teams within our organisation

e Ensuring a ‘people first’ strategy, which included ensuring paramount safety of all our employees significant
levels of employee engagement and continued focus on people strategies relating to diversity, well-being and
. reward. In 2022 Teleperformance Limited was re-accredited as a ‘Great Place to Work” (large organisations)
and as a ‘Best Place to Work for Women’ (super—large organisations) ' .

e Enhancing our transformation capabilities W1th key investment in people and technology to provide advanced
and mnovative solutions for our clients

"o Continuing focus on driving growth -efficiency and strong governance throughout the busmess

In addition to the priorities set out above, we also continued to support increasing levels of offshore transition with- -
our South Africa business (which remains a 100% owned subsidiary of Teleperformance Limited). Following
material growth in 2021 sales in South Africa continued to grow at levels way in advance of the market. The
majority of contracts in 2022 remain Teleperformance existing UK clients who want to benefit from the efficiencies
and the similar levels of service our Teleperformance teams in South Africa can deliver. In addition, we also see
more companies moving their UK in-house operation directly to Teleperformance South Africa as a result of those

~ same benefits and trust we can deliver these types of transitions seamlessly.
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Strategic Report (continued)

" Review of business & future developments (continued)

Business focus (continued)

‘The business continues to focus on its core business offering high quality, strategic solutions on behalf of major
public and private sector clients. It is firmly established as one of the largest outsourced customer management

_providers in the UK market. The Company is frequently nominated for and wins various industry specific awards
and has an excellent reputation in the industry. The Company is fully committed to delivering the best practice in
standards, policies, security and procedures of the wider global Teleperformance S.E. Group.

.Capital investment

Following material capital investment in 2021 which was heavily focussed on procurement of assets to enable both
~ material growth in our business and also to enable over 5,000 of our UK employees to continue to work from home,
a further £2.2m IT investment was committed in 2022.

In addition to the UK capital investment above, Teleperformance Limited also enabled material investment in its
South Africa subsidiary, most notably investing £2.6m in further expansion of ex1stmg facilities in Cape Town - -
which offers an unrivalled space for our employees and our clients.

* In addition to capital 1nvestment we progressed with our cloud strategy which included continued investment in IT
and telephony systems — enabling the Company to keep up to date with the latest technologies and drive through
improvements in the business IT mfrastructure This category is accounted for primarily as an operatmg expense

rather than capital investment.

Security

The global Teleperformance S.E. Group recognise the ongoing risks pertaining to data protection, fraud and physical
security and has rolled out the delivery of increased control through the “Global Essential Compliance and Security
Policies” (GECSP) programme. Teleperformance Limited and its subsidiaries follow the same GECSP programme
across all of its locations across the world in order to further protect the Company, its clients and employees from
potential threats in these areas. This will be achieved by improving policies, enhancing procedures and tightening
controls and in doing so, ensure that it continues to lead the. market by helping to mitigate the associated risks.

The Company continues to embrace the GDPR standard and has successfully 1mp]emented the complex
requirements that this leglslatlon covers

Financial results

- At a total reported level, turnover decreased from £430.9m in 2021 to £279.4m in 2022 (-35.2%). However, at a
core business level (excluding the impacts of COVID related contracts), revenues increased 18.1% between 2021
and 2022. Revenue continues to be derived primarily from UK based clients. The increase in the ‘core’ year on year
revenues was attrlbutable to a number of factors, primarily:

e . Revenues from existing client volume growth across a number of sectors as we work more closely with chents :
to expand their services and capabilities

¢ Revenues from new business wins secured in 2021 and early 2022

e Strong growth in financial services, technology and public sector services in which there were multiple contract
wins and renewals in 2022.

The business delivered an operating profit in 2022 of £5.1m (1. 8%) compared to £19.0m (4 4%) in 2021. This
excludes the profits delivered from our overseas subsidiaries. Core busmess operating profit (excluding the impacts
of COVID related contracts) increased by 2% year on year .
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Strategic Report (continued)

Review of business & future developments (continued)

Other

The business has significant fixed assets, the value of which it is confident of realising through future trading
activity. In addition, the company has recovered its trade debtor and accrued i income balances since the year end so
no impairment of any amounts is anticipated. The business will continue to invest to support ongoing activities.

Management use Key Performance Indicators (KPIs) to monitor the results of the business. The detail of the KPIs
has not been published in this review due to their sensitivity, but include client service levels and business outcomes,
employee satlsfactlon and a range of both operatlonal and financial ‘performance metrics.

Continued 51gn1ﬁcant investment in the IT infrastructure and secunty protection environment will ensure quality and
resilience of the service provision. Investment and operating strategies will be contmually reviewed and amended to
match client needs.

' COVID-19 matters & going concern

The COVID-19 pandémic has presented risks to businesses across the world over the last two years.
Teleperformance Limited has been able to mitigate these risks and continue operating successfully, due to swift and
decisive actions taken by management throughout the pandemic (summarised below), in addmon to the mmgatlon '
of risk inherent in our existing business mix and operating model: :

- Rapidly moved the majorlty of our UK business to a work-from-home (WAH) model — working in partnership-
with our clients, we deployed over 5,000 employees to a successful work-from-home model, with this model
remaining in place throughout 2022

e  Effective deployment of remote IT — through use of IT solutions tried and tested in the wider TP Group, along
with further investment in WAH IT infrastructure, has enabled multlple work types to be operated from home
on behalf of our clients without any impact to performance

e Relentless focus on health and safety — swift reconfiguration of our sites along with provision of all necessary
health & safety measures, to enable a safe and socially distanced environment for our employees who either
chose to remain working on site or were required to do so for particular contracts

e Strong and regular communications — focus on good communications throughout the pandemic — from
employees, to clients, to suppliers, to wider authorities

The actions above combined with the fact Teleperforinance Limited has a client base of over 50 diverse clients

- spanning multiple sectors meant that not only has our business continued to operate successfully throughout all

waves of the pandemic but it also meant that Teleperformance saw only minor impact on its business due to our
clients’ challenges through COVID-19; an example being that Travel clients only make up a small mix of our .
overall client base so overall impact was not material.

Accounting standards (in particular IAS 1.25 and 1.26) require the Directors to make an assessment of an entity's
ability to continue as a going concern, taking into account all available information about the future, which.is at
least, but is not limited to, twelve months from the end of the reporting period. Management’s going concern
assessment must be updated to consider all relevant information available up to the date the financial statements are
authorised for issue. This assessmient has become mcreasmgly relevant in light of the ongoing developments related
to the initial spread, subsequent waves, vaccine roll-out and ending of restrictions relating to the COVID-19 virus.



Teleperformance Limited
Annual Report & Financial Statements
31 December 2022

- Strategic Report (continued)
Review of business & future developments (continueaD

COVID-19 matters & gomg concern (contmued)

These financial statements have been prepared on a gomg concern business which the Directors consider to'be
appropriate for the following reasons: . .

- o The Directors have prepared cash flow forecasts for the whole of 2023 through to the énd of 2024 which
indicate that the Company will have sufﬁ01ent funds to meet its llabllltles as they fall due for that period

e The Company’s available cash posmon remains strong at £37. 4m made up of £10.5m cash at bank and £26.9m
held centrally by Group (see Note below)

e Throughout the COVID-19 pandemic, cash flow and llqu1d1ty were high priorities for the Dlrectors To support
: this, the business developed advanced reporting, analytics and associated targets focussed on the prompt raising
of sales invoices, minimising work in progress, and effective debt collection from clients, and these are still in
place. As a result of these actions, average Days Sales Outstanding for 2022 were 50 days versus a target of 60
and net cash reserves have remained high (as above).

Note: On two Teleperformance bank accounts, the balance is swept each night to £8m/€1m each mght with the

positive or negative balance being transferred to a central Group cash pooling account held by Teleperformance S.E.

Group. Cash can be still be drawn down easily at any point by Teleperformance Limited and as such

Teleperformance Limited does not have or require any local overdraft facility. At 31 December 2022,

" Teleperformance Limited’s cash pooling balance was £26.9m. Teleperformance S.E. Group’s available 11qu1d1ty as
reported in the 2022 Full Year financial statements was over €2.6bn. .

The ﬁnal 2023 budget commitment was submitted to, and signed off by, Teleperformance S.E. Group in January
2023. As at the end of Q1 2023 Teleperformance L1m1ted was tracking in line with its budget commltments on all
key metrics.

Consequently, the Directors are confident that the Company will havé sufficient funds to continue to meet its
liabilities as they fall due for at least 12 months from the date of approval of the financial statements and therefore
have prepared the financial statements on a going concern basis. The Company-continues to trade profitably,
generate positive cash-flow and has no non-group debt. ‘ ‘ .
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Strategic Report | (continued)

Section 1:72 statement

s - e

In accordance with the Companies'Act 2006 (the “Act”), the directors provide this statement describing how they
-have had regard to the matters set out in Section 172 of the Act, when performing their duty to promote the success
of the company, under Section 172.

Teleperformance lelted isa wholly owned subsidiary of its ultimate parent company Teleperformance S.E. Group.
Teleperformance S:E. Group is listed on the Paris Stock, Exchange (Euronext Paris) and its shares included in the
CAC40. Many common polrcres and practices are applied throughout the group of companies headed by
Teleperformance S.E. Group via divisional management teams and a common govemance framework, however as -
the Section 172 requirement applies to UK companies, the following disclosure describes how the directors of.
Teleperformance Limited have had regard to the matters set out in section 172(1a) to (f) and forms the directors’
statement required under section 414 of the Act. .

This statement also provrdes details of how the d1rectors have engaged 'with' and have regard to the interest of our
" key stakeholder groups: .
. 1) Clients/Customers
2) Shareholders :
3) Colleagues (Employees)
4)  Regulators'& Government - .
5) Suppliers ‘ ' ‘ ’ o
6) Communities & Environment ‘ E ‘
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Strﬁtegic Report (continued)

Section 172 statement (coniinueaD

Clzents/Customers _

As one of the world’s leading customer management companies, we understand that long term success is only
possible with a customer centric business model, and therefore both understanding and delivering for our clients and
our clients’ customers is critical to all Board decisions. With over 50 key clients in the UK serving millions of our
clients’ customers, we strive to deliver exceptional customer service, treat customers fairly and to create customer

~ outcomes aligned to our clients’ business models and objectlves — every senior management declsmn has this focus

in mmd

The Board truly understand the changing needs of our clients and their customers, the governance of which is
summarised i n the matrix below:

diverse client base

Exceptional Service
Delivery to our clients’
customers

Investment plans linked. -

directly to delivering
service improvement and
innovation for our clients
and their customers

account plan review

Formal Board review of
client sentiment / heat
map, customers KPI’s
and customer satisfaction
(CSAT) '

Direct attendance at
client review meetings
plus one-to-one meetmgs
with client directors

Regular operational site
visits by the Board -
where end customer

activity is observed and

improvement ideas
supported

Stakeholder Group Stratégic Objectives Board Engagement Business Outcomes
Clients/Customers Long Term Strategic Client Satisfaction "Long term contractual
Relationships with a Survey (KSAT) and relationships with clients -

that deliver success for

our clients and results for

“their customers

NPS and KPI delivery
for our clients in line
with their own business
objectives and our

" contractual obligations ~ -

Adherence to
Teleperformance
Limited and Client
operational procedures’
and policies
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Strategic Report (continued)

Section 172 statement (continued)

Shareholders | o | | L
Teleperformance reports to its group parent Teleperformahce S.E. Grorlp which has accountability. to shareholders
both retail and corporate as part of its listing on the Paris Stock Exchange (Euronext Paris). Teleperformance S.E.

Group undertakes a comprehensive shareholder engagement programme including both mstltutlona] and retail -
shareholders with regular feedback to management and the Board .

Teleperformance Limited strives to consider all shareholder groups evenly when making key decisions for the UK
entity and therefore the Teleperformance S.E. Group.

Stakeholder Group

Board Engagement

Business Qutcomes

Shareholders

Strategic Objectives
Delivery of
Teleperformance S.E.
Group strategic

| objectives:

Year-on-year sustainable
sales growth

Consistent profit levels
with superior
shareholder returns

Strong liquidity and

cash-flow management

Responsible sustainable
business model

Regular review and

-direct decision making

regarding financial
performance and
profitability analytics

Board-level inpdt into
key pricing and -

contractual decisions

Regular review of

growth opportunities and -

input into strategy

Profitable contracts
across all sectors

Deliver of long term
sustainable growth
strategy
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Strategic Report (continued)

Section 172 statement (continued)

Colleagues (Emplojzées)-

The company has over 6,500 colleagues who take pride in working for an inclusive and diverse organisation and
with their support, we are building a culture where everyone feels included, empowered and insplred to do the right
thing for our clients and their customers. Through our strategy we have and will continue to invest in col]eagues to
ensure that-we contmue to attract, develop and retain these key skills and capabilities. :

The Teleperformance S.E. Group globally abides by both a customer- and value-led culture, represented by five

values, each of which, the UK Management team promote as values within Teleperformance A
Cosmos — symbolising Integrity, Earth — symbolising Respect, Metal — symbolising Professmnahsm Air—-
“symbolling Innovation, Fire — symbolising Commitment.

Our focus on colleagues as an equal stakeholder group within Teleperformance Limited aims to achieve the
following outcomes as priorities:
. 1) Improved employee engagement
2) Fair and competitive pay and remuneration structure
3) .Championing diversity and equality

4) Enabling work-at-home (WAH) opportunities post COVID-19 in addition to prov1dmg hlgh quallty, safe

and secure on-site facilities

5) Promoting a fun culture with a balance of life and work for our colleagues -

Business Qutcomes.

engagement

| Fair and competitive pay

and remuneration
structure

To be the leading UK
BPO for diversity and

equality

Enabling work-at-home

(WAH) opportunities
post COVID-19 in
addition to providing

| high quality, safe and -

secure on-site facilities

" KPI’s and matters

Annual Employee
Survey (ESAT) with
quarterly ‘checks’

.| Independent employee

sentiment survey (E.g. -
‘Great Place to Work’) ~

Direct engagement of
colleague at all levels by
the Board including site

visits, ‘town hall’ events,

floor-walking and
welcoming direct

Reporting, analytics and
action plans

Direct involvement in
business investment
decisions relating to -

| employee facilities,

infrastructure and

training

Stakeholder Group Strategic Objectives Board Engagement
Colleagues Improved employee Formal Board review of | Improved Employee
(Employees) key people/HR trends, Engagement

Improved colleague
retention

Improved attractiveness

-and a place to work

Application of
Teleperformance culture,
policy and process to -
customer outcomes

Demonstration of .
Teleperformance values
in how employees their
treat their own

Promoting a fun culture | feedback colleagues and strive to
with a balance of life and improve the business
-work for our colleagues | Gender Pay Gap
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Strategic Report (continued)

Section 172 statement (continued)

Regulators & Government

Around 7% of Teleperformance Limited’s core busmess is directly regulated by the F manmal Conduct Authority,

* and Teleperformance Limited is accordingly authorised and regulated by the Financial Conduct Authority. In
addition to this we operate on behalf of many clients who themselves operate in a regulated industry and require

~ Teleperformance Limited to deliver to the required standards. '

- The UK government is a key stakeholder of Teleperformance Limited in two ways, firstly in terms of adherence to
laws, policy, taxation and governance requirements but additionally in the fact that more than 30% of .
.Teleperformance Limited’s revenues are created in delivering a wide variety of services to the govemment and its
associated organisations such as HMPO and the NHS. -

Both regulators and the government are therefore a critical stakeholder group to Teleperformance Limited and the -

Board takes all its oblngatlons seriously and conducts its business in a robust and professional way to satlsfy all such

requirements:

Board Engagement

Government

and metrics for
Teleperformance
Limited or on behalf of
our clients

‘Accurate and timely

filing of a business ’
documentation and
requirements

Accurate calculation and
payment of all appllcable
taxes

Proactive involvement in
helping shape strategy or
policy where applicable

Robust delivery of
business services that
directly support the
government

structured regulatory
governance frameworks

Board chairing of Risk &

' Regulatory committees

Review and formal sign
off of all key filings —
regulatory and
governance

Board membership in
Teleperformance
Limited Tax Committee
Governance

Board-approved
publication of mandatory
UK Tax Strategy

Input into government
‘Decision Maker’ forums

Stakeholder Group Strategic Objectives Business Outcomes
Regulators & - Adherence to all Direct Board Structured and robust
regulatory requirements | involvement in risk and regulatory

governance framework
with proactive
management and
oversight

Adherence to all required
filings for regulatory or
the government

Payment of all required
taxes '

Robust delivery of
services to the -

- government and

associated organisations
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Section 172 statement (continued)

Suppliers

Teleperformance Limited
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In turn with Teleperformance Limited beiﬁg a supplier/partner to our clients, we strive to treat all of our supplier as-

partners.and trust them to be an integral part of our supply chain to deliver for our business and u]tlmately our

clients.

The Board promotes the bunldmg of strong relationships with key suppllers and that they are treated fairly as we -

would expect to be treated from our clients.

Stakeholder Group

Strategic Objectives

Board Engagement

Business Outcomes

Suppliers

Long term strategic
partnerships with key
suppliers

" Fair pricing and terms

offered to supply chain,
reflective of our client
contracts where
applicable

Strong business
continuity, flexibility
and minimised risk from
supply chain '

Encourage innovation

from suppliers

Fair payment practise

Direct involvement in
key supplier decisions
and terms

| Board attendance at

‘Purchasing Committee’
as set out in
Teleperformance S.E.
Group governance

Regular review of
payment analysis and
any suppliers beyond
terms where a fully
approved invoice exists

Promotion of local and
SME selection where no
apparent variation on
quality of price to other.
suppllers

Attendance or updates
on supplier review

| meetings for key
supplier partners

Group wide policy on
supplier risk assessment
(including, but not
limited to: credit risk,
related party checks,
sanctions checks and
adherence to.
Teleperformance policies
and ethics

Strong supplier

‘| arrangements, zero

disputes, long-tern win-
win relationships

Supplier partnerships -

| that add value in the -

supply chain to-our
clients and their

customers-

10
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- Strategic Report (continued)
Section 172 statement (continued)

Communities & Environment .

Teleperformance Limited plays an active role in the community. With over 10 UK locations we have employees in
‘many parts of the UK and eachone is encouraged to take an active role supporting the local community in addition
‘to national support. - . : -

In line with our parent company, Teleperformance S.E. Group, we are committed to improving our environment.
The Board of Teleperformance see this active role in supporting the community and our environment as extremely
important in supporting the areas we conduct our business from and helping the world we all live in.

Stakeholder Group Strategic Objectives Board Engagement Business Qutcomes

Communities & Proactive support for UK | Teleperformance S.E. Support for local and

Environment ’ communities, Group established “national good causes and
particularly those local | responsible business charities

‘to our facilities and close | strategy
to our employees C Reduced carbon -
. | Direct review of the footprint

Reduce carbon footprint | Citizen' of the World ‘
of TPUK and support (COTW) tracker —a
Group wide objective of | Teleperformance S.E.
49% carbon reduction by | Group initiative to track
2026, using science and encourage ’
based targets community and

' " | charitable support — both
in terms of fundraising
and volunteer days -

Direct involvement in
fundraising policies and
strategy (e.g. “3000+
days” volunteering
initiative) i

Board-level promotion
of paperless and reduced
carbon working practises
and strategy

11
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Strategic Report (continued)

Streemlined energy and carbon report (SECR)

Effective from accounting periods starting on or after 1 April 2019, The Companies and Limited Liability.
Partnerships (Energy and Carbon Report) Regulatrons 2018 introduced the requrrement for annual energy and
carbon reporting. This is the third year of reporting.

Teleperformance Limited recognises that our business operations have a direct impact on-the environment due to the
consumptlon of natural resources like energy and water and generatlon of waste.

As part of Teleperformance S.E. group, Teleperformance Limited commits to comply with relevant compliance
obligations to which the organisation subscribes; whilst also seeking to continually i 1mprove the environmental
systems in place to minimize the env1ronmental impacts of our operations. -

This global policy is intégrated within the Corporate Governance framework for Teleperformance S.E. The policy
on environmental protection forms part of the group’s business management system. The Corporate Social
Responsibility (CSR) committee is responsible for ensuring'that the policy is implemented, and sufficient resources
are available to meet the objectives and targets of this policy. Country Managing Directors through the local
Environmental Committee are responsible for the practical implementation and control of their environmental
system, and all employees are responsible for meeting the aims and-objectives within their respective areas.

Teleperformance S.E. has set the followmg core objectives in order to meet the group’s envrronmental and .
sustainable goals, which Teleperformance Limited has adopted:

e Create awareness among all our employees on the environment protection through various employee
engagement programs, trainings and awareness campaigns
"e  Conserve natural resources by improving resource efﬂciency - energy & water

e Identify energy saving initiatives within our operatlons to reduce the Group’s energy consumptlon and related
GHG emissions

e  Reduce our carbon footprint (CF) per employee across all country operatlons and track the performance on
regular basis

K Reduction of travel (air and local) across all our country operations by encouragmg virtual meeting platforms
_use of public transportation and recommend carpooling

¢ Reduce the environmental footprint of our IT mfrastructure and operations mcludmg data centres through Green
IT Initiatives - . N .

e Adopt the principle of circularity for sustainable waste management in our business operations through waste
- minimisation, recycling and eco-friendly disposal as per the regulatory requirements and/or industry-best
practlces

o Integrate environmental considerations as a criterion while selecting the new office infrastructure
e Strive towards Green Procurement of all the products we purehase for our business operations

e Engage vendors and contractors on énvironment sustainability through trainings and awareness campaigns;
develop pre-qualification criteria and mtegrate the environmental considerations in the contractual conditions to
collaboratively achieve our objectives of greemng supply chain

e Country Operations are to set, monitor, benchmark and review the performance of the objectives and-targets on
regular basis to ensure the Groups’ environmental objectives are being met '

e Communicate the environment polrcy to all the employees, customer, contractors and business partners and
make sure it is available to public

12
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Strategic Report (continued)

Streamlined energy and carbon report (SECRY) (continued) ‘ ,

e Conduct the group management reviews to evaluate the envrronmental performance of the country operations
on annual basis -

\

Review the environmental policy periodically to ensure its continuing applicability and relevance in our
business operations.’

Teleperformance S.E. is dedicated to setting the best standards and adhering to sustainable practices in order to
make a positive impact on the planet and therefore, strive to fulfil its environmental commitments as a truly
responsible global corporate citizen:

" The Teleperformance environmental Vinitiative, Citizen of the Planet (COTP), is fully sponsored and supported by

the Chairman of the Board of Teleperformance S.E. group. COTP is a global corporate iiitiative implemented in
2008, aimed at ensuring that Teleperformance operates in an environmentally friendly and responsible manner. In a
combined effort, Teleperformance commits to helping our planet by improving facilities to create sustainable sites
(i.e., water, paper, and other waste reductions) and strive for paperless environments, as well as recycling and
incentivizing energy and atmosphere improvements. Teleperformance encourages its sites to continuously improve -
their impact on their local habitats. See https: //www teleperformance.com/en- us/about/citizen-of-the- planet for
further details.

Following the adoption by 196 parties of the Paris Agreement on climate change on 23 September 2022,
Teleperformance S.E. has set carbon reduction targets through the Science Based Targets initiative (SBTi). This is
part of the organisation’s overall strategy to put it on course for a net-zero decarbonisation trajectory by 2040, ten
years ahead of the Paris Agreement commitment. Teleperformance S.E. has committed to reduce Scope 1 (direct
emissions from owned or controlled sources) and Scope 2 (indirect emissions from the power generation) GHG
emissions by 49% per employee by 2026 from a 2019 base year, and has also pledged to reduce scope 3 carbon
emissions from purchased goods and services, and employee commuting by 38% per employee by 2026 from a 2019
base year.

Energy and emissions report

Teleperformance Limited submits Environmental reporting to the group CSR department three times a year. Data
reported is verified internally by the department and also by the Group Reporting and Consolidation team to ensure
consistency. It is then audited at group level by externally appointed CSR specialists.

For 2022, environmental data provided to the CSR department was as follows: "

e Electricity usage (in kWh)-

e Airtravel (in km)

e Paper consumption (in metric tonnes)

¢ Water consumption (in cubic metres)

- 13
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Environmental data submitted for the year ending 31 December 2022 across an average of 11 Telepgrformanbe sites’

was:
2022 usage Associated Greenhouse Intensity ratio.
' gas emissions . :
(tonnes CO2e equivalent)
Electricity usage . 4,706,887 kWh 910,218 | 26.37 tonnes CO2e per square metre
Air travel 3,162,427 km - 485,527 | 70.45 tonnes CO2¢ per employee
Paper consumption 3.98 metric tonnes 3,659 | 0.53 tonnes COz2e per employee

Water consumption

21,126 cubic metres

3,148

0.46 tonnes COz2e Per employee

Envir’onmental‘dat.a submitted for the year ending 31 December 2021 across an average of 12 Teleperformance sites

was:
2021 usage Associated Greenhouse Intensity ratio
gas emissions
(tonnes CO2e equivalent)
Electricity usage 6,262,127 kWh 1,329,637 31.55 tonnes CO2e per square metre’
Air travel . 198,405 km .- 30,461 * 3.66 tonnes CO2e per employee
Paper consumption | 18.85 metric tonnes 17,331 2.0.8 tonnes CO2e per employee
Water consumption: | 24,986 cubic metres 3,723 0.45 tonnes CO2e Per employee

N

Electricity and paper usage and emissions reduced in 2022, due to the large number of staff continuing to work from
home, the closure of two sites in January and November, and the continued drive towards a paperless office

environment. Air travel increased substantially due to the removal of travel restrictions following the COVID-19

pandemic.

1

Greenhouse gas emissions are reported in line with the requirements of large unquotéd compgnies set out in the UK .
Government’s Environmental Reporting Guidelines (March 2019) and use the UK Government GHG Conversion
Factors for Company Reporting 2022.
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Strategic Report (continued)

Corporate Governance code

s

As a subsidiary of Teleperformance S.E. ‘GrouAp,'Teleperforménce Limited falls under the group corporate
governance structure. Teleperformance S.E. Group adheres to the corporate governance code of listed companies of
" the AFEP and the MEDEF, and sets out in its public results and on the corporate website its governance framework.

- .. The corporate governance framework of Teleperformance S.E. Group is structured as follows:

e The Board of Directors (in the form of a Conseil d’administration). It sets the strategic guidelines for
Teleperformance’s activities and oversees their implementation. The Board considers all matters regarding the
operations of the Group and, through its deliberations, settles any issues arising. It is composed of a maJorlty of
independent members .

e  The Executive Management. The governance structure set up in October 2017 is based on a Chairman and
Chief Executive Officer, a Deputy Chief Executive Officer and, since September 2019, an expanded
Management Committee in terms-of skills; experiences and expertise including the Executive Committee.

The combination of the functions of Chairman of the Board and Chief Executive Officer and the appointment of .
a Deputy Chief Executive Officer enables the Group to assert a more transparent, rectilinear and, above all,
flexible management organization structure in ordér to encourage the acceleration of the strategic decision-
making process and decision-making circuits so that decisions can be 1mplemented more quickly to meet the
Group’s current and future challenges

e The Executive Committee. The Executive Committee is responsible for the Group’s operational management.
-It meets at least twice per month. It implements the strategic orientations, ensures the coherence of the actions
undertaken by all of the subsidiaries and discusses the major operational mltlatlves necessary to the
development of the Group and to its performance

In the performance of its missions and duties, the Board is assisted by two speciaiised Committees: the
Remuneration & Appointments Committee and the Audit & Compliance' Committee. )

The works performed by the Committees, which report on their work after each of their meetings, assist the Board
of Directors in its discussions and decision making. The Board Committees work on assignments entrusted to them
by the Board. They actively prepare their works and inform the Board of all points which appear to raise an issue or
require a decision, thus facilitating its deliberations. They also provide any advice and recommendation to the Board
as falls within their remit, but have no power of decision, subject to the decisions that the Audit & Compliance
Committee may adopt pursuant to applicable legal and regulatory provisions, under the responsibility of the Board.

The Remuneration & Appointments Committee issues opinions and recommendations regarding:

o the determination of the remuneration policy and of the benefits granted-to executive officers, including
determining the variable portion by assessing the definition of the rules for setting this variable portion and the
annual application of these rules;

o the overall policy for granting performance shares, together with the conditions attached to the final vesting of
these shares;

e the global amount and rules of allocation of directors’ fees;
e the succession plans; and

¢ the candidates for membership of the Board of Directors, their status as independents, and annual review of
such quality in accordance with the criteria deﬁned by the AFEP-MEDEF code and/or the renewal of terms of
_ofﬁce of dlrectors : :
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Strategic Report (continued)

Corporate Governance code (continued)

The Audit & Compliance Committee's overall remit is to monitor issues relatmg to the preparation and control of
financial and accounting information. It prepares the background work for the Board’s approval of the annual -
(parent company and consolidated) financial statements and its review of the half- yearly financial statements, at
least two days prior to the relevant Board meeting. :

As part of its specific remit, the Committee is prlmanly responsible for momtormg

e the financial mformat10n preparation process;

o . the effectlveness of the mtemal control and risk management systems ‘ .

~ e the statutory audit of the parent company and consolidated accounts performed by the statutot'y auditors; and
e the independence of the statutory auditors ' »

The purpose of this statutory assignment is to prepare and facilitate the oversight work of the Board of}Directors,
. anticipate potential problems, identify. all risks, notify the Board of those rlsks and issue appropriate :
recommendations to the Board. :

By order of the board
., G Slade . L - . ) - Spectrum House
*Director ' S - ‘Bond Street
- ' Bristol
BS1 3LG
27 September 2023
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Directors’ Report

The Directors present their report with the accounts of the Company for the year ended 31 December 2022,
Dividends A ' _
The total distributions of dividends for the year ended 31 December 2022 was £12,700,000 (2021: £10,453, 000).

Directors

The directors who served during the period and up to the date of approval of these financial statements were:

G Slade
K Wise

Polltlcal and charitable donatlons

No polltlcal contributions were made during the perlod (2021: £nil). Contributions for charitable purposes
amounted to £nil (2021 £nil). Teleperformance Limited takes pride in enabling employées to contribute to thelr
own charltable causes, whilst any larger donatlons are facilitated by Teleperformance S.E.

People with disabilities

It is the po"liey of the Company to encourage the employment and development of suitable people with disabilities.
No unnecessary limitations are placed on the type of work that they perform and the policy ensures that in
appropriate cases consideration is given to modifications to equipment or premises and to adjustments in working
practices. Full and fair consideration will be given to applicants with disabilities for employment and existing
employees who become disabled will have the opportunity to retrain and continue in employment.

Employee lnvolvement

Health and safety of the Company’s employees continues to be an 1mmed1ate priority for those employees
" continuing to work at Company offices. Over 5, 000 employees continue to work from home with approprlate IT
support. .

The HR team introduced a number of forums and initiatives during the pandemic to enable employees to keep in
touch, both professionally and socially, and to help employees who may be struggling with mental health issues.
These remain in place in the ‘post-COVID’ environment. ‘ :

The Company is committed to informing and consulting with its employees. There are dedicated forums on each of
the sites which directly encourage employee involvement in the performance of the Company. Periodic 1ntemal
‘town hall’ meetrngs raise awareness of the financial and economic factors whlch the Company faces

In 2022 Teleperformance Limited was re-accredited as a ‘Great Place to Work’ (large orgamsatlons) and as a ‘Best
Place to Work for Women’ (super-large organisations) and ‘Best Workplace for Wellbeing’.

The Company’s aim for all members of staff and applicants for employment is to fit the qualifications, aptitude and
ability of each individual to the appropriate job.and to provide equal opportunity regardless of sex, religion and
ethnic origin. ‘

Going concern approach

Management’s going concern assessment was based on modelling different scenarios and considering different
factors when preparing future cash flow forecasts over 2023 and 2024, as follows:

e Variable forecasts based on key client volumes, particularly those clients whose business is expected to grow
further after all restrictions relating to the COVID-19 pandemic are lifted (such as travel related clients), and
clients whose business could contract due to the current cost of living crisis and economic outlook (such as

‘retail clients) :
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Going concern approach (continued)

e Retention of key clients; the vast majonty of the Company’s key clients have been able to continue trading
during 2021 and 2022 with-the Company continuing to support by offering flexible solutlons such as home
" working -

o As the restrictions in the UK have fully ended, some clients have signalled their preference for-a-return to office -
based working for Teleperformance staff, whilst others have confirmed their preference to continue with home
based working, particularly with the new home working processes and policies that have been rolled out”
through the Teleperformance ‘Cloud Campus’ programme b

'o. Different assumptlons regarding reductions in capltal expendrture other investments and overheads, partly due
to this new work at home model, meant that a new and evolving approach to the Company s estate, property,
and other costs was taken in 2022 and this has continued for 2023 planning

- & Stress testing has been applied to revenue assumptions for 2023 ‘and 2024, modelling how quickly costs could.
be turned off i in the case of revenue falling. The results were that revenue would have to fall by 39% before cash
flow became a significant issue .

The view of the Directors following this assessment was that the Company is in a strong position and will have
sufficient funds to continue to meet its liabilities as they fall due for at least 12 months from the date of approval of
the financial statements. The Company has a healthy balance sheet, no non-group debt, a strong sales pipeline, and
continues to trade profitably and generate positive cash flows. Therefore, the Directors have prepared these financial
statements on a going concern basis. s

Disclosure of information to auditor

The directors who held office at the date of approval of this directors’ report confirm that, so far as they are each
aware, there is no relevant audit information of which the Company’s auditor is unaware; and each director has
taken all the steps that they ought to have taken as a director to make themselves aware of any relevant audit
information and to establish that the Company’s auditor is aware of that information. .

Auditor

KPMG LLP resigned as auditor on completion of the company's 2022 audit. Following a global exercise, Constantin
was appointed as the company's auditor for the next audit cycle in accordance with section 485 of the Companies
Act 2006.

By order of the board ‘

- Spectrum House

A o ! Bond Street
G Slade : » . ' Bristol
. Director _ ) ' ' . ~ BSI3LG

- ‘ ' 27 Septerber 2023
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Statement of Directors’ responsnbllltles in respect of the Strateglc Report the
Directors’ Report and the Financial Statements

The directors are responsible for preparing the Strategic Report, the Directors’ Report and the financial statements in
accordance w1th applicable law and regulatlons . :

Company law requires the directors to prepare financial statements for each financial year. Under that law they
_ have elected to prepare the financial statements in accordance with UK accounting standards and applicable law
(UK Generally Accepted Accounting Practice), including FRS 101 Reduced Disclosure Framework.

Under company law the directors must not approve the financial statements unless they are satisfied that they give a
true and fair view of the state of affairs of the company and of the profit-or loss of the company.for that penod In
preparing these financial statements, the directors are required to: : .

e - select suitable accounting pohc1es and then apply them consistently;
* e make judgements and estlmates that are reasonable and prudent;

e state whether applicable UK accounting standards have been followed, subject to any’ matenal departures
disclosed and explamed in the financial statements;

e  assess the company’s ability to continue as a going concern, disclosing, as apphcable matters related to going
concern; and

- o - use the going concern basis of accountmg unless-they either mtend to hquxdate the company or to cease
opérations, or have no realistic alternative but to do so.

The directors are responsible for keeping adequate accounting records that are sufficient to show and explain the
company’s transactions and disclose with reasonable accuracy at any time the financial position of the company and
enable them to ensure that the financial statements comply with the Companies Act 2006. They are responsible for
such internal control as they determine is necessary to enable the preparation of financial statements that are free
from material misstatement, whether due to fraud or error, and have general responsibility for taking such steps as
are reasonably open to them to safeguard the assets of the company and to prevent and detect fraud and other
1rregular1t1es .
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Independent Auditor’s Report to the members of Teleperformance Limited

Opinion .
We have audited the financial statements of Teleperformance Limited (“the company”) for the year ended 31

December 2022 which comprise the Profit & Loss Account and Other Comprehensive Income, Balance Sheet,
Statement of Changes.in Equity, and related notes, including the accounting policies in note. 1.

In our opinion the financial statements:

¢ give atrue and fair view of the state of the company’s affairs as at 31 December 2022 and of its profit for the
year then ended;

e have been properly prepared in accordance with UK accountmg standards including FRS 101 Reduced
Disclosure Framework; and

e have been prepared in accordance with the requirements of the Companies Act 2006.
Basis for opinion

We conducted our-audit in accordance with International Standards on Auditing (UK) (“ISAs (UK)”) and applicable
law. Our responsibilities are described below. We have fulfilled our ethical responsibilities undér, and are
independent of the company in accordance with, UK ethical requirements including the FRC Ethical Standard as
applied to other entities of public interest. We believe that the audit evidence we have obtained is a sufficient and .
appropriate basis for our opinion. :

Going concern

The directors have prepared the financial statements on the going concern basis as they do not intend to liquidate the
company or to cease its operations, and as they have concluded that the company’s financial position means that this
is realistic. They have also concluded that there are no material uncertainties that could have cast significant doubt
over its ability to continue as.a going concern for at least a year from the date of approval of the financial statements
(“the going concern period”).

We used our knowledge of the group and company, its industry, and the general economic environment to identify
the inherent risks to its business mode! and analysed how those risks might affect the company’s financial resources
or ability to continue operatlons over the going concern period. The risks that we considered most likely to
adversely affect the company’s available financial resources over this period were:

.. Changes in key customers / contracts
e Management of cost base in line with changes in key customers / contracts

We considered whether these risks could plausibly. affect the liquidity in the gomg concern period by comparmg
severe, but plausible, downside scenarios that could arise from these risks individually and collectively against the
level of available financial resources indicated by the financial forecasts.

We considered whether the going concern disclosure in note 1 to the financial stateménts gives a full and accurate
description of the director’s assessment of going concern, including the identified risks, dependencies, and related
sensitivities.

Our conclusions based on thls work:

o we consider that the directors’ use of the gomg concern basrs of accounting in the preparatlon of the ﬁnancral
statements is approprlate

e we have not 1dent1ﬁed and concur with the directors’ assessment that there is not, a material uncertainty related
_ te events or conditions that, individually or collectively, may cast significant doubt on the company's ability to
continue as a going concern for the going concern period; and .

e we . found the going concern.disclosure. in note 1 to be acceptable ~

However, as we cannot predict all future events or conditions and as subsequent events may result in outcomes that
are inconsistent with judgements that were reasonable at the time they were made, the above conclusions are not a
guarantee that the company will continue in operation.
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Independent Auditor’s Report to the members of Teleperformance lelted
. (contmued)

Fraud and breaches of laws and regulations — ability to detect
Identifying and responding to risks of material misstatement due to fraud
To identify risks of material misstatement due to fraud (“fraud risks”) we assessed events or conditions that could

indicate an incentive or pressure to commit fraud or prov1de an opportunity to commit-fraud. Our risk assessment -
procedures included: : :

e  Enquiring of directors as to the Company’s high-level policies and procedures to prevent and detect fraud, as
well as whether they have knowledge of any.actual, suspected or alleged fraud. '
¢ Reading Board minutes.

. Con51dermg remuneration incentive schemes and performance targets for senior management including the
' equ1ty -settled share-based ‘payments and annual bonus.

e Using analytlcal procedures to. 1dent1fy any unusual or unexpected relationships.
We communicated identified fraud risks throughout the audit team and remained-alert to any indications of fraud

throughout the audit.

As required by auditing standards, and taking into account possible pressures to meet profit targets, we perform
procedures to address the risk of management override of controls and the risk of fraudulent revenue recogmtlon in
particular:

" e the risk that management may be in a position to make inappropriate accounting entries; and
e the risk that revenue is overstated through recording revenues in the wrong period.

We did not identify any additional fraud risks.

- In determining the audit procedures, we took into account the results of our evaluation and testing of the operating
effectiveness of some of the Company-wide fraud risk management controls.

We also performed procedures including:

. Identlfymg journal entries to test based on risk criteria and comparmg the identified entries to supporting
documentation. These included those posted to unusual accounts.” .

Ia’entzfymg and responding to risks of material misstatement due to non—com‘bliance with laws and regulations

We identified areas of laws and regulations that could reasonably be expected to have a material effect on the
financial statements from our general commercial and sector experience and through discussion with the directors .
.and other management (as required by auditing standards), and discussed with the directors and other management
the policies and procedures regarding comphance with laws and regulations.

We communicated identified laws and regulations throughout our team and remained a]ert to any indications of non-
compliance throughout the audit.

The potential effect of these laws and regulations on the financial statements varies considerably.
Firstly, the Company is subject to laws and regulations that directly affect the financial statements including
financial reporting legislation (including related companies’ legislation), distributable profits legislation, and

taxation legislation, and we assessed the extent of compliance with these laws and regulations as part of our
procedures on the related financial statement items.
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Independent Auditor’s Report to the members of Teleperformance Limited
(continued)

Fraud and breaches of laws and regulations - ability to detect (continued)

Identifying and respona’mg to risks of material misstatement due to non- complzance with laws and regulations
(continued)

Secondly, the Company is subject to many other laws and regulations where the consequences of non-compliance
could have a material effect on amounts or disclosures in the financial statements, for instance through the
imposition of fines or litigation or the loss of Company’s license to operate. We identified the following areas as
those most likely to have such an effect: health and safety, data protection laws, anti-bribery, employment law,
money laundering legislation, recognising the nature of the Company’s activities. Auditing standards limit the
required audit procedures to identify non-compliance with these laws and regulations to enquiry of the directors and
other management and inspection of regulatory and legal correspondence, if any. Therefore, if a breach of
operational regulations is not disclosed to us or evident from relevant correspondence, an audit will not detect that
breach.. ' : '

Context of the ability of the audit to detect fraud or breaches of law or regulation .

Owing to the inherent limitations of an audit, there is an unavoidable risk that we may not have detected some
material misstatements in the financial statements, even though we have properly planned and performed our audit
in accordance with auditing standards. For example, the further removed non-compliance with laws and regulations
is from the events and transactions reflected in the financial statements, the less likely the inherently limited
procedures required by auditing standards would identify it..

In addition, as with any audit, there remained a higher risk of non-detection of fraud, as these may involve collusion,
forgery, intentional omissions, misrepresentations, or the override of internal controls. Our audit procedures are
designed to detect material misstatement. We are not responsible for preventing non-compliance or fraud and cannot
be expected to detect non-compliance with all laws and regulations.

. Strategic report and directors’ report

The directors are responsible for the strategic report and the directors’ report. -Our opinion on the financial -
~ statements does not cover those reports and we do not express an audit opinion thereon. g

- Our'responsibility is to read the strategic report and the directors’ report and, in doing so, consider whether, based
on our financial statements audit work, the information therein is materially misstated or inconsistent with the
financial statements or our audit knowledge. Based solely on that work:

. we have not 1dent1ﬁed matenal mlsstatements m the strateglc report and the directors’ report;

. in our opinion the-information given in those reports for the financial year is consistent with the ﬁnancnal
statements -and

. "in our opinion those reports have been prepared in accordance with the Companies Act 2006.

Matters on which we are required to report by exception
Under the Companies Act 2006 we are required to report to you if, in our-opinion:

¢ adequate accounting records have not been kept, or returns adequate for our audit have not been received from
branches not v151ted by us; or :

e the financial statements are not in agreement ‘with the accounting records and returns; or
e certain disclosures of directors’ rémuneration specified by law are not made; or
e we have not received all the information and explanations we require for our audit.

We have nothing to report in these respects.
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JIndependent Auditor’s Report to the members of T eléperformance Limited
(continued)

Directors’ responsibilities

As explained more fully in their statement set out on page 19, the directors are responsible for: the preparatlon of the
- financial statements and for being satisfied that they give a true and fair view; such internal control as they
determine is necessary to enable the preparation of financial statements that are free from material misstatement,
whether due to fraud or error; assessing the company s ability to-continue as a going concern, disclosing, as

applicable, matters related to going concern; and using the going concern basis of accounting unless they either
intend to liquidate the company or to cease operations, or have no realistic alternative but to do so.

Auditor’s responsibilities
Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are free from *
material misstatement, whether due to fraud or error, and to issue our opinion in an auditor’s report. Reasonable
assurance is a high level of assurance, but does not guarantee that an audit conducted in accordance with ISAs (UK)
will always detect a material misstatement when it exists. Misstatements can arise from fraud or error and are

considered material if, individually or in aggregate, they could reasonably be expected to influence the economic
decisions of users taken on the basis of the financial statements. :

A fuller description of our responsibilities is provided on the FRC’s website at
www.frc.org.uk/auditorsresponsibilities. ‘

The purpose of our audit work and to whom we owe our responsibilities

This réport is made solely to the company’s members, as a body, in accordance with Chapter 3 of Part 16 of the
Compames Act 2006. Our audit work.has been undertaken so that we might state to the company’s members those
matters we are required to state to them in an auditor’s report and for no other purpose. To the fullest extent
permitted by law, we do not accept or assume responsibility to anyone other than the company and the company’s
members, as a body, for our audit work, for this report, or for the opinions we have formed. .

Andrew Gordon (Senior Statutory Auditor)

for and on behalf of KPMG LLP, Statutory Auditor
Chartered Accountants

66 Queen Square,

Bristol,

BS14BE

29 September 2023
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Profit & Loss Account and Other Comprehensxve Income
for the year ended 31 December 2022

Note
’ 2022 . 2021
£000 £000

Turnover ‘ o ' © 279,355 © 430,896
Cost of sales . o . (223,717) (355,853)
Gross profit ' B S 55,638 75,043 -
Administrative expenses a . - ' (50,885) (55,945)
Other operating income / (expenses) ’ . 2 - 33 ' - (50) -
Operating profit - : : . . 3. ' 5,084 19,048
Other interest receivable & similar income ‘ ’ . 6 265
Dividend income from fixed asset investments - : ’ - 953
Intefest payable & similar expenses - _ 7 (1,285) (1,874)
Profit before tax - : . - 4064 18127
Tax on profit , S _ 8 : (730) - . (2,769)
Profit after tax for the financial year . : . ) 3,334 ‘ 15,358

The Company had fio- ltems of Other Comprehensnve Income in either the current or precedmg periods.

The notes on pages 27 to 50 form part of the Financial Statements
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Balance Sheet:
at 31 December 2022

Fixed assets
Intangible assets
Tangible assets -
Investments

Current Assets
) Debtors
- Cash at bank and in hand

Creditors: amounts falling due within one year
Net current assets

Total assets less current liabilities

Creditors: amounts falling due after more than one

year
Net assets

Capital & reserves
Called up share capital
Profit & loss account

Shareholder’s funds

* Note

10

Y

.12

13-

14

17

2022
- £000 " £000

20,425

20,224
2,513

43,162 -

‘80,652
10,510

91,162

©(59,493)

31,669

" 74,831

(12,972).

61,859

The notes on pages 27 to 50 form part of the Financial Statements.

2021 |
£000 - “£000 -

20,560
23,163
2,513

46,236
116217
10,854 -

127,071

(87,928)

39,143

- 85,379

(15,'120)

70,259

These financial statements were approved by-the boérd of directors on 27 September 2023 and were signed on its

behalf by: : .

K Wise
Director

Company registered number: 02060289 .
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Statement bf Changés in Equity

Balance at 1 January 2021

Total comprehensive income for the period

Transactions with owners, recorded directly in equity:

Equity-settled share based payment transactions
Dividends

Total contributions by and distributions to.owners

Balance at 31 December 2021

Balance at 1 January 2022

Total comprehensive income for the period

Transactions with owners, recorded directly in equity:

Equity-settled share based payment transactions
Dividends a

Total cont_ributions:by and distributions to '_(_)wners
Balance at 31 December 2022

/‘

Teleperformance Limited -

Annual Report & Financial Statements

Called Up Share Profit & Loss

Capital
£000

12

Account
£000

64,942

15,358

400
(10,453)

(10,053)

70,247

Called Up Share  Profit & Loss

Capital .

£000

12

The notes on pages 27 to 50 form part of the Financial Statements.

. Account
£000

70,247 .

3,334

966
(12,700)

- (11,734)

. 61,847

31 December 2022

Total
Equity
£000 .
64,954
15,358
400
(10,453)

(10,053)

70,259

Total
Equity
£000

70,259

3334

966

(12,700)

(11,734)

61,859
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Notes
(forming part of the F mancml Statements)

1 Accounting policiés

Teleperformance Limited is a company 1ncorporated and domiciled in England. The accounts are presented in
sterling rounded to the nearest thousand. The registered number is 02060289.

These financial statements were prepared in accordance with Financial Reporting Standard 101 Reduced Disclosure
Framework (“FRS 101").

The company is exempt by virtue of $401 of the Companies Act 2006 from the reqnirement to prepare 'group.
financial statements. These financial statements present information about the company as an individual.
undertaking and not about its group. i

In preparing these financial statements, the Company applies the recognition, measurement and disclosure: -
requirements of UK-adopted international accounting standards (“UK-adopted IFRS”), but makes amendments
where necessary in order to comply with Companies Act 2006 and has set out below where advantage of the FRS
101 disclosure exemptions has been taken. ! .

The Company’s ultimate parent undertaking, Teleperformance S.E., incorporated in France, includes the Company
in its consolidated financial statements. The consolidated financial statements of Teleperformance S.E. are prepared
* in accordance with International Financial Reporting Standards and are available to the public and may be obtained
from Teleperformance, 21-25 Rue de Balzac, 75008, Paris Cedex 15 France.

In these financial statements the Company has applied the exemptlons available under FRS 101 in respect of the
following disclosures:

e aCash Flow Statement and related notes )
e Comparative period reconciliations for share capltal tangible fixed assets and mtanglble assets;
" e Disclosures in respect of transactions with wholly owned subsidiaries;

e Disclosures in respect of capital management;

e  The effects of new but not yet effective IFRSs; and ‘

¢ Disclosures in respect of the compensation of Key Management Personnel.

As the consolidated financial statements of Teleperformance S.E. include the equivalent dlsclosures the Company
has also taken the exemptions under FRS 101 avallab]e in respect of the following disclosures:

e IFRS 2 Share Based Payments i in respect of group settled share based payments;

e  Certain disclosures required by IAS 36 Impairment of assets in respect of goodwill and indefinite life intangible
assets; and

e Certain disclosures requlred by IFRS 13 Fazr Value Measurement and the disclosures required by IFRS 7
" Financial Instrument Disclosures.

The accounting policies set out below have, unless otherw1se stated been applled con51stently to all periods
presented in these financial statements.

7
Measurement convention

The financial statements are prepared on the historical cost basis. Non-current assets are stated at the lower of
previous carrying amount and fair value. ’
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Notes (continued)

1 Accounting policies (continued)

Going concern

Management’s going concern assessment was based on modelling different scenarios and considering different
factors when preparing future cash flow forecasts over 2023 and 2024, as follows:

e Variable forecasts based on key client volumes, particularly those clients whose business is expected to grow
further after all restrictions relating to the COVID-19 pandemic are lifted (such as travel related clients), and
clients whose business could contract due to the current cost of living crisis and economic outlook (such as
retail clrents) '

. Retentlon of key clients; the vast majority of the Company s key clients have been able to continue trading
during 2021 and 2022, -with the Company contmumg to support by offering ﬂexrble solutions such as home
. working

e As the restrictions in the UK have fully ended, some clients have signalled their preference for a return to office
based working for Teleperformance staff, whilst others have confirmed their preference to continue with home
based working, particularly with the new home working processes and policies that have been rolled out
through the Teleperformance “Cloud Campus’ programme

o Different assumptions regarding reductions in capital expenditure, other investments and overheads, paﬁly due
to this new work at home model, meant that @ new and evolving approach to the Company’s estate, property, "
and other costs was taken in 2022 and this has continued for 2023 planning

e Stress testing has been applied to revenue assumptions for 2023 and 2024, modelling how quickly costs could °
be turned off in the case of revenue falling. The results were that revenue would have to fall by 39% before cash
flow became a significant issue

The view of the Directors following this assessment was that the Company is in a strong position and will have
sufficient funds to continue to meet its liabilities as they fall due for at least 12 months from the date of approval of
the financial statements. The Company has a healthy balance sheet, no non-group debt, a strong sales pipeline, and
Acontmues to trade profitably and generate positive cash flows. Therefore the Directors have prepared these financial
statements on a going concern basis.

Foreign currency

Transactions in foreign currencies are translated to the Company’s functional currenciés at the foreign exchange rate
ruling at the date of the transaction. Monetary assets and liabilities denominated in foreign currencies at the balance
sheet date are retranslated at the foreign exchange rate ruling at that date. Non-monetary assets and liabilities that
are measured in terms of historical cost in a foreign currency are translated using the exchange rate at the date of the
transaction. Foreign exchange differences arising on translation are recognised in the profit and loss account.
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1 Accounting policies (continued)

Non-derivative financial instruments

Non-derivative financial instruments comprise investments in equity and debt securities, trade and other debtors,
cash and cash equivalents, loans and borrowings, and trade and other creditors.

Trade and other debtors

Trade and other debtors are recogmsed initially at fair value. Subsequent to mmal recognition they are measured at:
amortised cost using the effective interest method, less any impairment losses

Trade and other credztors

‘.

Trade and other’ credltors are recogmsed initially at fa1r value Subsequent to initial recognition they are measured
at amortised cost using the effective mterest method

Investments
Investments in-subsidiaries are stated at amortised cost less impairment.
" Interest-bearing borrowings

Interest-bearing borrowings are recognised initially at fair value less attributable transaction costs. Subsequent to
initial recognition, interest-bearing borrowmgs are stated at amortised cost. usmg the effective interest method, less
any lmpalrment losses.

Leases

At inception of a contract, the Company assesses whether a contract is, or contains, a lease. A contract is, or
contains, a lease if the contract conveys the right'to control the use of an identified asset for a period of time in
exchange for consideration. To assess whether a contract conveys the right to control the use of an identified asset,
the Company assesses whether:

s the contract involves the use of an identified asset — this may be specified explicitly. or implicitly, and should be
physically distinct or represent substantially all of the capacity ofa physically distinct asset. If the supplier has a
substantive substitution right, then the asset is not identified;

o the Company has the right to obtain substantlally all of the economic beneﬁts from use of the asset throughout
“the penod of use; and .

.o the Company has the right to direct the use of the asset. The Company has this-right when it has the decision-
making rights that are most relevant to changing how and for what purpose the asset is used. In rare cases where
the decision about how and for what purpose the asset is used 1s predetermmed the Company has the nght to
direct the use of the asset 1f either: :

o the Company has the right to operate the asset; or

o the Company desngned the asset in a 2 way that predetermines how and for what purpose it will be
used 4

This policy is applied to contracts entered into, or changed on or after 1 January 2019.

At inception or on reassessment of a contract that contains a lease component, ‘the Company allocates the
consideration in'the contract to each lease component on the basis of their relative stand-alone prices. However, for
the leases of land and buildings in which it is a lessee, the Company has elected not to separate non-lease

~ components and account for the lease and non-lease components as a single lease component.
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1 ) Acebunting polici.es (continued)

-Leases (continued)
Accounting policy as a lessee:

-The Company recognises a right of use asset and a lease liability at the lease commencement date. The right of use
.asset is initially measured at cost, which comprises the initial amount of the lease liability adjusted for any lease .
payments made at or before the commencement date, plus any initial direct costs incurréd and an estimate of costs to
dismantle and remove the underlying asset or to restore the underlymg asset or the site on Wthh it 1s located less :
any lease 1ncent1ves received..

All leases are input into Teleperformance Group’s IFRS16 consolidation tool (Anaplan) which calculates the right
of use asset and lease liability values, the discount rate to be used, and the postings for lease acquisitions, dlsposals,
and monthly depreciation and interest costs.

" The rlght of use asset is subsequently depreciated using the-straight-line method from the commencement date to the
earlier of the end of the useful life of the right of use asset or the end of the lease term. The estimated useful lives of
right of use asséts are determined on the same basrs as those of property and equipment.

The lease habrllty is initially measured at the present value of the lease payments that are not paid at the
commencement date, discounted the interest rate calculated by Anaplan.

Lease payments included in the measurement of the lease liability comprise the following:
o fixed payments, including in-substance fixed paymentS'

. varlable lease payments that depend on an index or rate, initially measured usmg the index or rate at the
commencement date; :

e amoun'ts'expected to be payable under a residual value guarantee; and_

¢ the exercise price under a purchase option that the Company is reasonably certain to exercise, lease payments in
an optional renewal period if the Company is.reasonably certain to exercise an extension option, and penalties
“ for early termination of a lease unless the Company is reasonably certain not to terminate early '

The lease liability is measured at amortised cost using the effective interest method. It is remeasured when there is a
‘change in the future lease payments arising from a change in an index or rate, if there is a change in the Company’s
estimate of the amount expected to be payable under a‘residual value guarantee orif the Company changes its
assessment of whether it will exercise a purchase, extension or termmatlon option.

When the lease liability is remeasured in this way, a correspondmg adjustment is made to the carrying amount of the
right of use asset, or is recorded in profit & loss if the carrying amount of the right of use asset has been reduced to’
Zero.

The Company presents right of use assets that do not meet the definitions of IFRS16 recognition in Tangible Fixed
Assets (see Note 10) and lease liabilities in Creditors (see Notes 13 and 14).

i _ Short-term leases & leases of low value assets

The Company has elected not to recognise rlght of use assets and lease liabilities for short-term leases of machinery
that have a’lease term of 12'months or less and leases of low-value assets, including IT Equipment. The Company
recognises the lease payments associated with these leases as an expense on a straight-line basis over the lease term..
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1 Accounting policies (continued)

Leases (continueaD
- Accounting policy as a lessee (continued):
ii. Recharging of IFRS16 costs

Under contractual agreements, the rental cost of one IFRSl6 property lease is recharged back to the client. The
client i is billed on a quarterly basrs on receipt of the rental invoices from the lessor.

" In addltron the costs of a second IFRS16 lease for a vehicle are recharged back to another Teleperformance Group
company. .

These recharges are shown in Other operating income in the profit & loss account.

Goodwill and amortisation -
Goodwill

Goodwill is stated at cost less any accumulated lmparrment losses. Goodwill is allocated to cash-generating units. It
is not amortised but is tested annually for impairment.

A mortzsatzon

_Amortisation is charged to the profit and loss account on a straight-line basis over the estimated useful lives of
intangible assets unless such lives are indefinite. Intangible assets are amortised from the date they are available for
use. The estimated useful lives are as follows: :

e Computer licerices and software 3 years

Amortisation methods, useful lives-and residual values are reviewed at each balance sheet date.

Tangzble ﬁxed assets

Tangrble fixed assets are stated at cost less accumulated deprecratron and accumulated impairment losses. Where
parts of an item of tangible ﬁxed assets have different useful lives, they are accounted for as separate items of .
tangrble fixed assets. :

Leases in which the Company assumes substantially all the risks and rewards of ownership of the leased asset are
classified as finance leases. Where land and buildings are held under leases the accounting treatment of the land is
considered separately from that of the buildings. Leased assets acquired by way of finance lease are stated at an '
amount equal to the lower of their fair value and the present value of the minimum lease payments at inception of
the lease, less accumulated depreciation and less accumulated impairment losses. Lease payments are accounted for
" as describéd below. :

Depreciation is charged to the profit and loss account on a straight- lme basis over the estimated useful lrves of each
part of an item of tangrble fixed assets. The estrmated useful lives are as follows:

o Computer equipment 4-10 years
o  Fixtures and Fittings and Office Equipment 3-5 years
¢ Leasehold Improvements over the term of the lease (or to the first break clause if appropriate)

Depreciation methods, useful lives and residual values are reviewed at each balance sheet date.
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1 Accounting policies (continued)

Government grants

Capital based government grants are included within accruals and deferred income in the balance sheet and credited
to the profit and loss account over the estimated useful economic lives of the assets to which they relate.

Insurance income

Income from insurance claims is recognised when the amounts can be reliably estimated and have been agreed by
the relevant insurance company. Insurance income is in\cluded within other operating income.

\
Impatrment
F manczal assets

A financial asset not carried at fair value through profit or loss is assessed at each reporting date to determine -
whether there is objective evidence that it is impaired. A financial asset is impaired if objective evidence indicates
that a loss event has occurred after the initial recognition of the asset, and that the loss event had a negative effect on
the estimated future cash flows of that asset that can be estimated reliably.

An impairment loss in respect of a financial asset measured at amortised cost is calculated as the difference between:
its carrying amount and the present value of the estimated future cash flows discounted at the asset’s original
effective interest rate. For financial instruments measured at cost less impairment an impairment is calculated as the
difference between its carrying amount and the best estimate of the amount that the Company would receive for the
asset if it were to be sold at the reporting date. When a subsequent event causes the amount of impairment loss to
decrease, the decrease in impairment loss is reversed through profit or loss.

Non-financial assets

The carrying amounts of the Company’s non-financial assets are reviewed at each reporting date to determine
whether there is any indication of impairment. If any such indication exists, then the asset’s recoverable amount is -
- estimated. .

The recoverable amount of an asset or cash-generating unit is the greater of its value in use and its fair.value less
costs to sell. In assessing value in use, the estimated future cash flows are discounted to their present value using a
pre-tax discount rate that reflects current market assessments of the time value of money and the risks specific to the
asset. :

In respect of other assets, impairment losses recognised in prior periods are assessed at each reporting date for any
indications that the loss has decreased or no longer exists. An impairment loss is reversed if there has been a change
in the estimates used to-determine the recoverable amount. An impairment loss is reversed only to the extent that the
‘asset’s carrying amount does not exceed the carrying amotint that-would have been determined, net of depreciation

or amortisation, if no impairment loss had been recognised.

— ) *

36



. Teleperformance Limited
Annual Report & Financial Statements
31 December 2022

Notes (continued) °

1 " Accounting policies (cohtinued)

Employee benefits
Defirned contribution plans

A defined contribution plan is a post-employment benefit plan under which the Company pays fixed contributions.
into a separate entity and will have no legal or constructive obligation to pay further amounts. Obligations for
contributions to defined contribution pension plans are recognised as an expense in the profit and loss account in the-
periods during which services are-rendered by employees. . ! '

Share-based payment transactions

Share-based payment arrangements in which the Company receives goods or services as consideration for its own
‘equity instruments are accounted for as equity-settled share- based payment transactions, regardless of how the
equity instruments are obtained by the Company. .

" The grant date fair value of share-based payments awards granted to employees is recognised as an employee
expense, with a corresponding increase in equity, over the period in which the employees become unconditionally
entitled to the awards. The fair value of the awards granted is measured using an option valuation model, taking into
account the terms and conditions upon which the awards were granted. The amount recognised as an expense is
adjusted to reflect the actual number of awards for which the related service and non-market vesting conditions are
expected to be met, such that the amount ultimately recognised as an expense is based on the number of awards that do
meet the related service and non-market performance conditions at the vesting date. For share-based payment awards
with non-vesting conditions, the grant date fair value of the share-based payment is measured to reflect such conditions
and there is no true-up for differences between expected and actual outcomes.

Provisions ,
A provision is recognised in the balance sheet when the Company has a present legal or constructive obligation as a
result of a past event, that can be reliably measured and it is probable that an outflow-of economic benefits will be

required to settle the obligation. Provisions are determined by discounting the expected future cash flows at a pre-tax
rate that reflects risks specrﬁc to the liability.

Turnover’

Turnover is derived from the company’s principal activities. Sales invoices for the call centres are raised monthly .
covering the activity completed in that month. For the remaining sales, invoices are raised when work is complete.
Income is recogmsed when invoices are issued or due to be issued and deferred income arises where a client is billed
in advance of work being completed. Income is accrued based on services provided where the customer brllmg
period is not in line w1th month.end.

Interest recetvable & interest payable

Interest payable and similar charges include interest payable and net foreign exchange losses that are recognised in
‘the profit and loss account (see foreign currency accounting policy). Other interest receivable and similar income
include interest receivable on funds invested and net foreign exchange gains.

Interest income and interest payable is recognised in profit or loss as it accrues, using the effective interest method.
Dividend income is recognised in-the profit and loss account on the date the entity’s right to receive payments is
established. Foreign currency gains and losses are reported on a net-basis.
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1 Accounting policies (continued)

Taxation

Tax on the profit or loss for the year comprises current and deferred tax. Tax is recognised in the profit and loss
account except to the extent that it relates to items recognised directly in equity or other comprehensive income, in
which case it is recogmsed directly in equity or other comprehensive income.

Current tax is the expected tax payable or receivable on the taxable income or loss for the year, using tax rates
enacted or substantively enacted at the balance sheet date, and any ad)ustment to tax payable in respect of prev1ous
years.

‘Deferred tax is provided on temporary differences between the carrying amounts of assets and liabilities for ﬁnancnal
reporting purposes and thé amounts used for taxation purposes. :

The amount of deferred tax provided is based on the expected manner of realisation or settlement of the carrying
“amount of assets and liabilities, using tax rates enacted or substantively enacted at the balance sheet date.

. A deferred tax asset is recognised only to the extent that it is probable that future taxable profits will be available
against which the temporary dlfference can be utilised. . ] .

2 ~ Other operating income / (expenses)
' o $2022 2021
£000 .- £000
Income from recharging of right of use asset expenses. ’ _ 332 234
Gain on disposal of right of use assets v 48 . 30
. Government grants : . : . . ’ 2 . S
Loss on disposal of tangible fixed assets . - (81) : (319)
331 T (50)
3 Operating profit.
Operating proﬁt'is stated after charging:
2022 . 2021
£000 £000
Auditor’s remurieration A _ © 139 ' 118
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4 ‘ Staff numbers & costs

_ The average number of persons employed by the Company (mcludmg directors) during the year, analysed by -
category, was as follows: .

Number of Employées

2022 2021 -
Call c_entre.staff ) S , ] - 6,227 7,814
Administrative staff ' . ’ , ) . 666 517
6,893 8,331
The aggregate payroll costs of these persons were as follows:
' ' 2022 © 2021
£000 £000
Wages & salaries - ‘ ' 128,407 148,254
- Social security costs ' C 11,490 11,150
Contributions to defined contributions plans : o 2,676 : 2,697
Apprenticeship levy : e o 670 749
Share based paymeénts (see note 19) - ) : 966 400
144,209 163,250
5 Directors’ remunerafion
2022 2021
£000 £000
Directors’ remuneration : ’ ) L 757 - 693
" Company contributions to money purchase pension plans. ’ : © 48 v - 42
805 - 735 -

The aggregate of remuneration and other amounts receivable of the highest paid director was £482,000 (202/: .
£433,000), and Company pension contributions of £26,000 (2021 £25, 000) were made to a money purchase scheme -
on his behalf

'Number of directors ‘

2022 ©2021
£000 : £000
* Retirement benefits are accruing to the followmg number of dxrectors under:
Money purchases schemes 2 2
2

The number of directors who exercised share options was:
: )
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i

6 Other interest receivable & similar income"
' ' 2022 2021
. £000 £000
On cash pooling receivable . 21 -
Net foreign exchange gain . A 44 -
Total interest receivable & similar income 265 -

7 Interest payable & similar expenses

‘ 2022 2021
- £000 £000
Interest on lease liabilities 763 892-
Net foreign exchange loss - 538
Interest payable on intercompany loans 477 423
Other interest payable & charges 45 - 21
Total interest payable & similar expenses 1,285 1,874
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8 Taxation

Recognised in the profit & loss account’

- 2022
. . £000 £000
UK corporation tax :
- Current tax on income for the period
Foreign tax suffered

* Adjustment in-respect of prior, periods

159
38
e

Total current tax’ 188
Deferred tax

Current Year .

Adjustment in respect of prior periods

429
113

Total deferred tax 542

Tax on profit

\

Reconciliation of Effective Tax Rate

Profit after tax for the financial year
Total tax expense -

Profit before tax

Tax using the UK corporation tax rate of 19% (2021: 19%). N
Non-deductible expenses - .

Dividend received

Transfer pricing adjustment

Tax rate changes and other prior period adjustments

Effects of overseas tax rates )

Capital allowances — super deduction element

Share scheme

Total tax expense

Factors Affecting the Future Tax Expense

730

' Teleperformance Limited
Annual Report & Financial Statements
31 December 2022

2021

£000 £000
3,127
36
(262)
2,901
145
@77)
(132)
2,769
2022 2021
" £000 £000
3,334 15,358
730 2,769
4,064 | 18,127
M 3,444
224 122
@37 (25)
104 (539)
19) )
(150) : (47
(164) o
730 2,769 .

A reduction in the UK corporation tax rate from 19% to 17% (effectivevl April 2020) wés substantively enacted on
6 September 2016. The March 2020 Budget announced that a rate of 19% would continue to apply with effect
from 1 April 2021, and this change was substantively enacted on 17 March 2020 The UK deferred tax asset as at

31 December 2022 was calculated at 19% (2021: 19%). .

An increase in the UK corporatlon tax rate from 19% to 25% (effective 1 April 2023) was substantively enacted on
24 May 2021. This will increase the company's future current tax charge accordingly and increase the deferred tax -

asset by approx1mately £269, 000
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9 Intangible fixed assets
o ' ' Software
& Other )
. ’ Goodwill Intangibles Total
- : £000 £000 - . . £000
Cost . ) ) 4 .
Balance at 1 January 2022 - . o 29915 10,492 40,407
Additions . o . ’ : - 46 46
Disposals , R (7,127) (7,127)
. Balance at 31 December 2022 o _ 29,915 3,411 - 33,326
Amortisation _ :
Balance at 1 January 2022 L : . 9,634 - 10,213 . 19,847
Amortisation for the year ' ’ - 181 181. °
Disposals : ] o -o- (7,127) (7,127)
" Balance at 31 December 2022 o 9,634 3,267 112,901
Net book value . . .
At 31 December 2022 _ : 20,281 e 144 20,425
At 31 December 2021 ' ' 20,281 279 20,560 .

-Amortisation charge

The amortisation charge is recognised in the following line items in the profit and loss account:

2022 2021
£000 £000
Administrative expenses ' ' ' 181 . 295

181 295

The directors have considered the carrying value of intangible assets (excluding software) based on the future cash’
- generation of the underlying assets. No impairments have been identified.
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10 Tangible fixed assets
‘ » Leasehold
Improvements
Right of Use . Computer & Office
"Assets Equipment Furniture. Total
£000 . £000 £000 £000
Cost ] i .
~ Balance at 1 January 2022 29,544 15,370 23,324 68,238
Additions - - ' ) ’ 4,082 2,250 379 ) 6,711
Modifications s ‘ (4,013) - - - . (4,013)
Disposals ) ' . . (4,560) (1,331) (3,828) (9,719)
Balance at 31 December 2022 ’ 25,053 . 16,289 19,875 61,217
Depreciation o, ) . . : )
Balance at 1 January 2022 ) 12,759 12,101 - 720,215 45,075
.Depreciation charge for the year ‘ 3,406 1,335 993 ' 5,734
Modifications o . . (148) - - (148)
Disposals (4,560) - - (1,288) (3,820) (9,668)
Balance at 31 December 2022 : 11,457 12,148 17,388 40,993
Net book value .
At 31 December 2022 -~ o ’ - 13,596 - 4,141 2,487 20,224

At 31 December 2021 o ' 16,785 3,269 3,100 23,163

Leases

o

As at 1 January 2022, the Company had 17.1and & building leases across 13 sites in England, Scotland and Northern
Ireland. Of these 17 leases, 1 lease is charged back to the client who is preserit at this location under contractual
agreements (not sub-leases). During the year, 5 land & building leases were vaUII‘Bd 4 were modified due to rental
increases and changes to lease terms, and 5 were dlsposed of.

In addition, at 1 January 2022, the company had 7 leases for IT equipment, vehicles and machinery which also met
the definition of an IFRS16 lease. During the year,.no new leases were acquired, 5 were modified due to rental
increases, and 1 was disposed of. .
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10 - Tangible fixed assets (continued)

Information about leases where the Company is a lessee is presented below:

Right of use assets A
' 2022
) IT Equipment,
2022 Vehicles & 2022
Property Machinery Total
£000 £000 £000
Balance at 1 January 16,665 120 16,785
Acquisition of leases 4,082 - 4,082
Modification of leases . - (3,855) (10) : (3,865)
Disposal of leases — net book value - oL .
Depreciation charge for the year (3,356) (50) (3,406)
Balance at 31 December 13,536 " 60 13,596 -
\ .
Lease liabilities ' ' .
Maturity analysis — contractual undiscounted cash flows 4 .
o "£000
" Less than one year . 3,340
. Between one and five years 10,110
More than five years 4,909
Total undiscounted lease liabilities at 31 December 2022 18,359
Lease liabilities included in the Balance Sheet at 31 December 2022 ° 15,742
Current .’ 2,770
Non-currént- | 1.2’9_7‘2 -
Amounts recognised in profit & loss
' ' ' 2022
£000
Interest on lease liabilities _ : (763)
Income from recharging of right of use asset rental costs T332
Expenses relating to leases of low value assets . (635)
(1,066)

44



Notes (continued)

10 _Tangible fixed assets (continued)

Leases accounted for under IAS17

. Rentals for remaining leases accounted for under IAS17 are payable as follows:

Less than one year

11 * Fixed asset invéstments

Cost .
At beginning and end of the year

Provisions for impairment
At beginning and end of the year

Net book value
At 31 December 2022

At 31 December 2021

Teleperformance Limited

- Annual Report & Financial Statements

31 December 2022

2022 .. 2021
£000 £000. -

204 : 407

204 407

Shares in
Group
Undertakings
" £000

4,888

(23755

2,513

2,513

;
-

The provision for impairment included.above relates to the historic impairment of an investment in a subsidiary

which ceased trading.
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11 - Fixed Asset Investments (continued)

Registered
Office address

MM Group Ireland Limited " . Clandeboye Business Park
J "West Circular Road

» Bangor .

BT19 1AR
Northern Ireland

Te]eperforrhance India Private Limited 220 Vinoba Puri
' o 1% Floor
Lajpet Nagar-I1

New Delhi -
110024

India

City Park Technologies Limited ' . 55 Renfrew Street
' Glasgow

. G23BD

Scotland

City Park Technology Centre Limited * . . 55 Renfrew Street

Glasgow -

G2 3BD
Sf:otland

TP South Africa Trading (Pty) Limited : ) 11 Adderley Street
Cape Town
8001

South Africa

Improved Financial Solutions Limited o ' Spectrum House -
: 3 ‘Bond Street -

Bristol
BS13LG
England

Teleperformance Ireland Limited” : _ The Black Church
N S ' : St Mary’s Place
) " Dublin

. D07 P4AX

Republic of Ireland

) Teleperformance Limited
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+ Classof Ownership

Shares held

Ordinary’

Ordinary

Ordinary

Ordinary

Ordinary

Ordinary

Ordinary '

2022

100%

97% °

100%

100%

100%

100%

- 100%

Ownership
2021

100%

97%

- 100%

100%

100%

- 100%

100%

* Indirect holding; 100% of the share capital of City Park Technology Centre Limited is owned by City Park Technologies Limited
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The results for the-subsidiary undertakings (direct holdings orﬂy) for the yéar ended 31 December 2022 were:

MM Group Ireland Limited (Dormant)

Teleperformance India Private Limited (Dormant)

City Park Technologies Limited (Dormant) )

" TP South Africa Trading (Pty) Limited (Qutsourced call centre provzder)
Improved Financial Solutions Limited (Dormant)

Teleperformance Ireland Limited (Outsourced call centre provider)

" The results for the subsidiary undertakings (direct-holdings only) for the year ended 31 December 2021 were:

MM Group Ireland Limited (Dormant)

Teleperformance India Private Limited (Dormant)

City Park Technologies Limited (Dormant)

TP South: Africa Trading (Pty) Limited (Qutsourced call centre provider)
Improved Financial Solutions Limited (Dormant)

Teleperformance Ireland Limited (Outsourced call centre provider) -

12 Debtors

Trade debtors )

Cash pooling amounts receivable:
Amounts owed by-group undertakings
Amounts owed by subsnd:a:y undertakings
Other debtors

Corporation tax receivable -

Deferred tax assets (see note 16)
Prepayments & accrued income

Profit / (loss) for
. the year

2022

£000

M-

Profit / (loss) for
’ the year

2021
£000

™

4,551

- 29

2022
- £000

38,939
26,884
1,758

2,658

135
1,415

852

8,011

80,652

31 December 2022

~ Net assets /
(liabilities)
As at 31/12/22
£000

17

438

- 12,676
(270)
95

Net assets /
(liabilities) -

As at 31/12/21

- £000

2021
£000

71,040

29,698
3,881 .

3,317

431
1,394
6,441

116,217

On certain bank accounts the balance is swept each night, léaving £8m and €1m respectively in those accounts. The
positive or negative balance is transferred to a central Group cash poolmg account. This central account is held by

Teleperformance S.E. Group

——t

%
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13 Creditors

/

‘Trade creditors .
Amounts owed to group undertakings
Amounts owed to parent undertaking
Amounts.owed to sub51d|ary undertakings
" Lease liabilities
Other taxation & social security
Other creditors
Corporation tax payable
. Accruals & deferred income

Teleperformance Limited
Annual Report & Financial Statements
' 31 December 2022

2022
£000

11,992
.. 2,766
" 14,490
- 8,842

2,770 -

7,214
615

10,766

59,493

2021
£000

20,202
6,793 .
16,487
10,145
3,635
10,088
446

20,132

87,928

. The Parent loan balance is interest bearing at the market rate and is'unlikely to be repa1d in the next 12 months (see

Note 15).

<

14 Creditors: amounts falling due after more than one year

Lease [iabilities

15 Interest-bearing loans & borrowings.

2022

12,972

£000

2021
£000

15,120

This note’ provxdes information about the contractual terms of the Company s mterest-bearmg loans and borrowmgs,

which are measured at amortised cost.

Creditors falling due within less than one year

Amounts owed to parent undertaking

Currency

Amount owed to.

Parent Undertaking ) GBP

. Interest

BASE
RATE
+4%

‘Face
Value
2022
£000

14,490

Carr;ying
Amount
2022

£000

14,490

2022
£000

14,490

Face
Value
2021

©£000

16,487

2021
£000

16,487

Carrying
Amount
2021
£000

16,487
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16  Deferred tax assets

Recognised deferred tax assets

Deférred tax assets and liabilities are attributable to the following:

2022

2021

£000 £000
Trading losses . - T
Accelerated capital allowances 852 1,394
. -
852 1,394
Movement in deferred tax durin°g the cuneﬁt year: ' )
1 January ‘Recognised 31 December
. 2022- in income 2022
£000 £000 £000
Current assets 1,394 (542) 852
Movement in deferred tax during the prior year ‘
1 January - Recognised 31 December
12021 in income 2021 .
£000 £000 £000
Current assets 1,262 132 1,394
17 Capital & reserves
Share capital 2022 2021
‘ £000 £000
Authorised . . -
5,000,000 Ordinary shares of £0.05 each 250 250
~ Allotted ) .- ' :
~ 234,900 allotted, calléd up,and fully paid ordinary shares of £0.05 12 12
Dividends ]
‘The following dividends were recognised during the period:A _ :
' : 2022 2021
£000 £000
£54.07 (2021: £44.50) per qualifying‘ordinary share ~ 12,700 10,453
12,700 10,453
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18 Financial instruments
Risk management
The Company has exposure to the following risks arising f‘rom financial instruments; _
. Credit risk . . . - R ‘
¢ Liquidity risk - |
e  Market risk

This note presents information about the Company’s exposure to each of the above risks, and the Company"s
objectives, policies,-and processes for measuring and managing risks.

" The board of directors has ovérall responsibility for the establrshment and oversight of the Company’s risk
management framework.

" The Company’s risk management policies are established to identify and analyse the risks faced by the Company, to_
setappropriate limits and controls, and to monitor risks and adhere to limits. Risk management policies and systems
are reviewed regularly to reflect changes in market conditions and the Company’s activities. The Company, through
its training and management standards and procedures, aims to develop a disciplined and constructive control
environment in which all employees understand their roles and obllgatlons

(a) Credit risk ’
~ Financial risk management

Credit risk is the risk of ﬁnanmal loss to the,Company if a customer or counterparty to a financial instrument fails to
megt its contractual obllgatlons and arises principally from the Company s receivables from customers and fellow
Group companies.

.

Exposure to credit risk

- The carrying amount of financial assets represents the maximum exposure to credit risk at the balance sheet date by
class of financial instrument as follows: '

2022 2021

3 £000 £000

Cash & cash equivalents - . ' ' 10,510 10,854
Cash pooling receivable . : . 26,884 29,698

Trade receivables . : 38,939 © 71,040

Trade and other receivables

" The Company’s exposure to credit risk is influenced mamly by .the mdrvndual characterlstlcs of each customer.
However, management also considers the demographics of the Company’s customer base, including the default risk
of the industry and the country in which the customers operate, as these factors may have an influence on credit risk.

" The board of directors has established a credit policy under which each new customer is analysed 1nd1v1dually for
credit worthiness before the Company’s standard payment and delivery terms and conditions are offered. Purchase
limits are established for each customer, which represents the maximum open amount without requiring approval
from the board of directors; these limits are reviewed periodically. Customers that fail to meet the Company’s
benchmark creditworthiness may transact with the Company on either a prepayment or reduced terms basis.

~ The Company establishes an allowance for impairment that represents its estimate of incurred losses i in respect of
trade and other receivables.

" Based on historic default rates management do not believe that any impairment allowance is necessary in respect of
trade recelvables as at 31 December 2022 (2021 £nil).
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18 Financial instruments (continued)

(b) Liquidity risk

Financial risk management . o

Liquidity risk is the risk that the Company will encounter difficulty in meeting the obligations-associated with its
liabilities that are settled by delivering cash or another financial asset. The Company’s approach to managing
liquidity to meet its liabilities when due, under both normal and stressed conditions, without incurring-acceptable
losses or risking damage to the Company’s reputation. '

. The following are the contractual maturities of financial habllltles mcludmg estimated interest payments and
excludmg the effect of netting agreements:

" Carrying . Contractual -1 year or 1to S years &
amount cash flows less < Syears - over
. £000 £000 £000 £000 £000 £000
Non-derivative financial liabilities :
Trade creditors _ ’ 11,992 11,992 11,992 - =
Parent company loan ' - 14,490 14,490 14,490 - -
2021 .
Carrying Contractual 1 yearor 1to 5 years &
Amount Cash Flows less <5 years over
: £000 £000 £000 £000 . £000
Non-derivative financial liabilities - )
Trade creditors L 20,202 20,202 20,202 - -
Parent company loan . ) 16,487 16,487 16,487 - -

(c) Market risk

-/ Financial risk management

- Market risk is the risk that changes in market prices, such as foreign exchange rates and interest rates will affect the
Company’s income or the value of its holdings of financial instruments. The obJectlve of market risk management is
to manage and control market rlsk exposures w1th1n acceptable parameters.

\

Foreign currency risk

The Company is exposed to currency risk on sales and purchases that are denominated in a currency other than the
respective currency of the Company, Great Britain Pounds. The primary currenmes in which these transactions are

denominated are in EUR, USD and ZAR.
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19 Employee benefits
" Share based payments

Certain employees of the UK company are participants in a.long term incentive scheme operated by the ultimate
parent, Teleperformance S.E. Group. Under the terms of the plan certain employees are allocated incentive shares
free of charge if certain conditions / targets are met.

Vesting of the free share awards is conditional on the beneficiaries remaining with the Group until at least the end of _
the vesting period and on meeting performance conditions relating to revenue growth and the EBITA margin rate of
the wider group, and the performance of Teleperformance S.E. Group’s share price in comparison to the SBF 120
share index. ~

- . ' . . 3
From 2019, shares have now been granted on an annual basns.

New options were granted on 3 June 2019 and the vesting period ran from the date of grant to 3 J une 2022, covering
financial performance from 2019 to 2021.

The fair value at the date of grant was calculated by the Group’s actuary taking into account market conditions. The
fair value was €108.50 per share.

Further options were granted on 29 July 2020 and the vesting period runs from the date of grant to 29 June 2023,
covering financial performance from 2020 to 2022.

~ The fair value at the date of grant was calculated by the Group’s actuary takmg into account market conditions. The
fair value was €178.80 per share. v

" Further optlons were granted on 28 July 2021 and the vesting penod runs from the date of grant to 27 July 2024,
covering financial performance from 2021 to 2023

The fair value at the date of grant was calculated by the Group s actuary taklng 1nto account market COndlthl’lS The
fair value was €221 20 per share. .

Further optlons were granted on 27 July 2022 and the vesting period runs from the date of grant to 28 July 2025,
covering financial performance from 2022 to 2024.

The fair value at the date of grant was calculated by the Group’s actuary takmg 1nto account market conditions. The
fair value was €187.60 per share.

Number ' Number

. of options of options
2022 . 2021 ,
Outstanding at the beginning ofthe year v A 13,169 ] 11,566
Vested during the year (3,333) : -
Granted during the year o : . 5,000 - 7,103
Forfelted / transferred during the year _ (1,360) (5,500)
Outstanding at the end of the year : ‘ . 13,476 ‘ 13,169

Exercisable at the end of the year

* mcludes optlons which were transferred to other group entities in the year as the employment costs of those
individuals are borne by the other group entity. .

The share based payment charge recogmsed for the year ended 31 December 2022 was £966,dOO (2021: £400,000).
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20 Commitments
Capital commitments

" During the year ended 31 December 2022, the Company entered into contracts to purchase.computer equipment and -
“other tangible fixed assets for £547,000 (2021: £428,000). These commitments are expected to be settled in the
following financial year.

21 Contingencies
There is a contingent liability to repay certain revenue grants received from In_Vést NI, should future employment

levels fall below specified levels. The directors do not anticipate any further repayment falling due under the terms
on which the grants were received. An amount of £nil (2021 £nil) was repaid during the year.

22 Subsequent events

Subsequent to the balance sheet date, in May 2023, a dividend of £13,717,539 was approved by Teleperformance
S.E relating to the 2022 financial year performance of Teleperformance Limited. Teleperformance Limited paid this
amount up to its immediate parent undertakmg, Teleperformance Holdings Limited, in June 2023.

Also in May 2023, a dividend of £3, 204 000 was approved by Teleperformance S.E relating to the 2022 financial
year performance of TP South Africa Trading (Pty) Limited, a subsidiary of Teleperformance Limited, This
dividend is due to be received in Q4 2023 and in turn Teleperformance Limited will pay this amount up to
Teleperformance Holdings Limited. .

Finally, in August 2023, Teleperformance Limited received dividends totailing £3,056,601 relatmg to the 2021

" financial year performance of South Africa Trading (Pty) Limited. These were approved by Teleperformance S.E. in
April 2022. Teleperformance Limited paid this amount up to its immediate parent undertaking, Teleperformance
Holdings Limited, also in August 2023

23 - Related parties

Transactions with Directors

There were no outstanding loans to any Directors at 31 December 2022 (2021 £nil)..

The company classifies members of the Teleperformance group and its Directors as its related parties. There are no

~ related party transactions not covered by relevant exemptions that require disclosure other than information on the '
short-term Directors’ loans above.

The company has taken the exemption available in réspeét of the disclosure of key management personnel
information. -

24 Ultimate parent company and parent company of larger group
" The immediate parent undertaking of Téleperformance Limited is Teleperformance Holdings Limited whose
registered address is Spectrum House, Bond Street, Bristol, England. BS1 3LG.

Thé largest and smallest group in which the results of the Company are conéolidatéd and availéble to the public is .
that headed by Teleperformance S.E. Group, 21-25 Rue de Balzac, 75008, Paris Cedex 15, France.

Copies of Teleperformance S.E. Group accounts can also be obtained from www.teleperformance.com.
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25. Accounting estimates & Judgements

The Directors focus on key areas of accounting estimate and judgement. Management do not believe there are areas.
requiring sngmﬁcant judgment but the areas below represent other areas of judgment / uncertainty:

Recoverabzlzty of intangible assets / investments

The Directors regularly review the carrying value of mtanglble assets (mcludmg goodwill) and investments to
identify any indicators of impairment. Consideration is given to-the future cash generation of the underlying assets
through either continued use or sale. Cash flows are discounted to reflect the time value of money.

Valuation of lease liabilities and right of use assets

The Directors would be notified of any changes to the measurement and valuation of lease liabilities and right of use
assets by Teleperformance S.E: Group. Valuations would be impacted by changes to the discount rate(s) which are

. maintained centraIly by Group. Factors which could lead to movements in the discount rate(s) would be changes to

. the risk-free rate in the UK, the Grotip’s euro- denommated credit spread, and the rate of a swap from the lease

" currency to euros.

- Other changes to valuations of lease liabilities and rlght of use assets could arise from local changes to lease terms. -
The Directors regularly review the terms of leases across the business, and any changes are promptly communicated
to Teleperformance S.E. Group .

Valuation of dilapidations provisions

The Directors regularly review the Company’s preperty portfolio, including the terms and hpcoming end dates of
leases. Where a potential dilapidations liability is identified, management create an estimate based on the ‘expected
outcome of negotlatlons and the support of third party specnahsts in the process.
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