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SITEL

HELLO AND WELCOME!

At Sitel, we put people first. As a services company, our Associates are our greatest asset and truly the heart of
our organization. Clients entrust us with their customers because of the quality of our service. In turn, our
award-winning performance is directly related to the excellence of our Associates. Thank you for playing an
essential role in our ability to provide superior care to every customer, with every interaction.

We strive to foster a workplace environment that rewards initiative, ingenuity and passion. One way we
accomplish this is by operating in accordance with a set of company values - values that were determined by our
Associates to guide how we treat each other, our clients and their customers, and business partners. We are
committed to attracting, developing, motivating and retaining a high quality team. Fostering a dynamic and
spirited atmosphere allows each person the opportunity to make a positive difference and reach his or her
maximum potential.

To assist you in paving your own road to success, we are pleased to provide you with our Associate Handbook.
The list of policies provided here, while not all-inclusive, outlines the fundamental expectations to be a
successful part of Sitel. We ask that you read these policies carefully and keep them in mind as you conduct
your daily business. Because policies change periodically, checking the handbook regularly is your responsibility
and will be to your benefit. If you have questions or require further clarity, please contact your local Human
Resources Leader.

Demonstrating our value of open communications, our Open Door Policy is designed to encourage and welcome
the exchange of ideas and solutions. We want you to ask questions before they become concerns and to present
suggestions on improving our processes and work environment. We perform surveys on a regular basis to gather
formal and informal information in our continuing quest for improvement, but the “door” is always open for your
input for ensuring a positive and productive work environment.

It is important to remember that profit alone does not make a company great. Our Associates’ personal
commitment to the highest business and ethical standards and performance are what has earned Sitel’s well-
deserved reputation as a leading global business-outsourcing provider.

We hope your experience at Sitel will be challenging, enjoyable and rewarding. With vision, passion and purpose
we will pave the road to success together!




SITEL

INTRODUCTION

The purpose of Sitel’s Associate Handbook is to provide information and guidance about working in our Company.
It is a resource tool to help Associates understand the broad framework within which Sitel manages its Human
Resources programs. It also provides information that a new Associate needs to know about day-to-day
operations at Sitel.

The contents of the Handbook represent the underlying philosophy of Sitel and supersedes all previously
published handbooks. The policies within this Handbook apply to US Sitel Associates. The terms of the Handbook
cannot be modified verbally by any individual other than Global Chief HR Officer. If the requirements of federal,
state or local laws or regulations conflict with this Handbook, those regulations and laws will govern. Also, each
business unit or site may, from time to time, establish additional operational policies that are specific to the
needs of that business unit or site.

The Associate Handbook is not a contract. Nothing contained in this Handbook or in any other statement of Sitel
philosophy, including statements made in the course of performance evaluations and wage reviews, should be
taken as constituting an express or implied agreement or promise of continuing employment or a contract.
Similarly, no Sitel official has the authority to enter into an oral employment contract, and any contract
guaranteeing employment must be in writing and signed by a Chief Executive Officer and Global Chief HR
Officer. The Associate Handbook is the property of Sitel. Access to this Handbook is available to all Associates
through the Company’s intranet, and in hard copy in each location’s Human Resources Office.

All Associates located in the US are expected to be familiar with and abide by the policies in this Handbook; and
all those with the authority to do so have a duty to administer these policies consistently. If you have any
guestions about any of the Company policies, you should contact your local Human Resources Department. Sitel
reserves the right to interpret and to apply the policies and programs as it deems appropriate.

Policies included in the Associate Handbook may be changed, amended or rescinded at any time by Sitel’s
Human Resources Department.

Inquiries and Suggestions

General inquiries, feedback, clarification concerning policy interpretation, requests for additions, and/or
suggestions concerning any aspect of this Handbook are encouraged and welcomed by your Human Resources
Department at any time.




SITEL

Job descriptions will be established for all jobs within Sitel. The job description provides a uniform and
consistent framework in which to define essential job functions, marginal job functions and primary
responsibilities of each job. The job description outlines essential functions, the job’s status as exempt or non-
exempt under the Fair Labor Standards Act (FLSA) and typical knowledge, skills, abilities, education and
experience qualifications. The description also serves as a qualifying guide for filling a position vacancy.

JOB DESCRIPTION AND CLASSIFICATION

Associates are eligible to participate in Sitel’s health and welfare benefits at various times depending upon their
position classification and length of service. Sitel uses the following employment classifications:

Full-Time
Associates who are regularly scheduled to work thirty-five (35) or more hours during the normal workweek. Full-
time Associates are eligible for paid time off and to participate in the benefit programs offered by Sitel.

Part-Time
Associates who are regularly scheduled to work less than thirty-five (35) hours during a normal workweek. Part-
time Associates are eligible for paid time off and may be eligible to participate in the 401(k) Plan.

Regular
Full-time and part-time Associates hired for an indefinite period of time contingent upon business needs and

Associate conduct and performance.

Temporary
Associates whose employment is limited to a defined period of time, season, or to a particular project are

considered as temporary. Employment typically will not exceed six (6) months and is contingent upon business
needs and Associate conduct and performance. These Associates are not eligible for benefit programs offered by
Sitel.

Associates are further classified for payroll purposes based on the FLSA:

< Exempt: Exempt Associates are administrative, professional and executive personnel who are exempt
from certain provisions of the FLSA. These Associates are paid on a salaried basis. Exempt Associates do
not qualify for overtime pay.

« Non-exempt: Non-exempt Associates are covered by the minimum wage and overtime provisions of the
FLSA. Time records are legally required for on non-exempt Associates and they must be paid for hours
worked beyond the 40-hour workweek, at a rate of time and one-half (1 %2) their regular rate of pay.

Changes to employment or job status may impact benefits eligibility and other programs related to tenure.
Associates should consult with Human Resources to obtain more detailed information.
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ASSOCIATE CONDUCT AND BEHAVIOR

Associates are expected to perform their job duties in a professional and ethical manner, to treat others fairly
and respectfully, to maintain a positive attitude toward their jobs and the Company, to always do their best,
and to comply with Company policies and procedures. Any failure to comply with these standards may result in
corrective action, suspension with or without pay, or termination of employment.

Although the following list is not all-inclusive, it provides examples of unacceptable conduct:

Violation of Company policy;

Harassing Associates, clients, customers, vendors, or visitors;

Dishonesty, misrepresentation, or falsification of Company records, including but not limited to:
employment applications; time and pay records; leave and paid time off requests; expense reports; or
other financial records;

Insubordination (refusal to comply with reasonable business instructions) or failure to perform
reasonable duties as assigned;

Misuse of customer, client, vendor, or Associate information including but not limited to, unauthorized
disclosure of confidential information or identity theft;

Issuing credits, equipment or accessories on the Associate’s own account, a friend or family member’s
account, or another Associate’s account;

Possession of firearms, weapons or explosives on company property or while conducting Company
business;

Gambling on Company premises;

Being under the influence of controlled substances or the use, possession, or sale of controlled
substances on Company premises or while conducting Company business;

Engaging in or making threats of violent behavior (even in a joking manner) toward anyone on Company
or client premises or toward an Associate on or off the premises; negligent or careless action that
endangers the safety or well-being of others;

Misuse, unauthorized use or removal, damage or theft of company, client, or Associate property or
records;

Using obscene or abusive language toward an Associate, client, customer, vendor, or visitor;

Rude or discourteous communication or behavior with an Associate, client, customer, vendor, or visitor.
This would include the use of profanity or failure to display willingness to assist customers;

Failure to follow your schedule such as leaving work before the end of the workday, not being ready to
start work at the beginning of the workday, or stopping work before the scheduled times;

Sleeping on the job;
Disruptive outburst while on Company property or conducting Company business;

Taking any action to circumvent our processes or systems that may cause a disservice to our clients or
their customers;

Intentionally disconnecting a customer or transferring a customer without a proper greeting; call
avoidance;

Impeding, interfering, or failing to cooperate with investigations;
Retaliating against any Sitel Associate; or

Engaging in any criminal conduct while on Company premises or representing the Company.
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In order to give the best possible service to our clients and their customers, all Associates (exempt and non-
exempt) are expected to work on all scheduled workdays and during all scheduled work hours. Regular
attendance contributes significantly towards better team effort and productivity as all Associates are important
to the successful operation of Sitel.

ATTENDANCE

For information regarding attendance expectations for your site and position please consult with your local
Human Resources Leader.
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At Sitel we strive to attract and retain qualified and talented individuals to contribute to the overall strategic
success of the Company. This is achieved through the selection of the most qualified candidate for each position.
Background checks serve as an important part of the selection process by providing additional information to
evaluate whether each applicant and Associate can safely and effectively perform job duties.

BACKGROUND INVESTIGATIONS

Our Associates may have access to confidential information such as personal and financial information of our
client’s customers and our Associates. Therefore, background checks are conducted for the protection of
current Associates, property, information and assets of our clients, their customers, and the organization. It is
our policy to conduct background checks on qualified job applicants who may be considered for employment.
Sitel may also conduct background checks on current Associates at any time during their employment. Sitel
ensures that all background checks are done in compliance with federal and state law.

Background checks may include, but are not limited to, criminal background, credit history, employment and
academic history, and reference checks. The frequency and extent of these background checks is determined by
business need such as client requirements and/or job responsibilities. Applicants for employment and for
promotion are required to disclose criminal convictions on the employment application or during the selection
process. Criminal convictions will not automatically disqualify an applicant from consideration. However,
failure to disclose a criminal conviction on the hiring application will result in immediate termination of
employment.

In addition, Sitel requires that Associates notify their Human Resources Department immediately of any criminal
conviction that occurs post hire during their employment with Sitel.
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BEREAVEMENT LEAVE

Bereavement Leave is designed to allow Associates paid time away from work due to the death of an immediate
family member to be taken during the period of bereavement. After three (3) months of employment, regular
full-time and part-time Associates are eligible for paid Bereavement Leave.

In the event of a death of an Associate’s immediate family member, a paid leave of absence of up to three (3)
consecutive calendar days will be granted. The leave is to be taken within a reasonable time preceding the
notice of the death or immediately following the day of the funeral.

For the purposes of this policy, “immediate family” is defined as:
«  Spouse

¢ Child (including step children, foster children and in-laws)
« Parents (including step parents, foster parents and in-laws)
¢ Siblings (including siblings in-law and step siblings)

« Grandparents and Grandparents in-law

«» Grandchildren and Grandchildren in-law

Associates should submit their request for Bereavement Leave to their Supervisor. Associates in new hire
training should submit their request for Bereavement Leave to Human Resources who will consult with the
Learning Manager to determine if their absence(s) will impact their ability to successfully complete the training
period. Associates may be asked to provide documentation to verify proof of death and relationship to the
deceased. If documentation is requested pay for Bereavement Leave will not be processed until the Associate
submits the requested documentation.

Bereavement Leave will be paid to eligible Associates according to their regularly scheduled work hours on the
days the Bereavement Leave is taken (if the Associate is regularly scheduled to work seven (7) hour shifts, they
will receive seven (7) hours of bereavement Leave pay per scheduled day missed).

Unpaid time off for the death of any other relative or close friend may be granted at the discretion of the
Business Unit Director and Human Resources.  Associates who require leave beyond three (3) consecutive
calendar days, due to special circumstances, may be granted additional leave using accrued, unused paid time
off with approval from the Business Unit Director.
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Sitel believes in developing and promoting Associates from within and encourages professional growth.
Advancement opportunities are provided through a job posting process that provides opportunities for eligible
Associates to apply for available positions in which they may be interested and qualified. On occasion, existing
Associates may be recognized for their job performance and demonstrated knowledge, skills and abilities and
may be selected for promotion or transfer to another position.

CAREER OPPORTUNITY AND INTERNAL JOB TRANSFER

Any position may be posted internally; typically all positions below the Director level (other than Agent
positions) will be posted internally. Open positions may be advertised both internally and externally
simultaneously.

Associates interested in positions in another site should contact their local Human Resources Leader. Sitel will
provide equal employment opportunities to qualified internal and external applicants.

How To Access Postings

Associates can access internal postings through the Company intranet. Other notices of open positions may be
distributed as appropriate within each site. Job Posting Announcements are typically posted for a minimum of
seven (7) consecutive calendar days.

Eligibility

Associates interested in vacant positions must generally meet the following requirements to be eligible to apply
for an open position:

o

< Applicants, in most circumstances, should have held their current position for a minimum of six (6)
months. This may include time as a temporary Associate, if applicable. Exceptions should be referred
to the local HR Leader.

7
*

% Internal candidates may be disqualified if they are not meeting performance expectations in their
current role or if they have an active written or final counseling on their record.

How To Apply

0,

% To apply for an open position, Associates should complete the Internal Job Posting Application Form that is
available on the Company intranet or from the local Human Resources Department.

«+ Background checks may be completed on applicants.

% Human Resources will work with the hiring manager and coordinate activities associated with the interview
process, offers of employment, and related recordkeeping regarding changes.

« Once a final selection is made, HR will notify the applicant and extend the offer. Applicants who are not
selected will be notified as well.

« Internal transfers are effective at the beginning of a pay period and typically within 15 business days unless
other arrangements are made which are agreeable to both departments.

% Moving to a new position does not necessarily mean an automatic increase in compensation. Compensation is
disclosed when an offer is extended and may be based on a number of components such as position level,
previous experience, and current pay rate.

As part of the transfer process, the selected candidate’s immediate supervisor must complete a performance
evaluation unless the appraisal is less than six months old.
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While Sitel recognizes the option to smoke or not to smoke as an individual’s choice, Sitel has established a
Clean Air Policy. This policy applies to all Associates and visitors and prohibits smoking and use of tobacco
products in all buildings occupied by Sitel. In addition, the use of tobacco products in Sitel-owned or leased
vehicles is strongly discouraged. Tobacco products include cigarettes, cigars, chewing tobacco and pipe
tobacco.

CLEAN AIR

A visitor to a Sitel facility, who uses tobacco products in a non-designated area, should be reminded of Sitel’s
policy and informed of the nearest area where use of tobacco products is allowed.

Use of tobacco products, of any kind, is permitted only in the designated areas outside the building. To help
keep the facility enjoyable for all Associates, please dispose of all materials in the containers provided. Smoking
breaks should be taken during Associates’ regularly scheduled break or meal times.

In addition, about 15% of the general population experience adverse health effects from perfume and solvents,
and become ill from even small amounts of fragrance products.

Reported adverse health effects from fragrance products range from migraine headaches and asthma attacks to
cardiac and neurological symptoms. This is not a preference issue. It may be a serious health issue for a
significant number of people.

We ask that Associates respect and support co-workers by adopting a reduced scent approach. Please take into
consideration such personal care products as perfume, cologne, lotions, deodorants, aftershave and hair care
products and be mindful to limit the use of such products.
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Sitel has made a large financial investment in the equipment that we use to perform our job functions. During
your employment, you will be assigned Company property including client equipment, which will be necessary
for performing your job responsibilities. We ask for your cooperation in the care and use of all equipment. In the
event that your equipment breaks or fails to function properly or is lost or stolen, you must notify your
supervisor or manager immediately.

COMPANY PROPERTY

In the event of separation of employment, Associates must return all Company and client property immediately.
Associates may be asked to reimburse the Company for any Company equipment not returned or in the event
that equipment is returned damaged.
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COMPUTERS, E-MAIL, AND OTHER BUSINESS SYSTEMS

Sitel’s business systems include any and all systems used for transmitting, receiving, or storing communication
and information including but not limited to computer systems, electronic mail (“e-mail”), Internet, voice mail,
pagers, and telephones. Sitel’s business systems and data that reside on them are Company property and should
be used for authorized business purposes only and in compliance with the law and Company policy.

Sitel reserves the right to monitor any business system and to monitor or to intercept any communications
(including but not limited to text messages instant messages or email, on any Company owned/provided
equipment or systems. Associates should have no expectation of privacy in any matter created, stored, received,
or transmitted on, to or from any business system.

Associates should observe common rules of etiquette and exercise good judgment when using and communicating
through Company business systems. The Company prohibits the viewing, use, communication, or distribution of
illegal, offensive, harassing, defamatory, or inappropriate materials to, from or on Company business systems as
well as downloading or viewing materials on the Internet including, but not limited to: Pornography, racist
material, or hate literature or any other material that offensively addresses age, religion, national origin,
disability, or sexual orientation.

Company business system (including email) may not be used to solicit or pursue outside or personal commercial
ventures, outside organizations, religious or political causes, or other non-job-related solicitations. Internet and
email usage for agents working in customer care sites may be limited due to data security reasons. As a result,
sites may develop more restrictive policies in order to protect company and client business systems.

Data Security

Sitel prohibits attempts to disrupt or circumvent intended security of any data, communications, system, or
password and use or possession of programs or equipment whose primary function is to circumvent security,
damage data or disrupt service. Further, Associates should not disable or bypass corporate security systems such
as virus protection, firewalls, and content filtering systems. Passwords must be maintained in a secure manner.
Do not, under any circumstances, share your user ID, username, or password with anyone. Users will be held
responsible for the use of all user accounts and confidentiality of passwords. Only licensed software provided by
Sitel may be installed on a Company computer. Please report any security exposures such as lost, stolen or
otherwise compromised passwords or corrupted files to your supervisor immediately.

Intellectual Property

Sitel respects intellectual property and proprietary rights. All files, software, data, and other computer material
must be accessed and used consistent with any licenses, trademarks, copyrights, patents, other legal
requirements, and Company policy. Sitel software and data may only be used or downloaded for authorized
business purposes. Importing any software into Sitel computer systems may only be done by the IT Department.

Unauthorized access to a computer or computer system or knowingly destroying a computer, computer system,
computer software or computer program is specifically prohibited. Violators will be subject to corrective action
up to and including termination of employment. Violators may also be prosecuted to the fullest extent
allowable by law.
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COUNSELING AND CORRECTIVE ACTION

Sitel is committed to providing the best possible service to our clients and their customers. Sitel relies on all
Associates to maintain this commitment by meeting and exceeding established performance standards and
displaying professional conduct and behavior while in the workplace and while representing Sitel.

As a Company, we need policies and standards in order to function smoothly and efficiently. Associates who
ignore or fail to comply with guidelines and procedures may jeopardize morale, safety, and the culture of the
Company. Therefore, at Sitel we try to effectively communicate expectations for acceptable levels of
performance and our standards for workplace behaviors.

Associate performance and conduct are monitored regularly with feedback provided as necessary. If an
Associate is not performing at expected levels, corrective action, up to and including termination of employment
may be used to resolve deficiencies. Associates should understand what is required of them and the
consequences if they fail to adhere to required standards.

In general, there are three broad categories of areas requiring counseling or corrective action: performance
problems, attendance problems, and conduct or behavior problems. The goal of Counseling is to help an
Associate improve their attendance, performance, and/or behavior and develop a renewed dedication to their
job. However, the Associate should be aware that his or her job may be in jeopardy if there is a failure to
improve or any repeat of the inappropriate behavior, conduct or attendance. In these situations corrective
action may be used to reinforce the consequences for failing to improve or correct the behavior, conduct or
attendance.

Corrective or disciplinary action may include any the following:
«+ Verbal Counseling

% Written Counseling

%+ Final Counseling

s Termination of employment

Depending upon the circumstances, corrective action may be progressive. The purpose of corrective action is to
identify problem areas and opportunities for improvement and outline the consequences of deficient
performance or inappropriate conduct. However, it should be understood that the corrective action procedures
are intended as guidelines. Sitel, at our sole discretion, will decide the appropriate corrective or disciplinary
action. Sitel reserves the right to skip any/all of the steps outlined above and move straight to termination of
employment.

Suspension, typically, is not a form of corrective action, however, it may be used during an investigation or at
the discretion of Sitel management when appropriate.

Employment at Sitel is based on mutual consent and both the Associate and Sitel have the right to terminate
employment at will, with or without cause or notice. This policy does not change nor affect the employment at
will relationship.

The Corrective Action Form is retained and becomes part of the Associate’s employment history. However,
typically the corrective action should only be considered as “active” for a 90-day period. During an active
period, Associates may be prohibited from participation in some programs or processes. For instance, Associates
on an active corrective action plan may not be eligible to participate in any incentive programs; may not be
permitted to post for another job, promotional opportunity or transfer to another business unit or department;
nor be eligible to receive a merit increase. Eligibility may also be dependent upon the type of corrective
action. Please consult the appropriate policy for specific guidelines and eligibility requirements.
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DRESS CODE

One of the ways Sitel projects a professional image is through personal appearance. Personal appearance is
affected by dress, use of grooming aids and general cleanliness.

This policy represents minimum dress code requirements. However, each location may establish more restrictive
dress code requirements as appropriate. In addition, management may on occasion adjust these standards due
to special events, guests, or client visits.

In questionable situations, an Associate’s supervisor, manager, or the Human Resources Department retains the
right to decide whether an Associate’s attire is appropriate. If the attire is deemed to be inappropriate, the
Associate may be required to change their attire. Any time off given to a non-exempt Associate in such a
circumstance (for example to return home to change) will not be paid, nor will Associates be allowed to use paid
time off. Failure to return to work as directed may be considered as job abandonment and may result in
corrective action up to and including termination of employment.

Call Center and Other Operations Locations

Sitel has a “casual’ dress code policy, however, a professional appearance should be presented at all times. It is
expected that Associates will always adhere to appropriate hygiene and cleanliness in their clothing and personal
appearance. Associates may not in any circumstances (including “theme days™) dress in a manner that is
offensive, revealing or distracting to others.

Generally acceptable clothing in most locations may include tennis shoes, sandals, t-shirts, jeans, kakis,

sweatshirts, mid-thigh length shorts, or skorts, sweaters, capri-length pants, skirts, dresses, etc. Shoes must be
worn at all times, and appropriate undergarments should be worn and not be visible.

Unacceptable

Sunglasses, flip flops, slippers, ripped or torn clothing, suggestive or revealing clothing, loungewear, beachwear
or sleepwear items, shorts that do not reach mid-thigh, midriff tops, crop tops, halter tops, tube tops, “muscle”
shirts, mini skirts, backless sundresses, spaghetti straps, cut-offs, skin-tight or see-through clothing.

Potentially offensive or obtrusive clothing or accessories is also not acceptable as indicated below:

«» Clips, pins, rings and all other decorative items through or on, eyebrows, nose, tongue, or lips, if
they directly affect the ability to perform your job.

« Potentially offensive or controversial jewelry, tattoos or clothing which contains signs, symbols or
slogans that are considered offensive or controversial, in the Company’s sole and exclusive judgment
to the general population.

Corporate Locations

Due to the differences in business being conducted at our call centers and our corporate locations the following
outlines the Dress Code Policy for Associates working in the Buffalo, Nashville, and Omaha Corporate locations.

Sitel Corporate Associates should choose clothing that communicates a level of professionalism appropriate for
their position and duties occurring that day. Generally our minimum dress code standard of ‘business casual’ will
be followed Monday-Thursday. On Friday’s when there are no client visitors associates may wear athletic shoes,
tee shirts and sweatshirts (no slogan or imprints other than Sitel), denim jeans and shirts.

Acceptable clothing includes slacks, khakis, skirts and dresses (not minis), capris and gauchos, collared shirts or
polos, blouses, sweaters, dress shoes, loafers, and sandals. Sleeveless blouses/dresses are appropriate when
worn with a cover such as a jacket or sweater.
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DRESS CODE, CONTINUED

In addition to the unacceptable clothing listed above (under the “Call Center and Other Operations Locations” ,
Associates at the corporate facilities will not be able to wear hats/baseball caps, shorts, leggings, wind/jogging
suits, or athletic wear (unless it is a designated theme day).
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DRUG FREE WORKPLACE AND SUBSTANCE ABUSE

It is the policy of Sitel to maintain a safe, drug-free work environment conducive to effective and to safe
business operations.

An Associate's unlawful solicitation, use, possession, purchase, distribution, dispensation, manufacturing, or
being under the influence of any controlled or illegal drug or other controlled substance, without medical
authorization, or alcohol while on Sitel premises (which includes all facilities, parking lots, lockers, desks, etc.)
or while performing services for Sitel is strictly prohibited. Some positions require drug/substance abuse testing
as a condition of hiring.

Definition of Drug

For purposes of this policy, the term "drug" includes over-the-counter medication, prescription medication, and
all controlled substances, including inhalants, and the use of which is unlawful under state or federal law. Over-
the-counter medication and prescription medications, taken as medically directed, are excluded. Substance
abuse applies to drugs, as defined above, and alcoholic beverages.

Consequences of Violating this Policy

« Compliance by all Associates with the terms of this policy is a condition of continued employment
with Sitel.

« Any acts in violation of this policy are inconsistent with Sitel’s interest, and any Associate who
violates this policy will be subject to immediate corrective action, up to and including termination
of employment.

«» Evidence of use, sale, or possession of prohibited drugs may be reported to the appropriate law
enforcement agencies.

Enforcement of Policy

Sitel encourages every Associate to comply voluntarily with this policy for his or her own health and safety, for
the safety of others, and the good of Sitel. Due to the importance of this policy, Sitel will take steps to ensure
that it is followed. These steps may include, but are not limited to, the following:
« The Drug-Free Workplace/Substance Abuse Policy will be posted and distributed to remind
Associates of the importance of adherence.
« Sitel may require drug or substance abuse testing of all Associates, where allowed by law, prior to
commencing work, after any accident, randomly, or upon reasonable suspicion of violation of this

policy.

Any Associate who receives a positive test result will be subject to immediate termination of employment.
Refusal to submit voluntarily to a test also may result in immediate termination of employment.

Sitel retains the right to conduct searches of its property (facilities, desk, etc.) and Associate personal
belongings (vehicles, briefcases, purses, etc.) located on Company’s property for drugs, alcohol, or other
contraband.
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Associates are considered to be employed “at-will.” This means that Associates do not have a contractual right
or obligation to remain employed with Sitel for any specific period of time. Sitel reserves the right to change
employment benefits or compensation, at any time, with or without notice. Further, either the Associate or
Sitel may terminate employment at any time with or without notice, and with or without cause.

EMPLOYMENT AT WILL




SITEL

Sitel maintains records for applicants, Associates, and former Associates in compliance with state and federal
law. Original documents are maintained by Human Resources in the Associate’s personnel file. Active Associates
may view their personnel file in the presence of the local Human Resources Leader as appropriate.

EMPLOYMENT RECORDS AND REFERENCES

It is the responsibility of Associates to ensure their employment records are up to date. Associates should
contact the local Human Resources department to report changes to the following:

< Name

% Marital status (for benefits and tax withholding purposes only)

% Number of dependents (for benefits and tax withholding purposes only)
+«+ Address and telephone numbers

% Beneficiary designations for any of Sitel’s benefit plans

% Persons to be notified in case of emergency

Employment Verifications and References

Management personnel and other Associates are prohibited from supplying personal or employment references
on current or former Associates, including writing letters of recommendation. All employment, wage, or other
verifications concerning current or former Associates of Sitel must be referred to the HRIS Service Center via fax
at 615.301.7333. All other inquiries should be directed to the local Human Resources Department.
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EQUAL EMPLOYMENT OPPORTUNITY

It is Sitel's policy to provide equal employment opportunity to all Associates and qualified applicants without
regard to race, color, citizenship, religion, ancestry, national origin, age, sex, sexual orientation, pregnancy,
marital status, physical or mental disability, veteran status, or any other status protected by law. This policy
applies to all personnel actions, benefits, terms, and conditions of employment including, but not limited to,
recruiting, hiring, placement, training, compensation, transfer, promotion, leave of absence, and termination.

Commitment to equal opportunity is an investment in our people and our future growth. A company that
attracts, selects, develops, and retains the best people will remain the industry leader. Sitel's ongoing efforts in
this area will provide us with a critical competitive advantage in the marketplace.

As part of Sitel’s commitment to maintaining a discrimination-free work environment, Sitel encourages
Associates to discuss questions and concerns affecting their employment with their management or Human
Resources Leader.

Sitel is committed to providing equal employment opportunities to qualified applicants and Associates with
disabilities under the Americans With Disabilities Act or other applicable federal, state or local laws governing
employment. Sitel will work with Associates and qualified applicants to provide reasonable accommodations for
known disabilities, where it does not create an undue hardship to do so. Associates should contact their
immediate supervisor or local Human Resources Leader to request an accommodation.

Sitel prohibits discrimination or harassment on the basis of race, color, citizenship, religion, ancestry, national
origin, age, sex, sexual orientation, pregnancy, marital status, physical or mental disability, veteran status, or
any other status protected by law. Associates who believe they have been discriminated against or harassed or
witnessed such conduct should discuss their concerns with their supervisor or contact Human Resources
immediately. Human Resources will conduct a prompt investigation. Associates may also report concerns by
contacting the Sitel Ethics Hotline at +1 800.245.2514. If the investigation leads to a determination that an
Associate violated this policy, corrective action up to and including termination of employment will be taken.

Further, retaliation in any form against anyone who raises concerns or who participates in an investigation under
this policy is strictly prohibited.
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FOREIGN CORRUPT PRACTICES ACT

Sitel has a Foreign Corrupt Practices Act Policy that applies to all Associates. The Foreign Corrupt Practices Act
Policy is available to all Associates on the Company Intranet, GlobePortal or through the local HR Department.
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GLOBAL CODE OF CONDUCT AND ETHICS

Sitel has a Global Code of Conduct and Ethics Policy that applies to all Associates. The Global Code of Conduct
and Ethics Policy is available to all Associates on the Company Intranet, GlobePortal or through the local HR
Department.
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HARASSMENT

Sitel is committed to providing a workplace free of discrimination and harassment. The Company prohibits
discrimination or harassment on the basis of race, color, citizenship, religion, ancestry, national origin, age, sex,
sexual orientation, pregnancy, marital status, physical or mental disability, veteran status, or any other status
protected by law. This policy applies to relationships and interactions between managers, supervisors,
subordinates, co-workers, clients, customers, vendors, consultants, and any other person doing business with or
at the Company. Any Associate who believes that he or she is a victim or a witness of discrimination or
harassment should take advantage of the complaint procedures that have been established to receive and
respond to complaints. Any Associate who engages in any form of discrimination or harassment will be subject
to corrective action up to and including termination of employment.

Examples of harassment prohibited under this policy include:

7

% Verbal comments such as epithets, derogatory statements, slurs, or jokes;

7

« Displays, objects, pictures, posters, cartoons, drawings, and gestures of a sexual or a derogatory nature;

+ Sexual Harassment is a form of discrimination and is prohibited. Sexual harassment involves unwelcome
sexual advances, requests for sexual favors, or other verbal or physical conduct of a sexual nature and
may be illegal when:

- Submitting to the conduct is made a condition of employment;

- Submitting to the conduct is a basis for an employment decision;

- The conduct creates an intimidating, offensive, or hostile work environment; or
- The conduct interferes with an individual’s work performance.

- Sexual Harassment applies to conduct between men and women as well as individuals of the
same sex.

% Physical contact such as touching, kissing, patting, pinching, or brushing against another or impeding or
blocking movement;

% Openly discussing intimate details of one’s own personal life;
% Flirting or advances;

« Denying a promotion or a raise because an Associate rejects a request for a date; or Preferential
treatment for accepting a supervisor or manager’s advances.

Reporting Concerns

Every Associate has a responsibility to maintain a work environment free of harassment or discrimination.
Associates must promptly report any incident of harassment or discrimination to their local Human Resources
Leader or any other member of the management team. Similarly, an Associate who feels aggrieved because of
harassment has an obligation to communicate their concerns immediately and should report such concerns to
their supervisor and/or the offending Associate directly. If this is not an acceptable option, the Associate should
report their concern directly to Human Resources, either locally, regionally, or at corporate headquarters.

Management has a responsibility to report any suspected violations of this policy to Human Resources. A
supervisor or manager who is aware of a possible violation, even if the Associate is outside their immediate area
of supervision, but doesn’t report it will be held accountable for his/her inaction and may be subject to
corrective action up to and including termination of employment.

Human Resources shall conduct a prompt investigation of the allegations. While the Company will attempt to
maintain the confidentiality of the information received, it will not always be possible to do so. Should the facts
support the allegations made, the Company will remedy the situation and, if appropriate under the
circumstances, take remedial action, which may include corrective action up to and including, suspension
without pay and termination of employment.
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HARASSMENT, CONTINUED

Prohibition Against Retaliation

Retaliation will not be tolerated against any Associate for opposing or reporting unlawful harassment or
discrimination or for cooperating in an investigation. Should an Associate feel he/she is being retaliated against,
he/she should report such actions Human Resources immediately.
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Inclement weather provides a challenge to everyone. However, due to the nature of our business we are rarely
able to close our facilities at any time. With that in mind, please plan ahead to anticipate any difficulties that
might be encountered during these times. Attendance of Associates is critical to the successful operation of our
business.

INCLEMENT WEATHER

In the event of inclement weather, Associates should make every effort to report to work, but should not risk
personal safety. If an Associate cannot arrive at work on time due to inclement weather, the Associate should
notify his/her supervisor or manager and plan to arrive as soon as possible. If an Associate is unable to report to
work due to inclement weather, the Associate must contact his/her supervisor or manager as soon as possible in
order to arrange for adequate coverage. Associates may use accrued paid time off in lieu of unpaid time off due
to inclement weather.
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From time to time, Sitel may conduct internal investigations pertaining to security, auditing or work-related
matters. Associates are required to cooperate fully with and assist in these investigations if requested.

INTERNAL INVESTIGATIONS AND SEARCHES

Whenever necessary, at the Company's discretion, personal belongings (i.e., brief cases, backpacks, handbags,
personal vehicles, etc.) in work areas or on Company premises and/or Company property (i.e., desks, file
cabinets, computers, lockers, parking lot, etc.) may be subject to a search with or without notice in accordance

with federal, state or local laws.
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LEAVES OF ABSENCE

Sitel recognizes that Associates may on occasion need time away from work due to civic obligations, medical
conditions, family care or other compelling personal reasons. A leave of absence (LOA) is defined as an approved
absence from work for a specified period of time. If an Associate finds that he/she must be out of work for more
than three consecutive workdays or has a medical condition resulting in a periodic short-term absence, he or she
should contact his/her immediate supervisor or the local HR Department to determine if a leave of absence may
be necessary.

The following types of leaves are available to eligible Associates:

7
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Family Medical Leave Act (FMLA)
Medical Leave

Personal Leave

Military Leave

Court Mandated Leave

e
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Eligibility requirements, benefits, approval levels, applications, and reinstatement guidelines differ for the
various leaves.

Application forms may be obtained from the local HR Department and also are available on the Company
intranet. If an Associate does not complete the required documentation (i.e. application, certification, etc) and
does not obtain proper authorization prior to the leave, the Associate’s absence from work may be considered
unauthorized.

Associates who fail to abide by the company’s leave polices and procedures or site Attendance Policy, or who
engage in any misconduct related to the company or its business while on leave will be subject to corrective
action up to and including termination of employment.

During a leave of absence, paid time off will not accrue, and holidays falling during a leave of absence will not
be paid. The Associate will not continue to participate in any Associate benefit programs or plans other than the
elected health, dental, vision and life insurance. The Associate must continue to pay their share of the health
benefits that were paid prior to the beginning of the leave if he/she wishes such coverage to continue during the
leave. Benefits may be cancelled if premium payments are more than 30 days late. If benefits are cancelled,
the Associate may be required to wait until the next open enrollment period in order to re-enroll.

Associates who are on an approved unpaid leave of absence for thirty (30) days or more must notify Human
Resources in writing of their intent to return to work at least one (1) week prior to the anticipated return date.
If an Associate fails to return to work on the approved return date, the Associate will be considered to have
voluntarily terminated employment.

An Associate taking an approved leave may not engage in other work or employment during the leave of
absence. If an Associate engages in other work or employment during the leave of absence, the Associate may
be considered to have voluntarily terminated employment.

For additional information on leaves of absence, please contact your local HR Department.
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LEAVES OF ABSENCE, CONTINUED

Family and Medical Leave

The Family and Medical Leave Act (FMLA) provides up to twelve (12) weeks of unpaid, job-protected leave to
eligible Associates for certain family and medical reasons. Associates are eligible if they have worked for Sitel
for at least twelve (12) months and worked at least 1,250 hours during the previous twelve (12) months prior to
commencement of the leave.

Eligible Associates are entitled to utilize Family Medical Leave for the following reasons:

®,

«» The Associate’s own serious health condition;

s To care for a newborn, newly adopted, or newly placed child (the leave must be taken within twelve
(12) months following a birth, adoption, or placement of the child); or

R/

% To care for an Associate’s immediate family member who has a serious health condition.

For FMLA purposes an immediate family member is defined as an Associate’s spouse, child, or parent. The term
parent does not include a parent “in-law”. Children include biological, adopted, foster, or step children as well
as legal wards or a child of a person standing in loco parentis. Children do not include individuals age 18 or older
unless they are “incapable of self-care” because of a mental or physical disability. Incapable of self care means
that the individual requires assistance or supervision to provide daily self-care in three or more activities of daily
living. Persons who are “in loco parentis” include those with day to day responsibilities to care for and
financially support a child.

For FMLA purposes a serious health condition must require inpatient care or continuing treatment. Inpatient
care is an overnight stay in a hospital, hospice, or residential medical-care facility and any resulting period of
incapacity and treatment.

Continuing treatment is defined as one or more of the following:

< Pregnancy or prenatal care.

< A period of incapacity of more than three (3) consecutive calendar days and any subsequent treatment
or incapacity that relate to the same condition.

« A period of incapacity because of a chronic serious health condition requiring periodic visits for
treatment (a minimum of two visits within 30 days and the first within 7 days of the start of the
incapacity period), continuing for an extended period, and which may cause episodic rather than
continuing incapacity.

The maximum duration of Family Medical Leave is twelve (12) weeks within a rolling twelve (12) month period
calculated backward from the date of the most recent request for a Family Medical Leave.

Military Family Medical Leave

Eligible Associates may use military family medical leave of up to 26 weeks during a single twelve (12) month
period to care for a covered military service member who has a serious injury or illness incurred in the line of
duty that may render the service member medically unfit to perform his or her duties and for which he or she is
undergoing medical treatment, recuperation, or therapy; or is in outpatient status; or is on the temporary
disability retired list. Eligible Associates are those that are a spouse, son, daughter, parent or next of kin of a
covered service member. Parents in law are not included.

Eligible Associates with a spouse, son, daughter, or parent on active duty or call to active duty status in the
National Guard or Reserves may take up to twelve (12) weeks of military family medical leave for qualifying
situation or urgent demands. Qualifying situations may include attending military events, arranging for
alternative childcare, attending school activities, addressing financial and legal arrangements, attending
counseling, and participating in post-deployment activities.
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LEAVE OF ABSENCE, CONTINUED

Family Medical Leave may be taken in a block of time or on an intermittent basis. Leave taken under this policy
will run concurrently with leave taken under stipulations of Personal Leave, Short Term Disability, Paid Time Off,
Workers’ Compensation Leave and other State provided Leaves unless individual state law provides otherwise.

Notice Requirements and Application

Where the Associate has advance notice of the need for the leave, the Associate must submit a completed
Family Medical Leave Act Associate Request Form to Human Resources thirty (30) days before the leave is
requested to begin. If the Associate cannot provide thirty days notice, the Associate is required to submit the
completed form to Human Resources as soon as practical under the circumstances. This form may be obtained
from the local HR Department and is also available on the Company intranet. The Associate or someone on
behalf of the Associate, must complete a Family Medical Leave Associate Request Form and submit it to Human
Resources within two (2) business days after the Associate’s absence from work begins.

Associates must follow the Attendance Policy and call-in procedures for reporting an absence, absent unusual
circumstances. Otherwise, the absence may be treated as an occurrence.

Certification of the Need for Leave

Medical Certification

Except where the leave is to care for an adopted or placed child, the need for a Family Medical Leave must be
certified by a licensed health care provider. A completed Certification of Health Care Provider form must be
submitted within fifteen (15) calendar days of the Company’s request for certification. Court documentation is
required for leave to care for an adopted or placed child.

If the medical certification is incomplete or insufficient, the Company may identify, in writing, what information
is lacking and give the Associate seven days to provide a complete medical certification. The company also
reserves the right to require a second opinion from a medical provider regarding the need for a leave where it
has reason to doubt the validity of a medical certification. The company will pay the expense of a second
opinion and reserves the right to designate the medical provider.

Certification for Qualifying Exigencies
Eligible Associates will be required to complete a Certification of Qualifying Situation and furnish to Sitel in a
timely manner any certification that your family member is issued regarding their active duty or call to active

duty in the Armed Forces.

For intermittent FMLA Leave, the company may require Associates to provide certification of the continuing
need for leave in conjunction with absences.

Designations of Absences as FMLA Covered

The appropriate Human Resources representative should determine whether an Associate’s absence qualifies
under the provisions of the FMLA and designate the absence as FMLA covered. Human Resources will provide the
Associate with the necessary FMLA application.

It is the responsibility of the supervisor to immediately provide Human Resources with information regarding
absences that may be FMLA covered.
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LEAVE OF ABSENCE, CONTINUED

Pay and Benefits

®,
0.0

Family Medical Leave typically is unpaid. However, Associates may use accrued paid time off to
continue receiving compensation, to cover any waiting period not paid by an applicable state-mandated
or group disability insurance plan or workers’ compensation.

Health insurance benefits ordinarily provided by the company and in which the Associate participated
prior to the leave will be continued during the period of Family Medical Leave.

The Associate must continue to pay their share of the health benefits that the Associate paid prior to the
beginning of the leave if they wish such coverage to continue during the leave. Benefits may be
cancelled if premium payments are more than 30 days late. The Associate will be notified of the
cancellation of benefits at least 15 days before the cancellation is processed. If benefits are cancelled,
all benefit election will be reinstated upon the Associates return to work as of the first of the month in
which the Associate returned. All back premiums owed will be processed upon return from leave.

Return to Work

An Associate who returns to work from a Family Medical Leave of up to twelve (12) weeks will be
reinstated to his/her former position or a comparable position of pay, benefits and working conditions
unless the position was eliminated due to a legitimate business reason or the Associate is no longer
capable of performing the essential functions of his/her former job. If the position was eliminated based
on a legitimate business reason, Sitel will make every attempt to place the Associate in another position;
however, there is no guarantee of position or pay.

Sitel will make every attempt to reinstate an Associate who is out on a leave greater than twelve (12)
weeks; however, there is no guarantee of employment for leaves extending beyond twelve (12) weeks,
unless required by law.

An Associate returning from leave because of his/her own health condition must provide certification
from a health care provider that he/she is eligible to return to work and able to perform the essential
functions of the job prior to or corresponding with a return to work.

If an Associate does not return to work when his/her leave of absence expires, or notify the company of
his/her inability to return in order to determine if additional leave is available, Sitel will terminate the
Associate’s employment effective on the first scheduled workday that is missed following the expiration
of the FMLA Leave. This will be considered a voluntary termination.

If an Associate is out for more than twelve (12) weeks for Family Medical Leave, and cannot return to
work and is not approved for any additional leave of absence, he/she will be terminated. The
termination is not disciplinary and the individual may reapply when conditions permit.

There will be no impact to an Associate’s annual review date due to a FLMA Leave. If an Associate’s
annual performance review is due during the time the Associate is expected to be on FMLA Leave the
review should be conducted prior to the leave, if possible. If conducting the review is not possible prior
to the leave date, the review should be conducted immediately upon return from FMLA Leave.

Medical Leave

After three (3) months of employment, regular full-time and part-time Associates who are unable to perform
their regular jobs for three (3) or more consecutive workdays due to a serious health condition and who do not
qualify for Family Medical Leave may apply for Medical Leave. Medical Leave is an unpaid leave of absence.

Medical Leaves of up to twelve (12) weeks per rolling twelve (12) month period may be granted based on
acceptable medical documentation. Additional leave may be granted in accordance with federal and state law.




SITEL

LEAVE OF ABSENCE, CONTINUED

An Associate must submit a Leave of Absence Application for unpaid Medical Leave at least thirty (30) days prior
to the commencement of the leave. Certification from a health care provider supporting the need for Medical
Leave is required. The application form may be obtained from the local HR Department and is also available on
the Company intranet. If an emergency situation arises eliminating advance notice, the Associate is required to
complete a Leave of Absence Application no later than two (2) days after the absence commences. Any leave or
absences without completing appropriate documentation and obtaining approval will be considered unauthorized
and may result in separation.

Prior to returning from leave for medical reasons, the Associate must provide certification from their health care
provider that they are eligible to return to work and able to perform the essential functions of their job. Sitel
will make every effort to reinstate an Associate on Medical Leave of Absence, however, there is no guarantee of
employment, unless required by law.

Personal Leave

After three (3) months of employment, regular full-time and part-time Associates may apply for a Personal Leave
typically due to an emergency or unanticipated personal events that results in an absence of at least three (3)
consecutive workdays. Personal Leave is an unpaid leave of absence.

Eligible Associates may take up to thirty (30) consecutive calendar days of Personal Leave within a rolling twelve
(12) month period. The decision to grant an unpaid Personal Leave will be based on the reason for the leave and
impact on the workload of the affected business unit and is at the sole discretion of management.

An Associate must submit a Leave of Absence Application for unpaid Personal Leave at least thirty (30) days prior
to the commencement of the leave. If an emergency situation arises eliminating advance notice, the Associate
must follow proper call-in procedures to notify their supervisor of an absence. The Associate is required to
complete the application no later than two (2) days after the absence commences. Failure to do so will be
considered unauthorized and termination may occur.

Two levels of management approval including the Site Director are necessary. Human Resources will notify the
Associate of final approval/declination.

Sitel will make every effort to reinstate an Associate on a Personal Leave of Absence; however, there is no
guarantee of employment.

Military Leave

Sitel is committed to allowing Associates to satisfy their military obligations consistent with state and federal
law. Associates may be eligible for Military Leave for military training, active duty, National Guard duty, and
other activities related to military service.

Notice Requirements and Application

o

« An Associate requesting Military Leave must provide reasonable verbal or written notification (as
provided by a competent military official) to Human Resources prior to the commencement of Military
Leave, unless military necessity prevents prior notification. Human Resources may contact the military
official to confirm the information received.

R/

< After a Military Leave of more than 30 days, the Associate may be asked to provide official, written
military orders.

Pay and Benefits

% Upon request, the Associate may use Paid Time Off (PTO) accrued prior to the absence during the
Military Leave.
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LEAVES OF ABSENCE, CONTINUED
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The Associate is eligible to continue participation in the company’s group health plans for the first
thirty-one (31) days of the leave as if the Associate was working. The Associate can elect to continue
participation in the company’s group health plans under COBRA.

There is no waiting period for enrollment into health and welfare benefits upon return from Military
Leave. All benefits will be effective as of the first of the month in which the Associate returns from
leave.

Returning to Work

®,
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Associates requesting return to employment following a Military Leave of more than 30 days must submit
to Human Resources official documentation indicating the Associate’s military duty, dates of duty, and
discharge from duty. Associates will be reinstated to active employment as long as they terminate from
active military service on honorable terms.

Associates typically are required to apply for reemployment within a specified time period depending on
their length of service according to the following scale:

- Less than 31 days of service: Typically, Associates are required to report back to work the next
scheduled workday following the completion of military service, allowing for time to return home to
their residence, and an eight hour rest period.

- Between 31- 180 days: Typically, Associates must apply for reemployment no longer than 14 days
following the completion of military service.

- More than 180 days: Typically, Associates are required to apply for reemployment no longer than 90
days following the completion of military service.

Please contact Human Resources to coordinate any Military Leave and return to work. Typically, Associates
should be promptly reemployed in the job they would have held had they remained continuously employed so
long as the person is qualified or can become qualified.

Jury Duty Leave

Regular full-time and part-time Associates may apply for Jury Duty Leave for time away from work to fulfill a
civic obligation such as:

®
0.0
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Jury duty selection

Service on a jury

Associates should advise their supervisor as soon as possible after receiving notification of jury duty and provide
the anticipated duration of the leave. A copy of the court receipt or other official record of the jury duty must
be submitted to Human Resources in order to process pay for Jury Duty Leave.

All full-time and part-time Associates will receive their regular straight-time pay for up to a maximum of ten
(10) regularly scheduled work days. Associates should contact their local HR Department for treatment of a Jury
Duty Leave exceeding ten (10) regularly scheduled work days. Pay for Jury Duty Leave does not count as hours
worked when calculating overtime. Associates who are excused from jury duty for any reason during their
scheduled workday must return to work after attending to the required service to complete their original work
schedule. If additional time is required, accrued and unused paid time off may be used with approval from the
Associate’s supervisor. During a paid Jury Duty Leave, the Associate will continue to participate in all benefits
as if actively working.
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MEDIA RELATIONS AND WEBSITES

Sitel has a Media Relations and Websites Policy that applies to all Associates. The Media Relations and Websites
Policy is available to all Associates on the Company Intranet, GlobePortal or through the local HR Department.
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Sitel operates under a set of Values that illustrate how we do business and work together. We are committed to
ensuring a positive work environment and to providing the best possible working conditions for our Associates.
Part of this commitment includes encouraging an open and frank atmosphere in which any problem, complaint,
suggestion or question that is delivered in a respectful manner receives a timely response from management.

OPEN DOOR AND POSITIVE ASSOCIATE RELATIONS

All Associates are expected to treat each other with courtesy and mutual respect and are encouraged to offer
positive input and constructive criticism to help improve relationships and the way we work together.

The Open Door Policy may be used whenever job-related concerns or questions cannot be resolved directly
between you and your immediate supervisor or you are simply not comfortable bringing the concerns to your
supervisor. Associates will not be penalized, formally or informally, for using the Open Door procedure or
expressing their concerns or complaints in a reasonable, business-like manner. In order to foster positive
Associate/manager relationships, Associates are encouraged first to speak with their direct management, but
may go directly to Human Resources at any time. Here are the steps you should follow if you have a job-related
concern:

<+ First, please discuss your issues, concerns or suggestions with your immediate supervisor. Your
supervisor may request that you document your concern in writing. Your supervisor will investigate your
concern and may involve higher levels of management or Human Resources. If it is not possible to
address your concern with your immediate supervisor, or satisfactory resolution is not achieved, then
proceed to the next step.

« You may request a meeting with the next level Manager. Again, you may be asked to document your
concern in writing if you have not done so already. Further investigation may take place. If it is not
possible to address your concern with the next level Manager, or the problem is still not addressed
satisfactorily at this step, then proceed to the next step.

< If the problem has still not been addressed or resolved satisfactorily, you may request a meeting with
the Department Manager, Director, Officer/VP/SVP, or Human Resources Leader for review and
resolution.

It is our intent to communicate sincerely and honestly with each other. Your concerns are important to us and
deserve our attention. You may not always agree with the outcome or decision, but it is our pledge to respond
and to make decisions as quickly as possible.

We strongly believe that we can understand and work through issues together more effectively rather than
through an independent third party. Sitel is a Union-free organization and it is our desire to stay that way. We
do not feel it is necessary to have the interference of an outside source because it would impair our ability to
solve any problems quickly, without disruption and in a positive manner. We believe as individuals we should all
have the right to speak for ourselves and not through an outside organization.

We encourage all Associates to share ideas and work together to make our Company a great place to be as we
strive to achieve our common goals of personal and professional success!
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OUTSIDE EMPLOYMENT

Sitel requires that Associates' activities away from the job must not compromise the Company's interests or
adversely affect job performance and ability to fulfill all responsibilities to the Company. See the Global Code
of Conduct and Ethics for additional guidance on Conflicts of Interest.

Associates are permitted, but are not encouraged, to engage in outside employment.

Associates are cautioned to carefully consider the demands that outside work activity will create before seeking
or accepting outside employment. Outside employment will not be considered an excuse for poor job
performance, absenteeism, tardiness, leaving early, refusal to travel, or refusal to work overtime or different
hours.

Sitel will be particularly concerned about outside employment that:

< Will reduce the Associate's efficiency in working for the company;

«+ Appears to create a conflict of interest such as working for a competitor or a contractor, supplier, or
vendor that does a significant amount of business with the Company; or

« Compromises the Company’s image.

The unauthorized use of any Company tools, equipment, or resources for the benefit of outside employment is
prohibited. In addition, Associates are not to conduct any outside business during paid work time.

Associates who have accepted outside employment are not eligible for a leave of absence when the absence is
used to work on the outside job or is the result of an injury sustained on the outside job. Fraudulent use of a
leave of absence may result in corrective action up to and including termination of employment.

Associates who accept outside employment, including self-employment, should notify their supervisor and
Human Resources. The notification should state the name and address of the outside employer, the nature of
the job, and the hours and days of employment. This document should be signed and dated by the Associate and
the supervisor then forwarded to Human Resources for retention in the Associate’s personnel file.
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PAID TIME OFF FOR EXEMPT ASSOCIATES

Sitel recognizes that everyone needs time away from work for rest and relaxation or to handle personal matters.
Therefore, the Company is pleased to offer the following paid time off program per the provisions of this policy.

This policy is applicable to all regular, exempt Associates. Vacation accrues as of the first day of the month
following the date of hire and individuals may begin using vacation after 3 months of service.

Vacation Accrual: Fulltime exempt Associates are eligible to accrue fifteen (15) days per year during their first
through fourth year of employment, eighteen (18) days per year during their fifth through ninth year of
employment, and twenty-one (21) days during their tenth year and beyond. Below is a chart describing the
monthly, annual and maximum accrual of paid vacation time.

Years of Service Number of Days Accrued Number of Days Maximum Number
Each Month Accrued Each Year of Days
Day One through 4 years 1.25 days 15 days 20 days
5 years through 9 years 1.5 days 18 days 23 days
10 years+ 1.75 days 21 days 26 days

% Vacation time accrues monthly in increments of 1.25, 1.5, and 1.75 days depending upon your years of
service.

% The following is an example of how vacation accrual works:

An Associate hired on May 16", receives 1.25 days on June 1%, July 1%, and August 1% and will be
eligible to use 3.75 vacation days on August 15th.

% You should use your allotted vacation time during the calendar year.

% If you reach the Maximum Number of Days as described in the chart above, you will not receive or
accrue anymore vacation time until you have used sufficient vacation time to bring the accrued
vacation time below the Maximum Number of Days. For Example:

If an Associate with 6 years of service accrues 23 days of vacation, his/her accrued vacation will not
exceed 23 days. Once the Associate uses at least 1.5 days the accrued vacation will increase by 1.5
days as of the first day of the following month. Below is a chart illustrating this example.

December January February March
Beginning Balance 21.5 23 22 18.5
Days Taken in Month 0 1 5 0
Ending Balance 21.5 22 17 18.5

The amount of vacation time that you will be eligible to accrue increases at the beginning of your 5" and 10™
years of service. The new rate is effective on the first day of the anniversary month. For example, an Associate
hired on October 12, 2006 will begin accruing vacation at a rate of 1.5 days per month on October 1, 2010.

% Rehired Associates will be eligible for vacation based on the Adjusted Hire Date.
% Part time Associates should consult Human Resources for their vacation accrual schedules.

« Associates grandfathered under a legacy vacation accrual schedule will follow the accrual schedule
outlined in their individual vacation trackers.

+«+ Vacation does not accrue during a leave of absence unless otherwise required by law.




SITEL

PAID TIME OFF FOR EXEMPT ASSOCIATES, CONTINUED

Scheduling and Tracking Vacation Time: While the Company wants to offer as much flexibility as possible to
meet your needs, it is important to maintain Sitel’s ability to serve our clients and their customers. Vacation
days must be scheduled and approved in advance by your manager. The Company reserves the right to deny
requested vacation based on business need. Any such decisions should be made in conjunction with Human
Resources.

If multiple Associates request the same time off, approval for vacation typically will be granted in order
of tenure and in accordance with business needs.

Regular, exempt Associates may take vacation in whole or half day increments.

If a Holiday observed by Sitel falls on a business day during a scheduled vacation, the time is counted as
a Holiday and not as vacation.

Exempt Associates and their managers are responsible for recording use of vacation time. Failure to
properly record use of vacation time may result in corrective action up to and including separation from
employment.

Regular, exempt Associates may be required to use vacation time for unscheduled absences beyond
typical attendance expectations.

There is no payout for active Associates in lieu of taking accrued vacation unless otherwise required by
law.

Status Changes

7
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Associates changing from a non-exempt status to an exempt status will be eligible for vacation under this
Policy on the first day of the month that follows their change in status. Unused PTO hours will convert
to days and will be carried over to the Exempt Vacation Policy.

Associates changing from an exempt status to a non-exempt status will be eligible for vacation under the
non-exempt policy on the date of their change of status. Unused vacation days will convert to hours and
will be carried over to the new Non-Exempt Plan Year. If the change in status and plan year results in a
loss of PTO, contact Corporate Benefits to review and determine appropriate adjustments and update
corporate records.

Temporary Associates are not eligible for paid Vacation. If an exempt Associate classified as temporary
converts to regular full-time or regular part-time status, vacation eligibility will begin as of the first day
of the month following the date of the change to the new status.

Separation from Employment

Associates leaving the Company will not be paid for unused vacation time accrued during the previous
calendar year unless required by law.

Associates who have completed three months of service and provide ten (10) business days notice of
voluntary separation from employment will be paid accrued but unused vacation (accrued during the
current calendar year) on their final paycheck unless otherwise required by law.

Associates who are involuntarily separated by the Company for any reason other than position
elimination (for example: violation of company policy, fraud, theft, etc.) will not receive pay for
accrued but unused vacation time upon separation unless otherwise required by law.

If an Associate leaves the Company and has taken more vacation than the amount accrued at the time of
separation, the Associate must reimburse Sitel for the vacation overpayment unless otherwise required
by law. This reimbursement will normally be made by an adjustment in the Associate’s final pay.

Vacation should not be taken after an Associate provides notice of separation.
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PAID TIME OFF FOR EXEMPT ASSOCIATES, CONTINUED

Floating Holiday

In addition to paid time off provided through the current US Exempt Vacation Policy and Holidays, the Company
provides an additional “floating” day each year for personal use including personal appointments, inclement
weather, cultural/religious observances, etc.

« US Exempt Associates with at least three months of service (effective first day of the month following
three months service) are eligible for one (1) Floating Holiday day in each calendar year. (Example:
Hire date of March 22; eligible for Floating Holiday as of July 1).

« The Floating Holiday may be used for any reason and at any time, subject to the approval of the
Associate’s manager.

« To maintain appropriate business coverage, the use of Floating Holidays are subject to cancellation
based on workload at the discretion of the Associate’s manager.

« Unused Floating Holidays may not be carried over into the next calendar year and will not be paid out
upon separation of employment.

Floating Holidays may be taken in full day increments only.
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Sitel recognizes that everyone needs time away from work for rest and relaxation or to handle personal matters.
The Paid Time Off (PTO) program is designed to periodically accrue an established amount of time to continue
pay during approved time away from work.

PAID TIME OFF FOR NON-EXEMPT ASSOCIATES

This policy is applicable to all regular full-time and part-time non-exempt US Associates as stated unless
individual state law provides otherwise. Confirm applicability with Corporate Benefits. Exempt Associates
should contact Human Resources and their immediate supervisor for information concerning paid time off
benefits.

Plan Year: (follows payroll schedule): June 13, 2010 through June 11, 2011

Accrual - Non-exempt Associates

Accrual begins as of the first payroll following 6 months of service. The accrual schedule is provided below.

Non-exempt PTO Accrual Table (full-time associates)
Flat amount accrual for all eligible Associates classified as regular full-time

Service Years Vil At Accrual Rate (hours)
Accrual (hours)

After 6 months through year 4 80 3.077 hours per pay period

Year 5 through year 9 120 4.615 hours per pay period

10 years or more 144 5.54 hours per pay period

Non-exempt PTO Accrual Table (part-time Associates)
Accrual calculated based on hours worked per pay period

Service Years o el Accrual Rate (hours)
Accrual (Days)

After 6 months through year 4 varies .0385 x number of hour worked per
pay period

Year 5 through year 9 varies .0577 x number of hour worked per
pay period

10 years or more varies .0692 x number of hour worked per
pay period

Accrual Rules

R/

«+ PTO accrues on a per pay period basis. Accrual begins on the first pay date following six (6) months of
service and ends on the last day of the last full pay period in which an Associate works. For example, an
Associate is hired on August 15, PTO accrual begins on the first check received after February 16; an
associate separates August 15, then the PTO accrual ends on their last check for which hours are paid for
the full pay period. Hours are not accrued for partial pay periods worked.

«+ Accrual is based on number of years of service and regular, full-time or part-time status.

% For designated milestone anniversary years—the accrual rate increases as of the first payroll date
following the actual 5-year anniversary or 10 year anniversary date

¢+ PTO accrual does not continue during a leave of absence, which includes FMLA Leave, Medical Leave,
Personal Leave and Military Leave.

« PTO accrual is designed for use in the year in which it is earned. However, a maximum of up to 40 hours
may be carried over to take in the new plan year unless individual state law provides otherwise.
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PAID TIME OFF FOR NON-EXEMPT ASSOCIATES, CONTINUED
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Requests for carryover exceptions beyond 40 hours require Officer level approval. Forward carryover
requests to Corporate Benefits who will secure proper approval. Requests must be submitted by June
15, 2011. Corporate Benefits will be responsible for ensuing approved carryover is loaded into the
Payroll system and will provide records to local HR.

Other Plan Provisions
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If a Holiday observed by Sitel falls on a business day during an Associate’s scheduled PTO period, the
time is counted as a Holiday and not as PTO.

There is no payout in lieu of taking accrued PTO unless otherwise required by state law.

Time off may be requested in full hour increments and may not exceed normally scheduled hours.

Status Changes
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Associates changing from full-time to part-time regular non-exempt/hourly status will accrue PTO days
on a pro-rated basis according to work schedule. (Contact Corporate Benefits for individual calculation)

Associates changing from a Non-exempt/Hourly status to an Exempt/Salaried status will begin accruing
at the new rate on the first day of the month that follows their change in status. Their plan year will
automatically change on the first day of the month following their change of status. Associates will be
subject to the terms of the Paid Time Off for Exempt Associates Policy. Accrued, unused PTO hours will
convert to days and will be carried over to the new Exempt Plan Year. If the change in status and Plan
Year result in a potential loss of accrued PTO, Regional Human Resources Directors may authorize
appropriate adjustments. They will provide such information to Corporate Benefits who will advise
Payroll for tracking.

Associates changing from an Exempt /Salaried status to a Non-Exempt /Hourly status will begin accruing
at the new rate on the date of their change of status. Their plan year will automatically change on the
beginning of the next pay period following their change of status. Associates will be subject to the
terms of the Paid Time Off for Non-Exempt Associates Policy. Accrued, unused PTO days will convert to
hours and will be carried over to the new Non-exempt/Hourly Plan Year. If the change in status and Plan
Year result in a potential loss of accrued PTO, Regional Human Resources Directors may authorize
appropriate adjustments. They will provide such information to Corporate Benefits who will advise
Payroll for tracking.

Associates who experience a break in service will accrue PTO according to the Rehiring Former
Associates Policy.

Temporary Associates are not eligible for PTO. If a non-exempt/hourly Associate classified as temporary
to regular full-time or regular part-time status, PTO accrual begins as of the first day of the month
following the date of the change to the new status.

Scheduling and Tracking Time Away From Work
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While the Company wants to offer as much flexibility as possible to meet the needs of our Associates, it
is still important to maintain Sitel’s ability to serve our clients and their customers. PTO days should be
scheduled and approved in advance with the Associate’s manager. The Company reserves the right to
deny requested PTO based on business need. Any such decisions should be made in conjunction with the
Regional Human Resources Directors.

In the case of requests from more than one Associate for the same time off, approval for PTO will
typically be granted in order of tenure and in accordance with business needs.

Separation from Employment

7
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Associates who provide five business days notice of voluntary separation from employment will be paid
any accrued, unused PTO in their final pay unless otherwise required by state law. PTO should not be
taken after the associate has given notice of separation.
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PAID TIME OFF FOR NON-EXEMPT ASSOCIATES, CONTINUED
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Associates who are involuntarily separated by the Company for any reason other than position
elimination (for example: violation of company policy, fraud, theft, etc.) will not receive pay for
accrued but unused PTO time upon separation unless otherwise required by law.

Associates who are involuntarily separated for any other reason including performance, reduction-in-
force, death or disability will be paid any accrued, unused PTO.

If an associate separates, voluntarily or involuntarily, and has taken more PTO than the amount accrued,
the associate is required to reimburse Sitel for the PTO overpayment unless otherwise required by state
law. This reimbursement will normally be made by an adjustment in the Associate’s final pay.
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It is Sitel’s policy and practice to accurately compensate Associates and to comply with federal, state, and local
law. To ensure that Associates are paid properly and that no improper deductions are made, each Associate
must review his or her paycheck promptly to identify and to report any errors.

PAY PRACTICES - GENERAL

Pay Period/Pay Day

A pay period consists of two (2) workweeks. Payday occurs on the Friday following the close of the pay period.
If a recognized holiday falls on a payday, paychecks will be paid the preceding Thursday.

Rest and Meal Breaks

Rest and breaks will be scheduled based on business needs either on a formal or informal basis. An unpaid meal
break of at least thirty (30) minutes is usually provided to Associates working six and one-half (6 1/2) hours or
more in a day unless otherwise required by law. Associates must be completely relieved of all duties during meal
breaks. Paid rest breaks may be provided during which Associates may leave their workstations for short periods
of time, where required by law. Typically, scheduled paid rest breaks are fifteen (15) minutes but may vary
based on business needs.

Overtime

All non-exempt Associates will be paid at the rate of time and one-half (1 %2) for hours actually worked in excess
of forty (40) hours per week or as required by state law. Holidays, Vacation, Paid Time Off, Bereavement Leave
Pay or Court Mandated Leave Pay is not included in the calculation of hours worked for purposes of computing
overtime. Overtime hours should be approved in advance.

Off The Clock Work

Sitel’s policy is to compensate non-exempt Associates for all time worked as required by law. Sitel strictly
prohibits Associates from working off the clock. Any Associate who is asked to work “off the clock”, work
without recording their work time, or has been asked to alter their time records to reflect time differently than
was actually worked should immediately contact the local Human Resources Manager. Associates must record
their start time by “clocking in” to the timekeeping system (or recording their start time on a timesheet) before
beginning their workday and performing any preparatory work such as booting up computer tools or reviewing
job-related materials or information. Associates also must clock out of the timekeeping system (or recording
their end time on a time sheet) after completing their workday. If you have questions regarding what is
compensable (paid) work, or has been asked to work off the clock contact the local Human Resources Leader
immediately.

Deductions from Salaries

Sitel’s exempt Associates are paid on a salaried basis. Any exempt Associate, who believes his or her salary has
been reduced for improper reasons, should report the improper reduction immediately by contacting the Human
Resources Department.

Direct Deposits and Pay Card

Sitel strongly encourages its Associates to take advantage of direct deposit or pay card (if applicable).
Associates have the option of receiving all or a portion of their pay through the Direct Deposit Program or on a
pay card. Contact your local Human Resources Department to request a Direct Deposit Form or to receive
instructions on how to apply for Pay Cards on-line. It is the responsibility of the Associate to carefully review
this information for accuracy and notify the Human Resources Department if the information is incorrect.
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PAY PRACTICES - GENERAL, CONTINUED

Pay Time Disruption

Should any unforeseen event occur that would prevent Sitel from processing payment for Friday delivery, every
effort will be made to process payments as close to the normal Friday pay date as possible. Such events include,
but are not limited to: computer problems, severe weather-related problems, third-party carrier problems and
natural disasters.

Garnishments

Sitel complies with all local, state and federal regulations regarding valid child support orders, liens, and
garnishments. The appropriate amount will be withheld and transmitted in payment of the garnishment until the
garnishment is satisfied or otherwise canceled by legal authority. Sitel will withhold the maximum amount
allowable by law for child support, liens, and garnishments. Amounts owed in excess of this limit are strictly the
responsibility of the Associate.

Associates who are considered head of household, and are therefore subject to a lesser withholding for child
support orders and creditor garnishments, are responsible for providing a notarized affidavit attesting to this to
the Payroll Department.

Maintaining Time Records

All hourly and non-exempt Associates are required to maintain time records via a designated time keeping
system. Failure to accurately record work time could result in incorrect pay and possible corrective action. It is
the responsibility of the Associate to review all available reports to ensure the accuracy of their time records.
Supervisors are accountable for reviewing and approving all time records.

Associates must punch in or record time at the beginning of their scheduled shift and prior to commencing any
work, out and in for meal breaks, and out at the end of their shift or workday. Punching the time clock and/or
recording time worked for another Associate is strictly prohibited and subject to corrective action.

If an Associate forgets to clock in or out, they must contact their supervisor immediately. A Time Clock Hours
Adjustment Request Form must be completed and submitted for correction. The supervisor will verify the actual
time worked and make necessary corrections. It is imperative that all pay disputes must be addressed. Please
bring concerns to your supervisor’s attention immediately.

In some instances manual time keeping may be required, Associates using manual time records should follow the
procedures outlined above and supervisors must record signhatures and submit time records to payroll.

Mandatory Time Off

It may be necessary for Sitel to occasionally issue downtime or reduce scheduled work hours in order to be cost
effective. Downtime may be based on a variety of factors including productivity, attendance, tenure,
department and job position, and may occur with or without advance notice. Whenever business needs, adverse
economic or other conditions dictate, Sitel may be forced to make a reduction in hours.

Reporting Concerns

If you have questions about deductions from your pay, believe you have been subject to any improper
deductions, or your pay does not accurately reflect your hours worked, you should immediately report the
matter to your supervisor or Human Resources. If any deduction was improper, the company will reimburse you
as promptly as possible.




SITEL

Every report will be investigated and corrective action will be taken where appropriate, up to and including
termination of employment for violations of this policy. In addition, Sitel will not allow any form of retaliation
against individuals who report alleged violations of this policy or who cooperate in an investigation. Any form of
retaliation in violation of this policy will result in corrective action, up to and including termination of
employment.

PAY PRACTICES - GENERAL, CONTINUED
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PAY PRACTICES - HOLIDAYS

To enable us to effectively support the businesses of our clients, Sitel is open every day of the year. Therefore,
our company may not observe public holidays in the same manner as other businesses. Associates may be
required to work on a holiday.

Sitel recognizes (6) holidays per year. The observed holidays are as follows:

New Year’s Day Labor Day
Memorial Day Thanksgiving Day
Independence Day Christmas Day

Please refer to the Holiday Schedule located on the Company intranet for the actual dates of the observed
holidays.

Hourly/Non-exempt Associates

Holiday Pay - holiday not worked

Regular full-time or part-time hourly/non-exempt Associates are eligible to receive regular straight-time wages
for each holiday not worked if they meet the following requirements:

« Associate has been employed at least 6 months; and

« Associate’s normal work schedule includes the holiday (This means scheduled and worked the same day
of the week as the holiday for the last three weeks prior to the holiday); and

% Associate works his/her scheduled regular day of work preceding and following the holiday (Associates on
approved PTO the day before or after the holiday are considered to have worked their scheduled shift);
and

«+ Associate is not on an approved leave of absence at date of holiday.

Holiday Pay for time off on a holiday will be calculated using the Associate’s normally scheduled hours. Holiday
Pay does not count as hours worked.

Holiday Premium Pay - Holiday worked

All regular and temporary, hourly/non-exempt Associates who work on a holiday will be paid time and one-half
(1.5x) their regular rate of pay for all hours worked on a holiday (“Holiday Worked Premium™). There is no
eligibility-waiting period for Holiday Worked Premium. Hours worked on a holiday count towards total hours
worked in the week for calculation of overtime.

Holiday Premium Pay - Partially worked holiday

« Associates who work on a holiday but are sent home due to decreased work volume and work less than
their normally scheduled shift will receive time and one-half (1.5x) their regular rate of pay for all hours
worked. Regular full-time and part-time Associates who meet the Holiday Pay eligibility requirements
will also receive the remaining shift hours as “Holiday Pay.”

% Associates who agreed to work on the holiday and work the major portion of the scheduled shift will
receive time and one-half (1.5x) their regular rate of pay for all hours worked. Regular full-time and
part-time Associates who meet the Holiday Pay eligibility requirements will also receive the remaining
shift hours as “Holiday Pay.”
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PAY PRACTICES - HOLIDAYS, CONTINUED

« If an Associate agrees to work on the holiday and fails to work the major portion of that scheduled shift
due to personal reasons, the Associate will not be eligible for Holiday Pay for the remainder of that shift.
The Associate may use accrued, unused PTO to receive pay for the remainder of that shift.

Rehired Hourly/Non-exempt Associates

« Regular hourly/non-exempt Associates with 6 months or more of service at the time of termination will
not be required to satisfy the 6 months Holiday Pay eligibility waiting period upon rehire when the
Associates are rehired within one year of their termination dates.

« Regular hourly/non-exempt Associates with less than 6 months of service at the time of termination will
be given credit for the number of months of previous service to count toward the 6 months Holiday Pay
eligibility waiting period, when the Associates are rehired within one year of their termination dates.

% Regular hourly/non-exempt Associates rehired after a break in service more than one year must
complete 6 months of service as with the eligibility-waiting period for all regular, hourly/non-exempt
new hires.

All other eligibility requirements must be met for rehired regular, non-exempt Associates to receive holiday pay.

Salaried/Non-exempt Associates

« Salaried/non-exempt Associates are eligible for Holiday Pay as of their hire dates. They receive their
regular pay for each holiday not worked.

+« Salaried/non-exempt Associates required to work on the holiday will be paid time and one-half (1.5x)
their regular hourly rate of pay for all hours worked on a holiday (“Holiday Worked Premium”). Hours
worked on a holiday count towards total hours worked in the week for calculation of overtime.

+« Salaried/non-exempt Associates who work a partial day on a holiday will be paid time and one-half
(1.5x) their regular hourly rate of pay for all hours worked (“Holiday Worked Premium”). The remainder
of the holiday will be paid at the regular rate of pay (“Holiday Pay’).

Exempt Associates

7
*

% Exempt Associates are eligible for Holiday Pay as of their hire dates. They receive their regular pay for
each holiday not worked.

7
*

% Exempt Associates required to work on the holiday will be paid their regular salaries for the holiday and
receive a substitute day off, typically within the 7 days following the holiday, to be scheduled with their
next level manager.

Definitions

Holiday Pay Regular straight time wages calculated using the Associate’s normally
scheduled hours. Holiday hours are not hours worked and do not count
towards Overtime.

Holiday Worked Premium Time and one half the Associate’s regular rate of pay for hours worked
on a designated holiday.
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PAY PRACTICES - HOLIDAYS, CONTINUED

Major Portion of Scheduled Shift

Normal Work Schedule

Normally Scheduled Hours

Regular Rate of Pay

Regular Wages

Over 50% of the hours scheduled for the day. For example, an Associate
scheduled for 8 hours would need to work more than 4 hours to have
worked the major portion of the shift.

The days of the week and hours normally worked by the Associate. If the
Associate’s schedule varies, the normal work schedule is the days of the
week and hours normally worked over the last three pay periods. If the
Associate’s schedule changes every week, use the days of the week and
hours worked for the week during which the holiday falls.

The average hours scheduled over the last three pay periods.
The associate’s regular, non-overtime hourly rate of pay in a usual
workweek. This excludes overtime, Holiday Pay, premium pay, and

vacation pay.

Pay for normally scheduled hours worked.
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Sitel believes that open and honest feedback is fundamental to maintaining and improving performance.
Associates typically receive formal performance reviews at annual intervals although informal performance
discussions should occur frequently throughout the year to celebrate accomplishments and encourage
improvements where needed. The purpose of a performance review is to promote communication, ensure clear
expectations, provide useful feedback about job performance, facilitate positive working relationships and to
contribute towards professional development.

PERFORMANCE AND PAY

Sitel is committed to providing all levels of Associates with a total compensation package that is reviewed at
designated periods to ensure pay is commensurate with scope, responsibilities and performance, is competitive
with similar jobs in similar industries, and perceived to be fair and equitable internally. Sitel believes that
increases in pay are not an entitlement and supports a culture of linking pay to performance.

Associates working in Agent positions may have performance and salary reviews conducted on an annual basis or
more frequently if participating in an approved Agent Step Rate Pay Plan that is aligned with meeting designated
performance measures at set intervals.
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All relationships at Sitel should be conducive to a professional environment and effective business operation.
Personal, dating, or familial relationships between Associates may create a conflict or the appearance of a
conflict in the workplace. For that reason, we ask Associates to help us avoid these types of problems before
they occur by notifying your local Human Resources Leader immediately of any personal, dating, or family
relationship with anyone on your team, in your department, or line of supervision either directly or indirectly.
Sitel reserves the right to determine if a relationship between Associates may create a conflict of interest or
appearance of conflict. Please see the Global Code of Conduct and Ethics for additional guidance on Conflicts of
Interest.

PERSONAL RELATIONSHIPS AFFECTING THE WORKPLACE

If a personal, dating, or familial relationship develops between a manager and any Associate, the manager must
promptly disclose the relationship in writing to the local Human Resources Leader. The term “manager”
includes all Associates who directly or indirectly supervise other Associates or those who have the authority to
make decisions impacting employment conditions. Indirect reporting relationship is defined as a “sphere of
influence” in which decision-making could be perceived as compromised.

In all cases, Sitel reserves the right to take unilateral action, including but not limited to, refusal to hire or
transfer an Associate to an available position to eliminate any actual or potential conflicts with this policy. Any
failure to satisfy these notification requirements, or a failure to assist in our effort to avoid these types of
problems before they occur, may result in corrective action up to and including termination of employment,
especially when the relationship results in workplace problems.
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REHIRING FORMER ASSOCIATES

Sitel finds value in giving qualified, former Associates the opportunity to return to Sitel. Associates who leave
Sitel are assigned a rehire eligibility status based on the circumstances surrounding their termination.

Sitel expects Associates who voluntarily leave the company to give as much written notice as possible, but not
less than five (5) business days for non-exempt Associates and ten (10) business days for exempt Associates.
Associates who leave Sitel in good standing and with proper notice, or Associates who are part of a reduction in
force will be considered for rehire. This status is for eligibility only; this is not a guarantee that an Associate
will be rehired.

Associates are not typically rehired if their reason for separation was classified as one of the following
categories:
“ Involuntary Separation due to Violation of Company Policies

o,

% Voluntary Separation without providing proper notice (including “No Call/No Show”)

The determination of rehire eligibility is at the sole discretion of management. Any exceptions to the rehire
status must be approved through Regional Human Resources.

Separation of 3 months or less

An Associate who has a break in service of 3 months or less will be rehired with no change to their original hire
date.

Example #1: An Associate was hired on January 1, 2006 and separated on June 1, 2006. This Associate was
rehired on August 20, 2006.

Original date of hire is maintained because break in service was less than 3 months.
Associates returning to the same job and campaign will typically be offered their former rate of pay upon return.
Associates returning to a different job or campaign will receive consideration for their prior service when

determining their new rate of pay upon return.

Associates rehired within 3 months of their termination date are eligible for health and welfare benefits, if
applicable, on the first day of the month following the rehire date (applies to benefits eligible Associates only).

Separation of greater than 3 months, but one year or less

An Associate who has a break in service greater than 3 months, but one year or less will be given an adjusted
hire date that is calculated to include past service. To calculate the rehired Associate’s adjusted hire date, add
the time away to the original hire date.

Example #2: An Associate who was hired on February 12, 2005 and separated on March 27, 2006. This
Associate was rehired on August 14, 2006.

February 12, 2005 + 4 months and 18 days = June 30, 2005 (adjusted hire date)

Performance and salary review dates are set at one year from the rehire date or per current guidelines.

Associates rehired after 3 months of their termination date are eligible for health and welfare benefits, if
applicable, on the first day of the month following 3 months of service consistent with the eligibility waiting
period of all new hires (applies to benefits eligible Associates only). However, Associates terminated and rehired
due to a temporary layoff due to unforeseen business circumstances will be eligible for health and welfare
benefits as of the first of the month following their rehire date.
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REHIRING FORMER ASSOCIATES

Separation of greater than one year

There will not be a change in adjusted hire date for Associates rehired after a break in service that is greater
than one year. The Associate’s hire date changes to the actual rehire date.

Example #3: An Associate who was hired on March 2, 1998 and separated on January 10, 2005. This Associate
was rehired on February 18, 2006.

This rehired Associate is not eligible for an adjusted hire date - length of separation exceeded one year. Date
of Hire = February 18, 2006.

Performance and salary review dates are set at one year from the rehire date or per current guidelines.
Associates rehired after 3 months of their termination date are eligible for health and welfare benefits, if
applicable, on the first day of the month following 3 months of service consistent with the eligibility waiting
period of all new hires (applies to benefits eligible Associates only).

SITEL and ClientLogic 401(k) Plans

A rehired Associate who was eligible to participate in the Sitel 401(k) Plan during their previous service will be
eligible to participate as of the first day of the month following their rehire. In addition if the rehired Associate
was vested in the Sitel 401(k) Plan at the time of termination, he/she will receive credit for prior service for
vesting purposes only.

If an Associate is not vested in the Sitel 401(k) Plan at the time of termination and the break in service does not
exceed five (5) one year breaks in service, the Associate will receive credit for prior service. (See Sitel 401(k)
Summary Plan Description for more details).
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SOLICITATIONS, DISTRIBUTIONS, AND USE OF BULLETIN BOARDS

Solicitations and Distributions

In order to minimize distractions that could affect the performance of our Associates, Sitel does not permit the
solicitation or distribution of non-work related materials in working areas at any time. Solicitation includes,
among other things, sales of products or raffle tickets, requests for donations or contributions, solicitation for
membership in or support of any organization or cause. Any such activity must be done only before work, during
breaks or meal periods, or after work in non-work areas. The only exception to this policy may include
solicitations for the benefit of a Company-sponsored community service such as the United Way or other
charitable organizations as approved in advance by the Business Unit Director and Human Resources.

Persons not employed by Sitel may not solicit Associates or distribute literature to Sitel Associates on Company
work premises for any purpose at any time. Such attempts should be reported immediately to the Site Director
and/or Human Resources.

Use of Bulletin Boards

Bulletin boards in all Sitel facilities are owned and maintained by the Company for the benefit of our Associates
and are designated for use by the Business Unit Director and Human Resources. Boards in each location are
designated for posting notices related to Company business including legal regulations and company policies and
procedures. Human Resources is responsible for ensuring that current and accurate information is posted.
Associates are not permitted to post or remove any items from these boards.

The Company may also designate bulletin boards to post Site and Associate information such as anniversaries,
site news and events, photos, Company-sponsored charity events, contests, recognition and awards, community
services or other information as approved. Human Resources or designated management are responsible for
information posted to these boards. Associates are not permitted to post or remove any items from these
boards.

Posting information that may violate any of Sitel’s policies is not permitted under any circumstance.
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VISITORS, LOITERING, AND PETS

Sitel welcomes visits from our clients, job applicants, Associates from other locations and other invited guests to
our facilities. However, due to the nature of our business we are not able to have visitors in our working areas.
Visitors should be limited to the common or lobby area of the building. Visits should be limited to meal periods
or at the conclusion of the Associates shift. Associates may only bring their children to work if approved to
attend a Company event.

Management reserves the right to deny access to the facility to anyone at any time.

Loitering

Loitering on Sitel premises is not permitted. Associates have designated start and end times for their work
schedule and are expected to adhere to that schedule. Associates who have transportation issues that result in
early arrival or late departure from their designated work times should advise their supervisor or Human
Resources in advance. In such instances, the Associate may be permitted to remain in reception or the break
room for a reasonable period of time until their shift begins or after their shift ends until transportation is
available.

Any suspicious person or activity should be reported to management or Human Resources immediately.

Pets

For the safety and protection of our Associates, pets are not permitted on Sitel premises. The only exception to
this policy are “service animals” that are required to aid an Associate in their ability to perform their work. In

such instances, Associates in the site will be advised of, and expected to adhere to, specific guidelines related to
having a service animal in the workplace to ensure protection of the Associates, the animal and the owner.
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Scheduled work hours are determined by the needs of the department in which the Associate works. Supervisors
and managers should apprise Associates of their weekly and daily schedules, including breaks and meal periods.
Associates are expected to be at their workstations ready to begin work at their scheduled start time. They are
also expected to return from breaks and meal periods on time.

WORK SCHEDULES

Sitel reserves the right to schedule hours based upon business needs. As business evolves, supervisors may adjust
schedules accordingly. All Associates may be required to work overtime whenever business needs dictate.
Supervisors will give advance notice of overtime whenever possible. Typically, overtime should not be worked
without approval from Associate’s supervisor or manager.
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WORKERS COMPENSATION

Workers' Compensation coverage is a benefit for Associates who incur an on-the-job injury or illness. Any injury
or illness that occurs while at work must be reported immediately to the Associate's supervisor or manager and
to Human Resources.

Associates who witness, who have knowledge of, or who have incurred a work related illness or injury should
immediately report the incident to Human Resources. Failure to do so may jeopardize the claim and the
Company's compliance with the law.

While on approved Workers' Compensation Leave, it is the Associate's responsibility to contact Human Resources
to make arrangements for continuance of health insurance coverage. If the Associate is out of work for more
than ten (10) business days and meets the requirements for the Family Medical Leave Act, his/her benefits will
be continued up to 12 weeks provided the Associate makes his/her monthly contribution for their benefits. If
the Associate does not meet the requirements for the Family Medical Leave Act, the Associate may be eligible
for continuation of health insurance benefits through COBRA.

Retaliation will not be tolerated against any Associate for reporting an on-the-job injury in good faith.

Return-to-Work Authorization for Workers Compensation

On or before the return to work date, the Associate must provide Human Resources with a written return to work
release from their physician which should also contain any work limitations and or accommodations required, if
applicable.
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WORKPLACE HEALTH AND SAFETY

Sitel is committed to providing a safe and healthy environment for our Associates, clients, and visitors. Sitel
makes every reasonable effort to promote, create, and maintain a safe and healthy workplace by providing
safeguards against injury or hazards through maintaining proper equipment, materials, facilities, and Associate
training.

Workplace safety is the responsibility of every Associate. A safe and healthy environment can only be realized
by adherence to basic safety principles, sound management practices, and compliance with applicable federal,
state and local codes, laws, and standards. Your assistance in keeping the facility secure is greatly appreciated.

Please be aware of the following safety rules:

« Associates are permitted to use access cards for facility access purposes at authorized times only. Under
no circumstances should you allow anyone else to use your facilities access card other than yourself.

« If you observe visitors in unauthorized areas without a manager present, please direct them to the
reception area or to a supervisor or manager.

% The use, sale, distribution, possession or being under the influence of any illegal drug, controlled
substance or alcohol is strictly prohibited while on company premises, while on duty, or while using any
Company, personal, or leased vehicle for company related business.

% Follow established safety regulations and procedures including housekeeping duties associated with your
job. Ask a supervisor or manager for assistance should there be doubt about how to do a job safely.

« Immediately report all workplace injuries, regardless of severity, to your Supervisor or Manager or
Human Resources.

« Immediately report all potentially unsafe or unhealthy conditions in the workplace, including slippery
surfaces, torn rugs, defective tools, ladders or other equipment to a member of the management team
or Human Resources.

« If an Associate is unsure regarding the operation of any machine or equipment, the proper procedures for
lifting, climbing ladders, etc., or the use of any substance or material, the Associate must immediately
ask to receive appropriate training and instruction from a member of the management team or Human
Resources.

«+ Associates should ask for assistance in lifting any item that the Associate feels that he or she cannot lift
safely.

% No Associate shall interfere with another Associate’s right to raise any issue or complaint regarding
workplace health or safety. Retaliation will not be tolerated against any Associate for reporting a
workplace health or safety issue.

« Act in a professional manner at all times; “horseplay” or rough and boisterous conduct of any kind will
not be tolerated.

The company may issue additional safety rules from time to time, as it deems necessary. Violations of any of
these rules may lead to corrective action, up to and including termination from employment.

By working together, we can succeed in maintaining a safe, healthy and comfortable workplace for all. If you
have questions or suggestions about safety, please contact your supervisor, manager or Human Resources.
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It is the goal of Sitel to provide a safe workplace for all Associates. All Associates should review and understand
all provisions of this Workplace Violence Prevention Policy to ensure a safe workplace and to reduce the risk of
violence.

WORKPLACE VIOLENCE PREVENTION

Sitel does not tolerate any type of workplace violence committed by or against Associates. Associates are
prohibited from making threats or engaging in violent activities. In addition, Sitel will not tolerate talk of
violence nor jokes about violence.

This list of behaviors, while not all-inclusive, provides examples of conduct that is prohibited.

« Inciting or causing physical harm or injury to another person;
% Threatening remarks; talks of violence or jokes about violence;

« Aggressive or hostile behavior that creates a reasonable fear of injury to another person or subjects
another individual to emotional distress;

« Intentionally damaging company property or property of another Associate;

% Possession of a weapon while on company property or while on company business at any time.

Reporting Procedures

Any potentially dangerous situations must be reported immediately to a supervisor and Human Resources.
Reports may be made anonymously and all reported incidents will be investigated. Reports or incidents
warranting confidentiality will be handled appropriately and information will be disclosed to others only on a
need-to-know basis.

Enforcement

Threats, threatening conduct, or any other acts of aggression or violence in the workplace will not be tolerated.
Any Associate determined to have committed such acts regardless of intent will be subject to corrective action,
up to and including termination. Associates and non-Associates engaged in violent acts on Sitel’s premises will be
reported to the proper authorities and prosecuted to the fullest extent allowable by law.
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RECEIPT PAGE

This is to acknowledge that | have been provided instructions on how to access Sitel’s Associate Handbook,
through the Company’s intranet. | understand that the Handbook contains important information on the
Company’s general policies and on my responsibilities as an Associate.

| will review the material provided in the Handbook and acknowledge that | am expected to read, understand,
and adhere to the Company policies. If | do not understand the material or have questions related to material in
this Handbook | will contact my supervisor or Human Resources. | understand that this manual supersedes any
and all previously published handbooks.

| UNDERSTAND THAT NOTHING IN THIS HANDBOOK OR ANY OTHER COMPANY GUIDELINE, POLICY OR
PRACTICE CREATES AN EMPLOYMENT CONTRACT OR ALTERS OUR EMPLOYMENT AT-WILL RELATIONSHIP. THE
COMPANY HAS THE RIGHT, WITH OR WITHOUT NOTICE, IN AN INDIVIDUAL CASE OR GENERALLY, TO CHANGE
ANY OF ITS GUIDELINES, POLICIES, PRACTICES, WORKING CONDITIONS OR BENEFITS AT ANY TIME, WITH OR
WITHOUT NOTICE.

| understand and agree that employment at Sitel is at-will and may be terminated with or without cause or
notice. Similarly, no Sitel official has the authority to enter into an oral employment contract, and any
contract guaranteeing employment must be in writing and signed by a Chief Executive Officer and Global
Chief HR Officer.

| understand and consent that Sitel may monitor my computer files, Internet activity, network activity, system
access, electronic messages, and voice mail messages and the transmission, receipt, or storage of any data on
company systems or property. | also understand and consent that Sitel may disclose any activity and messages to
a third party when it deems appropriate.

| understand nothing in this Handbook in any way creates an expressed or implied contract of employment
between Sitel and me, but rather is intended to foster a better working environment. | also understand that |
may be subject to drug and alcohol testing as a condition of employment.

Associate’s Name (Printed) Location

Associate’s Signature Date

(Signed original to be retained in Associate’s personnel file)

Manager or HR Representative Name (Printed) Date

Manager or HR Representative Signature Date
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