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Investing in the Future:

Businesses today are at the cusp of striking
a balance, between technology and people,
each indispensable in their own. We at
Firstsource are a people-first company, we
prioritize our people while driving on the
front seat of an advancing digital era. We
understand that this balance between
people and technology can come about
with enabling platforms that can thread the
two together. And for this, we want to invest
In a sustainable future. We envision a future
where people, societies and communities
will have a larger role to play in the success
of the company which can be manifested
with a mindful approach. For this reason, we
channel our efforts in ‘People, Platforms and
Purpose’, our three core pillars that will
make us future-ready.

People

Our people are at the heart of our
organization. They drive our success and
shape our future. With their dedication,
passion and expertise we have been able to
adapt to a fast-changing business landscape
fueling our growth and propelling us to new
heights. Our people also represent us, our
organization’s culture, values and ethos.
Their commitment to upholding our ethical
standards and fostering a healthy work
environment is critical to our success. With
our people we want to develop an inclusive
and empowered environment in which
everyone's voice is heard and respected at
an individual level. Often said, a strong
society has empowered individuals, at the
grassroots level. With the onus on us to
make our people stronger we assist them
with professional development, creating
possibilities for advancement and

oy
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recognizing their accomplishments.

We understand that by creating a
supportive and nurturing environment we
iInspire our employees to unleash their full
potential across our platforms.

Platforms

Our platforms are our enablers. They enable

our people, our clients and fuel our purpose.

They offer scalability and infrastructure,
allowing us to develop and adapt to
changing business demands, handle
Increased workloads, expand user base and
introduce new functions. With a slew of
sophisticated analytics and reporting
capabilities our platforms allow us to derive
valuable insights and make data-driven
decisions. By harnessing the power of our
platforms we gain a deeper understanding

of our customers, market trends and internal

operations. We are investing in platforms to
optimize our operations, achieve strategic
goals and thrive in today's changing
business environment to propel our
purpose.

Purpose

We have a strong purpose in place. It drives
every decision we make as a business and
as an employer. Our purpose is to make a
difference, a meaningful and tangible
difference to the lives of our people,
clients, shareholders and the community in
which we operate. Our commitment to a
sustainable and equitable future is
reflected in our strong governance
standards and our sharp focus on
employee wellbeing. Our passionate
dedication to creating a positive impact on
the community and minimizing our
environmental footprint makes our journey
smoother. Our purpose offers direction,
motivates people, builds stakeholder
connections, boosts resilience, generates
social impact and differentiates us in the
market.

Stepping ahead and onward, as a company
being built on the basis of these three
pillars we are developing innovative
products or services while addressing
societal needs on the pedestal of
advancing technology. We not only create

<
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Innovative solutions but also ensure that
sustainability and the betterment of our
customers and communities are at the
core of our achievements at Firstsource.
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About the

Firstsource Solutions Limited (hereafter
referred to as ‘Firstsource’, 'Company,, ‘we|
'us’, 'FSL or 'our’) is pleased to publish its
second Environmental, Social and
Governance (ESG) Report, created to deliver
a better understanding and more
meaningful disclosures to the stakeholders
as part of our commitment to long-term
growth. The ESG report provides information
about our company's operations and
long-term performance. This report includes
all relevant information for our stakeholders
and addresses the ESG issues that are
Important to our company. This Report
showcases our non-financial performance
and highlights the initiatives undertaken to
enhance ESG oversight.

'GRI 2-3
2GRl 2-4

Approach to reporting

This ESG report has been prepared in
accordance with the Global Reporting
Initiative (GRI) Standards 2021. We have also
mapped the United Nations Sustainable
Development Goals (UN SDGs) into relevant
sections of our report where Firstsource
plays a prominent role in making progress
toward specific objectives. For more
information on Firstsource ESG initiatives,
please visit

Reporting Scope and Boundary

The reporting boundary of our disclosures
covers the entire operations of Firstsource
and its subsidiaries unless otherwise stated.
Our sustainability report pertains to the
period from April 1, 2022 to March 31, 2023!.
We have applied known methods and
assumptions for computation of various

firstsource

environmental factors and have highlighted
any significant limitations in the information
wherever necessary. During the year, there
IS no restatement of information in the
report?.

This report outlines our strategy and
progress on the material issues for our
stakeholders and us. These issues have
been identified based on our interaction
with our internal and external stakeholders
and suggestions from our senior
management. The entire process has
assisted us in realigning our sustainability
strategy while ensuring transparent
disclosures of our key material topics.
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at a Glance-

Firstsource Solutions Limited,
headquartered in Mumbai is a part of
RP-Sanjiv Goenka Group. Over the years,
we have experienced substantial progress
since 2001. Anchored strongly by our
Inherent values, today we are one of the
leading providers of domain-specific
Business Process Management services.
We have provided services across
Industries like Banking and Financial
services, Healthcare, Communication,
Media and Technology and other
diversified industries for two decades.
Powered by our ‘Digital First, Digital Now'
strategy, top-notch solutions and talent,
we deliver transformative business
outcomes for our clients and frictionless
experiences for their end customers.
Today, we run 39 delivery centers and
partner with 150+ worldwide clients
Including 18 Fortune 500 and 3 FTSE 100
companies with a geographical footprint in
five countries: the United States (US), the

3GRI 2-1
4GRI 2-2

United Kingdom (UK), India, Philippines
(PHP) and Mexico. Firstsource is a publicly
traded company on the Indian stock
exchanges, listed on the Bombay Stock
Exchange (BSE) and the National Stock
Exchange (NSE).4

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

&
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REACH'

O UR V AL U E S

Risk-Taking

Dare to go beyond.
Challenge status quo every day. Be strategic. Be ambitious. Be resilient.

Execution Excellence

Strive to be the best.
Collaborate, co-create and drive excellence.

Agility
Move ahead of time quickly.
Stay nimble, adapt fast and learn constantly with a ‘Digital First’ mindset.

Customer First

Keep customer at the core of every action.

Credibility

Install trust, confidence and accountability.
Seek answers rooted in ‘what's right’and not ‘who's right.

Humaneness

Be fair, respectful, transparent and sensitive.
Care for your community; act responsibly
towards environment.

©Firstsource | 6




Our 5

Resilient Operating Model

Enabling Agility and Scalability:
The Company'’s distributed work model

seamlessly integrated with clients’ needs,

fostering agility and scalability. With
industry-leading platform partnerships.
Firstsource empowers clients to harness
digital technologies, deliver enchanced
customer experiences, and propel
businesses forwards in the digtial era.

Digitally
Empowered
Contact Center

Platforms,
Automation
and Analytics

5GRI 2-6

Services provided to - Business Verticals

Banking and
Financial
Services

- Asset Finance
- Credit Cards
- Mortgages

- Retailand SME
Banking

- FinTech

Diversified
Industries

- Utilities
- Government
Entities

Communications,
Media and
Technology

Streaming Services

Cable TV, Broadband
and Telephony

Customer Tech
E-Commerce
Shared Economy

Healthcare

Hospitals
Health Plans
Health Services

Medical Devices

oy
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Geographical
Footprint

5 Countries

- US

- UK

- India

- Philippines
- Mexico

39 Centers
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and

Global

- Awarded Silver at the Brandon Hall
HCM excellence awards 2022 for
Best Hybrid Learning

- Recoghnized in Bloomberg
Gender-Equality Index 2023

India

- Received CSR Leadership Award at
the 4th Edition Corporate Social
Responsibility Summit & Awards
2022

- Awarded for our ‘Strong Leverage
of Tier 2 & Tier 3 Cities' at the

NASSCOM Business Process
Innovation Awards 2022

- Stratus Award for Cloud Computing
for Healthcare Cloud at the BPO
Innovation Summit & Awards 2022

- Ranked second in the COVID-19
Warrior category by India CSR
Leadership Summit 2022

United Kingdom
» "Gold at European CXA'22 Customer

Experience Awards for:

- Customers at the Heart of
Everything™

- Customer Driven Business
Change and Transformation and

- Best Customer Service

- Achieved SILVER in the Most

Effective Distributed Workforce
category by UK National Contact
Center Awards, 2022

- Awarded with Business Services

Project of the Year by Global
Sourcing Association, UK

- Silver sustainability rating by

EcoVadis

- Named as ‘Leader’ in UK & Europe

Quadrant in ISG Provider Lens™
Contact Center - Customer
Experience Services 2022

- Silver winner for the '‘Most Effective

Learning and Development
Initiative’ by European Contact
Centre & Customer Service Awards
(ECCCSA)

- Recognized as a Level 3 Disability
Confident Leader in the UK

Prominent Awards

- Rated ‘A-100' by
SecurityScorecard ™ - for our
robust security posture across
technology platforms, cloud
solutions and applications and our
best practices-based security
protocols

- Named as ‘Major Contender’ by
Everest Group for Everest
Healthcare Customer Experience
Management (CXM) Services in
North America PEAK Matrix

- Named as ‘Leader’ in Mortgage
and Loan Services 2022 NEAT
results by NelsonHall

oy
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of Associationss

We engage as a member in various trade
organizations and industry groups, taking
an active role in forums to express
concerns, share initiatives, endorse
programs and public policies aimed at
protecting the interests of stakeholders
and communities. In our policy advocacy
endeavors, we exhibit unwavering support
for ethical business practices,
sustainability, social stability and the
preservation of human rights.

NASSCOM

°GRI 2-28

(2023 progress)

Environment Highlights

Increase in renewable energy
consumption across India operations in
comparison to FY 2020-21.

Waste disposed to responsible
waste handlers

are Green Building Certified
- Participated in for FY 23

Governance Highlights

of the Board comprises
Independent Directors
of Independent Directors on the
Board are women
promoter shareholding
- More than
certified
- No contribution to political parties
- No incidents of
- No related to
anticompetitive, anti-competitive
monopoly and anti-trust practices.

firstsource

Social Highlights

- Recognized in
Index 2023

Gender-Equality

Leader in UK
- Out of the total workforce,
- INR 119+ Mn spent on training and
development
spent on CSR projects
of CSR volunteering
Impacted through various CSR
Initiatives

alre women

generated through CSR project
- No incident of discrimination reported

OFirstsource ‘ 9
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Speak’
From the Chairman’s desk

| am delighted to present to you our
sustainability report for the fiscalyear 2022-2023.
Within these pages, we delve into our vision for

. the future, outlining our investments in both our
Dr. Sanjiv Goenka people and platforms, all seamlessly woven into
Chairman the fabric of our organizational purpose. I'm
equally thrilled to share our unwavering
dedication to sustainability and our substantial
strides in attaining our environmental, social, and
governance goals.

Sustainability stands as the cornerstone of our
business strategy, as we firmly believe that our
triumphs are intricately tied to the well-being of
our planet and the communities we serve.
Through this report, you will withess the
remarkable progress we've made in embedding
sustainable and good governance practices
across our operations, nurturing our workforce,
and enhancing our platforms.

"GRI 2-22
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We envision a future in which we are
constantly evolving, innovating, and
expanding our horizons. Our journey to being a
great place to work, and employer of choice
includes enabling a culture that allows for the
personal and professional development of
each member - irrespective of their gender. In
recognition of our efforts, for the second
consecutive year, we were recoghized in the
Bloomberg Gender-Equality Index 2023.
Women now make up nearly 47% of our total
workforce, while 10% of Independent Directors
on our Board are also women. We will
continue to make sustained efforts to ensure
that an even larger number of women
employees can realize their dreams and
ambitions with us, on this path to gender
equity and equality.

Our steadfast commitment extends to
community initiatives that address pressing
social inequalities, extend educational
prospects, and empower marginalized groups.
Demonstrating our pledge to give back, we
directed INR 68.4 million toward CSR initiatives
last year.

We are acutely aware of the importance of
conducting our operations with
environmental responsibility, and we have
been consistently applying diligent
endeavors to diminish our overall impact by
reducing emissions. We transitioned our
attention from employing traditional energy
resources to utilizing sources of energy that
are sustainable and renewable. In
comparison to FY 2021, there has been a
remarkable surge in the use of renewable
energy for our operations in India, with
consumption increasing by a significant
margin of 411%. To reduce the quantity of
waste generated by our business, we have
introduced effective waste disposal
techniques, including disposing 1007% of our
waste to responsible waste handlers.

Best-in-class governance and high ethical
standards are essential for an organization'’s
success and longevity. It involves transparent
and accountable decision-making processes,
ethical leadership, and the responsible use of
resources. In our ESG journey, we've taken
proactive steps to align ourselves with
various reputable reporting frameworks like

<
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BRSR, CDP, DJSI, and Ecovadis, reaffirming
our commitment to responsible governance
and sustainable practices.

While our growth humbers are undeniably
vital, we recognize that sustainability and
financial success are interconnected and
mutually reinforcing. Our sustainability
initiatives increase operational efficiency, save
costs, and improve our capacity to respond to
changing market needs. Our commitment to
Innovation, nurtured through Research &
Development (R&D), talent cultivation, and
strategic alliances, remains steadfast — with
sustainability at the heart of our business's
cadence.

| extend my heartfelt gratitude to every
member of the Firstsource family, whose
unwavering dedication has steered and
synchronized our journey towards
sustainability. I'm sincerely appreciative of
your steadfast support and trust. Together,
we're poised to lead the charge, embedding
sustainability more profoundly within our
business practices, and bequeathing a
brighter, healthier future for generations to
come.
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Ritesh Idnani
MD and CEO

From the MD and

In an era defined by rapid transformations
and global interconnectedness, our journey
as an organization has evolved beyond
traditional business metrics. This report - a
reflection of our purpose-driven approach
to business - is a testament to our belief
that by embracing Environment, Social and
Governance principles, we not only secure
our business's future but also contribute to
a healthier planet and a more equitable
society.

Preserving our natural resources and
addressing climate change are fundamental
endeavors essential for an organization's
long-term resilience and adaptability. As
highlighted in this report, our ongoing
transition to renewable energy sources
remains at the heart of our environmental
sustainability initiatives. At Firstsource, the
highest level of accountability for
climate-related concerns rests with our

firstsource

Board-level Risk Management Committee.
This committee plays a pivotal role In
guiding and overseeing actions related to
climate issues that pertain to our business
operations.

In the fiscal year 2022-23, the Committee
initiated a comprehensive scientific climate
risk assessment. The objective was to
pinpoint specific climate-related risks within
our value chain and operations, as well as to
gain a deeper understanding of the
ecological impacts of our activities. As this
report will elucidate, the results of this
assessment have significantly contributed to
our overarching goal of formulating a robust
climate change strategy aligned with
international commitments. Simultaneously,
we are in the process of reassessing our
emissions targets across all our locations.
Considering the insights gleaned from the
climate risk assessment, we have crafted a
mitigation plan that will be implemented

©Firstsource 12



during the fiscal year 2023-24. Our unwavering
commitment is to continually improve, explore
iInnovative solutions, and set ambitious
milestones as we strive for environmental
sustainability.

We firmly believe that it's the
distinct and impassioned
contributions of each team member
that pave the way for us to realize
our full potential. Beyond our
diversity and impact sourcing
practices, we aim to build a
collaborative and nurturing
environment that harnesses the
diversity of thought to propel us
forward. We are resolute in
cultivating a workplace where every
individual feels respected, valued,
and empowered to pursue their
aspirations and capabillities. Aligned,
we are proud of the multiple
dedicated employee affinity groups

within Firstsource, like the Women's
Inspiration Network, Source of Pride,
and Underrepresented Ethnic &
Cultural Groups and Allies that are
bringing our ambitions to life. This
philosophy has propelled us to be
featured in the Bloomberg
Gender-Equality Index for the second
year consecutively and achieve the
distinguished status of a Level 3
Disability Confident Leader in the UK.

A key driver for our people and the organization is
a sense of purpose, and an ambition to drive
meaningful change within diverse communities.
In FY 2022-23, our journey towards a
purpose-driven organization continued with
renewed vigor and determination, unlocking new
potentials for community growth and
development under our six chosen focus areas of
education, environment, empowerment and
gender equality, healthcare, promoting sports,
and art and culture. Our employees contributed
15,200+ hours of volunteering effort across the
globe last year, while we were able to reach and

&
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Impact 65,500+ lives through various CSR
Initiatives.

To benchmark our efforts, we participated in
the Social Impact Assessment 2021-22
report, which undertook a detailed review of
nine of our CSR projects across core focus
areas of healthcare, education, environment,
and gender equality. | am happy to report
that across the five key metrics of relevance,
effectiveness, efficiency, social impact, and
sustainability, all our audited projects
received an average rating of 8.5+ indicating
they were highly satisfactory. Additionally,
it's gratifying to note that one of our projects
to improve the livelihood and economic
growth of rural women artisans generated a
Social Return on Investment (SROI) 2.64
times over.

Our sustainable business practices reiterate
our commitment to responsible sourcing,
economic inclusivity, and environmental
stewardship, contributing positively to our
ESG (Environmental, Social, and
Governance) goals and the communities
where we operate.



In the fiscal year 2022-2023, we executed a
targeted approach to responsible
procurement, resulting in a remarkable
54.23% reduction in procurement expenses
compared to the preceding fiscal year of
2021-2022. This reduction underscores
heightened efficiency and substantial cost
savings.

Our unwavering support for Micro, Small, and
Medium Enterprises (MSMESs) and small
producers remains resolute, as evidenced by
our fulfilment of 35% of procurement
requirements through direct sourcing from
these entities. Furthermore, we've upheld our
dedication to local sourcing by directly
procuring 987% of goods and services from
vendors within the district and neighboring
districts, surpassing the performance of the
previous fiscal year, 2021-2022. This emphasis
on local sourcing has not only curtailed
transportation-related carbon emissions but
has also forged stronger community
partnerships.

Amid environmental challenges and societal
shifts, we recognize that profitability is
inseparable from responsibility. Our pursuit of
sustainability is a moral obligation as much as a
strategic imperative. We've invested In reducing

our ecological footprint, nurturing diverse talent,

and elevating our ethical standards.

I'd like to round off by thanking my colleagues
across the globe, whose collective efforts, hard
work, commitment, and expertise have been
instrumental in achieving our goals.
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Engaging with
Stakeholders
to understand

Perspectives
on ESG

At Firstsource, we persevere to foster long
term business sustainability and growth
that can only be achieved by building
strong relationships. Throughout our
journey, we have actively promoted
transparent and productive discussions
concerning ESG elements, aspects and
concepts with all our stakeholders. By
means of these engagements we get an
opportunity to comprehend and address
their priorities and preferences. These have
led to us gaining perspectives on the risks
and growth for a sustainable future.

Engaging with stakeholders goes beyond
mere facilitation of effective communication
for the seamless operation of the entire

11
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Investors
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business. It also brings to light crucial
matters pertaining to ESG aspects. This
process involves recognizing, conveying
and prioritizing significant concerns while
ensuring timely resolutions. At Firstsource,
we initiated our stakeholder engagement
and materiality assessment approach by
identifying key stakeholders, which formed
the foundation of our endeavors.

We actively involve both internal and
external stakeholders, comprehending their
perspectives, concerns, expectations and
interests regarding ESG. Our stakeholders

can raise their concerns on
910

)

Communitiies
/NGOs

Suppliers/
Vendors
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Stakeholder Channels of Frequency of Purpose and scope of engagement including key
Group communication 213 Engagement topics and concerns raised during such
engagement
- Town Hall On a reqular basis - Building a positive work environment
g%ﬂ%& + One on One - Recognizing and celebrating achievements
- Skip Level - Compensation and benefits
Employees - Employee satisfaction surveys -+ Career growth opportunities
- Face-to-face meetings + Professional development
- Engagement sessions - Skill development
- HR sessions - Work life balance
- Rewards and recognition - Access to role appropriate resources, knowledge and
+ Team building workshops infrastructure
- Employee newsletters - Inclusive practices

- Highlights of organizatioal performance and
achievements

- Client Meetings On a regular basis - Customer requirements
+ Customer satisfaction surveys - Customer satisfaction and feedback
- Monthly Business Review + Project delivery timelines

Customers/ + Quality Business Review

Clients

2 GRI 2-25
B GRI 2-26
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Stakeholder Channels of Frequency of Purpose and scope of engagement including key
Group communication Engagement topics and concerns raised during such
engagement

+ Channel partner meetings On a regular basis - Regulatory compliance

ﬂ%g%ﬁ% + One-to-one meetings requirements
- Regular operational reviews + Supply schedule

Suppliers - Vendor needs and expectations
and Vendors - Need for sustainability

awareness and trainings
- Sustainability performance

- Annual general shareholders On a regular basis - Financial performance
meeting - Understanding their needs / expectations which is
- Financial information release material to Firstsource
Shareholders - Media release - ESG overview
/ Investors - Investor calls and meetings
- Project meetings On a regular basis - Community expectations and feedback on
- Community interactions with Impact/success of CSR project
NGOs - Engagement scope for CSR projects
Community/ - Employee volunteering

NGO programs
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Revisiting our Journey through Materiality

We have implemented strategies to identify and give priority to
the ESG matters that are relevant to the sectors and industries
where we engage. In the preceding year, we conducted a
comprehensive materiality assessment to gain a thorough
insight into the significant issues that impact our operations.
This assessment involved a meticulous evaluation of various
factors, including ESG aspects. By scrutinizing these factors we
aimed to identify and prioritize the most relevant and impactful
Issues within our sector and industry. This exercise helped us
streamline our efforts and initiatives to plug and reduce the
pressing concerns of our stakeholders and contribute to
sustainable and responsible business practices.

Based on our first materiality evaluation in FY 2022, a total of
40+ sustainability topics were evaluated for consideration at a
strategic level, out of which 24 material issues were prioritized
and aligned with our business model. These material topics
were organized into the following eight broad themes. Our
leadership team has thoroughly evaluated and assessed the
materiality assessment results from the perspectives of
applicability and relevance.*4** There has been no significant
change in our business model since FY 2021-22, therefore our
material topics remain the same as identified in the last
materiality assessment.7*®

Ethical Governance

+ Business Ethics and Integrity

- ESG Governance

+ Transparency and Reporting on ESG
Performance

- Grievance Management

- Data Privacy and Cyber Secutiny

Responsible Supply Chain

+ Responsible Procurement policies
« Screening supplier on ESG

Economic Performance

- Economic Performance

Customer Centricity

- Customer satisfaction
+ Customer complaints and feedback

Environment Performance

- Energy Management

- Waste Management

- Climate change adaptation
- Water Management

Technology Innovation

« ESG products and services
- Digitization and Innovation.
* Intellectual Property Rights.

Community Development

« Community Development

Empowering Workplace

+ Health and Safety

- Employee Development

- Diversity and Inclusion

- Employee wellbeing

-+ Talent recruitment and retention
- Protecting human rights

“ GRI 2-12
B GRI 2-13
P GRI 2-14

7 GRI 3-1
® GRI 3-2
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Strengthening

Our Governance

1.

2.

3.

Corporate Governance
Ethics and Compliance
Protecting Data, Respecting Privacy

Integrating ESG Risk Management: Strengthening
Resilience in a Changing Landscape

Economic Disclosures
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Governance

Effective corporate governance is crucial for maintaining the
iIntegrity and sustainability of a company, as well as fostering
trust among stakeholders. It provides a solid foundation for
sound decision-making, responsible management and the
pursuit of long-term value creation.

We are guided by the astute expertise and chiseled acumen of
our Board in our path towards crafting valuable collective
experiences. Our excellent corporate governance system
enables us to do business effectively and responsibly. Good
governance additionally culminates in business excellence,
streamlined operations, satisfied customers and long-term value
for stakeholders. We adhere to internationally recognized
principles and industry standards in all the countries where we
operate, ensuring compliance with corporate governance
regulations.

Our Board's diversity contributes a wide range of competencies,
skills, experiences and perspectives to help us stay ahead of
competition. Our independent directors also serve on the Board
of other renowned firms. Their collective expertise helps
Firstsource successfully pursue strategic objectives®. The
additional information about our Board of directors, evaluation
and tenure is mentioned in our 21222324

23 GRI 2-18
*4 GRI 2-11

9 GRI 2-11
20 GRI 2-17

2t GRI 2-9
22 GRI 2-15

Chairman

Non Independent
Director

Independent
Director

Q

firstsource

for FY 2022-23 =

MD & CEO Non Independent Non Independent

Director Director
Independent Independent Independent
Director Director Director

Independent
Director
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Board Diversity 2

We have a Board Diversity policy which aims to set out the

approach to achieve diversity among the Board of Directors.

Our Board comprises total 10 directors, including 1 women
Independent Director. Additional details about our board of
directors are available on our website accessed at
https./www.firstsource.com/leadership

Board Diversity (in age) FY 2022 - 23

M 30-50

] >50

25 GRI 405-1
26 GRI 3-3
27 GRI 2-9
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Board Evaluation 2¢

Our Board Evaluation policy reflects our dedication to
adhere to sound corporate governance principles and strive
for ongoing enhancements in the Board's efficacy. This policy
outlines specific criteria and guidelines for evaluating the
performance of Independent Directors, Non-Executive
Directors and Executive Directors within the organization. We
foster a culture of continuous improvement, strengthening
governance practices and boosting our overall performance
and decision-making capabilities at each level. For more
details on our Board and governance, please refer to Annual
report FY 2022-23 under ‘Board evaluation.

Board Committees

For the organization's long term sustainable future, unbiased
perspectives and decision-making skills are required. To
ensure fair governance, our Board of directors have precise,
clear roles and responsibilities, with no replication of duties
and power sans prejudice. For more details on our Board
committees, please refer to Annual report FY 2022-23 under
‘Committees of the board’ and website for more details on
board committees under ‘Corporate Profile? . Here are a
few crucial committees and their roles in governance:
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Audit Committee

The Audit Committee provides oversight to
our financial reporting process and the
disclosure of financial statements, ensuring
compliance and credibility. It is also
responsible for recommending, appointing
and remunerating auditors.

Nomination and Remuneration Committee
The Nomination and Remuneration Commit-
tee is entrusted with the powers of identifying
persons who are qualified to become direc-
tors and who may be appointed to senior
management according to predetermined
criteria. This committee also recommends
and approves remuneration for the Board as
well as senior management. We have a de-
tailed policy on Remuneration for Non- Exec-
utive Directors which is accessible on our
website®®. For more details on our nomination
and remuneration process, please refer to
Annual report FY 2022-23. 29 30

Stakeholder Relationship Committee

The Stakeholder Relationship Committee
works towards resolving grievances of the
security holders, including complaints related
to transfer of shares, non-receipt of annual

28 GRI 2-19| * GRI 2-10 | 3° GRI 2-20

report or declared dividends, etc. It also
reviews various measures and initiatives
taken by the company to solve these
grievances.

Risk Management Committee

The Risk Management committee assists
the Board in fulfilling its risk management
and risk governance oversight
responsibilities, monitors and reviews the
risk management practices. The Risk
Management Committee is responsible for
monitoring adherence to the risk policy and
guidelines and reviewing the overall risk
management system in light of changes in
external and internal environment within
which the Company operates.Further, The
committee offers guidance and oversees
Firstsource's ESG strategy, plans and
performance

Corporate Social Responsibility (CSR)
Committee

The CSR Committee has formulated and
recommended the CSR policy. This
Committee is also entrusted with
recommendations pertaining to the amount
of CSR expenditure and action plans in
pursuance of the CSR policy.

oy
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Embedding ESG: Building a Sustainable Structure *

ESG involvement is a collective responsibility within our
organization. We firmly believe that incorporating it into our
governance structure will ignite a wave of creativity and

iInnovation. This, in turn, will create value for our stakeholders

while addressing critical societal issues.

We acknowledge that genuine integration of ESG into our
organizational goals requires a well-defined framework of
roles and responsibilities which will ultimately report to the
Board level Risk management Committee . Our
comprehensive ESG governance arrangement aims to
develop awareness through the organization, improving
collaboration among teams, and identifying opportunities
within Firstsource and in the broader context.

In order to ensure effective supervision and responsibility for
ESG matters, we have broadened the scope of the Risk
Management Committee to encompass ESG responsibilities.
The committee offers guidance and oversees Firstsource's
ESG strategy, plans and performance. Additionally, it
provides guidance to management in implementing
Initiatives that nurture integrated thinking within our
organizational culture and promotes the principle of "doing
well by doing good

3 GRI2-12
2 GRI 2-13
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The Risk Management Committee receives assistance from a Steering
Committee, which includes members from the Executive Leadership Team
(ELT) and key senior business leaders representing various functional
domains. This Steering Committee has the responsibility of operationalizing
ESG strategy and monitoring the advancement of associated action plans
and performance metrics.

Furthermore, the Working Groups led by functional heads are established
to focus on the implementation of specific initiatives and projects in
alignment with our ESG strategy and roadmap.

'ESG Lead’ was founded as a new position by Firstsource with the primary
objective of spearheading ESG initiatives within the organization.*? This role
serves as a central point of coordination, ensuring effective collaboration
and alignment among various functional teams. The ESG Lead acts as a
crucial link, facilitating seamless interconnection within our governance
ecosystem.
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Ethics and Compliance =

We embrace our commitment towards ethical behavior,
transparency and accountability. This is reflected in our values,
culture, stakeholder relations and all other endeavors. We
firmly believe that committing to the highest standards of
governance along with novel solutions will enable us to create
an ethical environment for all our stakeholders. Our Business
Conduct and Ethics Policy can be accessed on our website
and https./www.firstsource.com/wp-content/
uploads/2023/01/Business-Conduct-and-Ethics-Policy.pdf.
Along with our Global Ethics Policy
https.//www.firstsource.com/wp-content/
uploads/2023/08/Global-Ethics-Policy-7.1.pdf

Name of the Amount  Brief of Has an appeal
Category regulatory/ (inINR) thecase been preferred?

enforcement (Yes/No)

agencies/judicial
iInstitutions

Penalty/fine - 0 - -
Settlement - 0 - -
Compounding i 0 ) )
Fee
3 GRI 3-3

# GRI 2-27
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Regulatory Compliance 34

At Firstsource, we are dedicated to adhering to all applicable
regulatory acts and standards. We not only follow the regulations set
out by the Securities and Exchange Board of India (SEBI) Regulations,
the Companies Act and RBI Compliances, etc., but we also expand
our focus to incorporate international best practices that can be
iIntegrated into our operations. We observe compliance throughout
our portfolio to ensure that employees, suppliers and customers
follow regulatory standards.

Non - Monetary

Name of the regulatory/ Brief of

Has an appeal
Category

enforcement the case been preferred?
agencies/judicial (Yes/No)
Institutions

Imprisonment - - -

Punishment - - -

Name of the regulatory/enforcement

Case Detalls

agencies/judicial institutions

None
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Code of Conduct

Our comprehensive Global Ethics policy permeates our
entire organization and is reinforced through rigorous
training and evaluation programs. We provide training to all
our hew hires. The policies guiding Firstsource's conduct
with all its stakeholders including the Whistleblower and
Grievance Redressal mechanism, are available on the
company’ website and can be accessed at
https.//www.firstsource.com/esg/governance/

hours of training
on Ethics

3% GRI 205-1
36 GRI 3-3
37 GRI 415-1
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Anti-bribery 3536

We enforce a ‘zero-tolerance’ policy towards bribery. Our anti-bribery, gifts and
entertainment policy helps us to minimize the risk of repercussions associated
with inappropriate behavior such as bribery, corruption and is applicable to all the
employees, representatives, vendors and business partners to identify and
effectively report a potential breach. We are dedicated to providing a secure,
reliable and confidential method to report any unethical actions. We also provide
training to our newly onboarded employees. Further, we conduct awareness and
refresher training to enhance our employees skills in identifying bribery, corruption
cases and we take appropriate actions to mitigate any risk. In line with
commitment, we do not make political contributions or promote political agendas
In an attempt to influence any decision or gain competitive advantage.?” Our
anti-bribery, gifts and Entertainment policy can be accessed at
https./www.firstsource.com/wp-content/uploads
/2023/04/AB-GE-Policy_Vio-Updated.pdf which is also available on our website.

hours of training on Anti-bribery
and anti- corruption
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Communication and training about anti-corruption policies and procedures 32

Category of Total number of training Topics covered under the training and its Total.number of persons in 7%age of persons in respective
employee and awareness impact respective category covered by category covered by the

programmes held the awareness programmes awareness programmes
Board of 1 Insider Training details are communicated to 10 100%
Directors(BoD) all BoD , quarterly notifications are sent and

there is a set process for the same. Apart
from the PIT (SEBI Insider Training), there are
iInductions sessions wherein Directors has
been given Business Insights. Also, at
regular intervals, major Corporate Laws
amendments has been presented in the
form of Board Note to Directors

Employees other 4 An’Fi Bribery , Gift and Entertaipment, | 1200 7%

than BoD and KMPs Insider trading , Global Compliance policy

Workers 3 Anti Bribery , Qift and Er\tertainment, 6785 95%
Global Compliance policy

Value chain partners 0 None 0 0%

Number of your plants and offices that were assessed % of your plants and offices that were assessed (by

(by entity or statutory authorities or third parties) entity or statutory authorities or third parties)
(FY 2022-23) (FY2022-23)

Anti Corruption O 0)78

38 GRI 205-2
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Confirmed incidents of corruption and actions taken 39

Category Unit FY 2022-23
Total number and nature of confirmed incidents of No. of breaches/cases 1

corruption
Total no. of confirmed incidents in which No. of breaches/cases 1

employees were dismissed for corrupton
Total no. of confirmed incidents when contracts No. of breaches/cases 0

with business partners were terminated or not
renewed due to violations related to corruption

No. of Public legal cases regarding corruption No. of breaches/cases o)
brought against the organization or its employees
during the reporting period

Requirement Response

Significant risks related to corruption identified through the risk None
assessment and Mitigation measures taken.

Anti Competitive, Antitrust and monopoly practice:

Anti-competitive behavior, violations of antitrust and monopoly legislation <

Number of legal actions pending or completed during the Number of legal actions pending or completed during the

reporting period regarding anti-competitive behavior reporting period regarding violations of antitrust and
monopoly legislation

39 GRI 205-3
4 GRI 206-1



Whistle Blower Policy

Our whistle blower policy enables our
employees to raise and file any complaints
of suspected misconduct. The concern or
Issue can be sent to a confidential email
address, which is,
whistleblowing@firstsource.com. 4142

During 2023, 6 whistle-blowing cases were
reported and 5 were resolved. Among the
cases that were awaiting resolution, 1
pending case was successfully concluded
subsequent to the 31st of March, 2023.

Insider Trading Policy

We have a code of conduct for prohibition of

Insider Trading pursuant to the SEBI
(Prohibition of Insider Trading) Regulations
2015 as amended from time to time. This
code is applicable to our Directors, Officers
and Designhated Employees and is intended
to prohibit our employees from security
related malpractices.

4 GRI 2-25
42 GRI 207-2

Implementation of Structured Digital
Database in view of SEBI (PIT)
Regulations, 2015:

As per SEBI (PIT) Regulations, 2015 it is
mandatory for a listed entity to maintain
Structured Digital Database (SDD) software
in order to monitor the flow of Unpublished
Price Sensitive Information (UPSI), trades by
the desighated persons & their immediate
relatives, Pre-clearance of trades, closing of
trading windows, etc.

This is a very crucial step taken by SEBI to
monitor the Insider Trading Process of a listed
entity. To implement the same, the Company
introduced a Compliance Management tool
for Prohibition of Insider Trading (PIT Tool)
accessible to all Designated
Persons/Connected Persons deemed to be
Insiders and having access to Unpublished
Price Sensitive Information (UPSI).

This tool shall be used primarily for:

<
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1. Monitoring the flow of UPSI disclosed
by Insiders within and outside the
organization for legitimate purpose as
defined by the regulations;

2. Annual disclosure of requisite personal
data of self, immediate and dependent
relatives;

3. Annual disclosure of Share Holdings
by Designated Persons and their
relatives;

4. Seeking pre-clearance from the
Compliance Officer for Trading in the
shares of the Company;

5. Submission of Form C (Annexure Ill) on
crossing the threshold for dealing in
the securities of the Company

The implementation as mandated by SEBI
and its automation is our way of showing
our commitment to the best of the
Governance, ethical business practices
and transparency.



Prevention of Sexual Harassment
Policy

We have a zero-tolerance policy towards
sexual harassment. In accordance with the
provisions of the Sexual Harassment of
Women at Workplace Act of 2013, we have a
'Prevention of Sexual Harassment Policy' in
place. The purpose of this policy is to
provide a safe, secure and congenial work
environment where employees may deliver
their best without restraint, threat, or fear.
The Audit Committee receives reports on
complaints lodged under the Policy at its
quarterly meetings, along with details on
the actions taken in response. Employees
can lodge a complaint by sharing details of
the incident on confidant@firstsource.com
email Id.

We are also committed to provide a work
environment free from harassment. In order
to ensure that all our people are treated
with dignity and respect, we have
geography wise “Harassment Policy”
published on our website.

The policies can be accessed through the
following link:
https:.//www.firstsource.com/wp-content/up
loads/2023/08/POSH-5.0.pdf

https:./www.firstsource.com/wp-content/up
loads/2023/09/Anti-Sexual-Harassment-Poli
cy-Philippines-July-2023.pdf

https.//www firstsource.com/wp-content/
up loads/2023/09/UK-Workplace-Bullying-
Poli cy-July-2023.pdf

https:./www.firstsource.com/wp-content/up
loads/2023/09/US-Workplace-Bullying-Poli
cy-July-2023.pdf

https:./www.firstsource.com/wp-content/up
loads/2023/09/US-Anti-Harassment-Non-Di
scrimination-Policy-July-2023.pdf

During the year, total 23 incidents of sexual
harassment were reported related to POSH
violations.

We have successfully addressed 18
complaints and subsequent to the conclusion
of FY 23, we undertook investigations into 5
additional complaints. These additional
complaints have now been resolved and
were handled within the time frame required
by the applicable law.

9,095 |

&
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employees trained on
POSH for 4,284 hours
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Comprehensive ESG Policies+3+

Our ESG policies provide a unified approach to
promoting responsible practices across all
operational geographies. In addition, to ensure
business is conducted with high ethical
standards we have reinforced a
comprehensive set of policies and processes
to integrate responsible governance. These
policies are applicable to our employees,
suppliers, contractors, service providers and
are accessible on the company's website.
They advocate fair employment practices,
transparency, competitiveness, diversity,
prohibition of abuse and harassment, and
safety. Our globally benchmarked policies are
listed below:

43 GRI 2-23
4 GRI 2-24
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- Anti-Harassment &

Non-Discrimination Policy - US

+ Anti Slavery & Human Trafficking

Statement

+ Business Continuity Management

System (BCMS) Policy

- Code of Conduct for Executive

Directors and Senior Management
-IN

- Diversity & Equal Opportunities Policy

- UK

« Gender Pay Report

+ Global Data Privacy Policy

+ Global Grievance Redressal Policy

+ Global Policy Physical Security Safety
- Global Tax Strategy

« Global Human Rights Policy

- Policy on familiarization of

Independent Directors -IN

- Related Party Transactions Policy - IN
* Process Document - Grievance

Redressal for Misleading
Advertisement Delivery of Essential
Services Restrictive UnfairTrade
Practice -IN

+ Bullying and Harassments Policy - UK

- Anti-Bribery and Gifts &

Entertainment Policy

- Board Diversity -IN
- Code of Conduct for Non-Executive

& Independent Directors -IN

- Dividend Distribution Policy -IN
+ Global Anti-Fraud Policy
+ Global Enterprise Risk Management

Policy

+ Global Inclusion & Diversity Policy
« Global Waste Policy

+ Material Subsidiary Policy -IN

- Prevention of Sexual Harassment -

POSH -IN

- Prevention of Sexual Harassment -

POSH - Philippines

- Remuneration Policy for

Non-executive Directors -IN

 Sustainable Supply Chain Policy
« Workplace Bullying Policy - US
+ Financial Crime Policy

firstsource
- Archival Policy
+ Business Conduct & Ethics
Policy-UK
+ CSR Policy
- ESG Policy

-+ Global Cyber Security Policy
 Global Ethics Policy
+ Global Policy Administration &

Facilities

+ Global Quality Health , Safety,

Environment & Energy
Management Policy

- Incident Management Policy
- Policy for determination of

Materiality of Events or Information
-IN

- Supplier Code of Conduct
+ Global Whistle Blower Policy
+ Treating Customers Fairly Policies

and Procedures
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We maintain a robust cyber security and
privacy framework, which is embedded
within our operations and processes while
complying with all regulatory requirements
of the various geographies in which we
operate.

With ever changing business environments,
there is a dire need of evolving regulatory
frameworks to address the risks of cyber
security, data privacy, information security
and business continuity. To mitigate the
Issues, we maintain a robust cyber security
and privacy framework that lies at the core
of our operations and processes abiding all
the regulatory requirements of the various
geographies we operate in. Our approach to
engineering solutions emphasizes
transparency, finding the perfect
equilibrium between privacy and innovation.

We adopt stringent measures to ensure the
security and confidentiality of sensitive
information. This includes implementing
robust encryption protocols, utilizing secure
data storage systems and adhering to
privacy regulations and best practices. By

prioritizing data protection and privacy, we
not only instill trust, but also promote
responsible data stewardship and empower

our employees on handling data responsibly.

Information Security Framework

In this ever-evolving digital age, the concern
surrounding the risks associated with data
security has become increasingly
significant, as it can profoundly affect
businesses, customers and stakeholder
relationships. To effectively address these
risks, we have implemented a robust
framework and processes for information
and data security, privacy and cybersecurity
that are applicable across all our offices and
all our stakeholders.

At Firstsource more than 50% of our
operational centers have obtained ISO
27001:2013 certification, which is an
internationally recognized standard for
Information Security Management System
(ISMS). This certification ensures that our
ISMS adheres to the established ISO 27001
standard, providing a structured approach
to managing and securing resources. In
addition, our IT processes have also been
certified with International Organization for

r\
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Standardization (ISO) 27001, Health
Information Trust Alliance (HITRUST),
Payment Card Industry-Data Security
Standard (PCI-DSS), Systems and
Organization Controls like SOC1 and SOC2
certifications further reinforcing our
commitment to maintaining high levels of
security and compliance.

Security Operations Center

)

ion

Antivirus
Firewall
VPN and 2FA
DLP (Data Loss Prevention)
Email Security
Intrusion Detection
Intrusion Prevention
Encryption
Web Security
Cloud Security
EDR (Endpoint Threat Detect

Patch Management
Secure Configuration

Asset and Software Inventory
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1. We abide by GDPR (Global Data

Protection Regulation) which governs
the possession, processing, movement
and storage of data or information of
European Union (EU) citizens. A similar
law in India around Data Protection has
been implemented.

. We conduct an independent audit
periodically by external bodies to
validate the effectiveness of data
privacy control while penetration tests
are conducted on a quarterly basis.

. We also ensure zero-tolerance to
non-compliance with the framework.

Fortifying Data Protection:
The Power of Robust Security Policies

Our information security guidelines provide
strong support to our people while handling
personal information. We have detailed
policies complying with ISO 27001
framework that are applicable to all our
employees. We have policies for IT
breaches, ransomware attacks, phishing
email attacks, domain security and data
privacy that ensure security and
functionality across domains for all users.

Employees are provided with an in-house
Information Management System (IMS)
platform to raise complaints or report
Incidents related to cyber security. A
specialized team dedicated to cyber
security conducts thorough investigations
and implements suitable actions
accordingly.

<
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Security Tools

Securing the data of our business,
employees and customers is one of our top
priorities. Considering the trust placed in us,
we ensure strong security with tools like
Cisco Email Security Gateway, Cisco AMP
(Advanced, Malware Protection), Cisco Web
Proxy, McAfee Data Loss Prevention servers
on premises and on cloud infrastructure are
protected by Sentinelone etc. Firstsource
also has email and internet security control
measures in place that secure both internal
and external information. We have
Implemented an enterprise anti-virus
gateway and content filters, which limits
access to internet sites. McAfee Data Loss
Prevention is enabled on the email gateway
which prevents users from sending
sensitive information such as SSN, PIN,
credit card numbers, etc. Additionally, all
emails are secured by McAfee anti-virus are
passed through SPAM filters.
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Cisco AMP - Advanced Malware Protection

- Endpoint Security Solution rendered over the cloud with

Antivirus and EDR.

- Host-based anti-malware is the last line of defense, and
often the only defense for communications encrypted
end-to-end (password protected archives, https/sftp, chat file
transfers, etc.). Cisco's Advanced Malware Protection (AMP)
analyzes all files that reach the user's system. If the file is
known to be malicious, it is quarantined immediately

Cisco AMP and Tetra - Advanced Malware Protection

- Cloud based Advanced Malware protection with triage and Tetra AV
for servers

- Cisco Advanced Malware Protection then goes a step further than most
malware detection tools, continuously monitoring every file in your network.
If Cisco AMP detects malicious behavior, it helps you remediate quickly.

(o]

Cisco Email Security gateway
- Secure Email gateway with o
Advanced Malware Protection

Next Gen FW and IPS

- Next Generation Firewall with integrated
Advanced Malware Protection and Intrusion
prevention system at the perimeter

| ek ok ok ok I

Cisco Web Proxy
- Secure Internet Gateway with
Advanced Malware Protection

McAfee Endpoint Encryption

- All mobile devices and desktops are
encrypted with McAfee full disk encryption

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