
ESG PRACTICE 

CSG recognizes it has a responsibility to operate responsibly and sustainably to support the company’s goal to envision, invent, and 
shape a better, future-ready world by doing what’s right for shareholders, customers, team members and the communities where they 
operate. The company is committed to strong corporate governance policies and the management of environmental, social and 
governance practices that focus on team members and culture, social responsibility and environmental stewardship. 

ESG HIGHLIGHTS 

Environment 
CSG recognizes that it has a responsibility to the environment beyond legal and regulatory requirements. We believe in protecting the 
environment and are working towards announcing our carbon commitment. We are committed to reducing our environmental impact by 
establishing a baseline to drive improvement in our environmental performance as part of our ongoing business strategy and operating 
methods. To further our commitment, in 2022 we will leverage science-based research to establish a baseline and target goals that align 
with Greenhouse Gas (GHG) Protocol and are consistent with the SASB and TCFD frameworks. We encourage customers, suppliers, 
and other stakeholders to do the same. 
We also continue to seek opportunities to reduce consumption of water, electricity, and gas through improved processes and upgrades. 
We strive to reduce the quantity of non-hazardous materials sent to landfill by increasing reuse and recycling opportunities. We are 
committed to comply with and achieve all relevant domestic and international regulatory requirements, continually improve, and monitor 
environmental performance as well as reduce environmental impacts, incorporate environmental factors into business decisions and 
increase employee awareness and training. 

Social 
Diversity, Equity & Inclusion (DEI) 
CSG is committed to building and fostering a diverse, supportive, and inclusive work environment where individuality is valued, and our 
people can flourish and grow. We believe our workforce should not only reflect the world in which we live, but also our customers, and 
that we are stronger because of our differences. By embracing various backgrounds, attributes, experiences, and perspectives, we will 
help our team members, customers and communities thrive, while together, we work toward making social equality a reality. 
To channel the power of all and make ordinary customer and employee experiences extraordinary, we are full steam ahead on a journey 
to have the best, most globally diverse workforce where each person can thrive. Our journey has the full commitment from our Board, 
and our executive leadership team, including the company’s Chief Diversity & Social Responsibility Officer. 

DEI Strategic Focus Areas 
In 2021, we continued to evolve our DEI journey by conducting our first DEI Assessment to better understand the experiences of team 
members of all different backgrounds, identify biases in our human capital practices, and use data to identify bias. 
The Board of Directors and our executive leadership team have been consistent in their engagement, support, and ownership of 
advancing DEI across our company. Reporting on DEI progress and metrics is shared with the Board quarterly, in addition to ESG 
oversight in the Nominating and Governance Committee. 

Leadership Accountability 
The leadership team has demonstrated an unwavering commitment to making sustainable change and progress to create a globally 
diverse, equitable and inclusive CSG. This commitment starts with the Board and their investment in ESG, to our CEO who has been a 
champion for all CSGers (current and future) to experience a culture where everyone belongs. Our leaders are committed to learning, 
creating action plans to improve metrics and using data to measure progress. In 2021, leaders at the Executive Director and above levels 
attended Inclusive Leadership training, and those participants are invited to attend a quarterly forum that will continue through 2023. 
In 2021, we invested time and resources in building a robust data and reporting infrastructure to ensure we could measure progress, 
identify areas to improve and create more transparency into our employee journey experience, including diversity and inclusion metrics. 
The senior leadership team received regular insights with data on a variety of metrics including representation, inclusion survey scores, 
progress and employee feedback. 
To further enhance our commitment to creating a globally diverse, equitable and inclusive company, a 10% modifier, based on the 
Company’s progress on its diversity, equity, and inclusion program, has been added to the 2022 short-term incentive bonus plan for our 
NEOs and all Senior Vice Presidents and above. 
Talent & Workforce Diversity 
We are committed to ensuring all the people whom we attract, recruit, develop, and retain feel safe, valued, and heard. Our belief is that 
true inclusion means everyone is accepted and supported so they can thrive at CSG. The global DEI team partners closely with the 
talent acquisition team and hiring managers on this front. 



In 2021, we partnered with Women in Cable Telecommunications Network, which provides leadership development, mentoring, and 
recruitment opportunities for women in media, entertainment, and technology. 
In 2022, we are setting goals to diversify our talent pipeline and remove bias. This includes launching a new tool that will scan and 
remove gender biased language in job descriptions and the launch of an internal talent marketplace. We seek to leverage our flexible 
first model to recruit from more geographic locations attracting new talent to our organization. 
Inclusion Programming & Employee Education 
In 2021, we launched our DEI Meet Up series which featured internal and external speakers who delivered thought leadership and 
engaging discussion around a range of topics including Black History Month, International Women’s Day, Asian American Pacific 
Islander Heritage, and Hispanic Heritage Month. 
Our newly formed Employee Belonging Groups began in 2021 and were formalized in early 2022. These employee led groups with 
executive sponsorship offer community, courageous conversation, and awareness activities. They include WE LEaD (supporting 
women), Pride@CSG (supporting LGBTQ+), and Aspiring Allies (allies supporting underrepresented groups). 
We are focused on global inclusion with local relevance for over 5,200 employees representing over 20 countries. In 2022 we are 
launching new mandatory DEI training for all employees, a quarterly Inclusion Lab in each of our regions, and dynamic virtual and 
micro-learning opportunities. In 2021, we hosted our first Inclusive Leadership training for leaders and have expanded that program 
through 2022 as a DEI Forum that meets quarterly. 
CSG strives to align most of our social responsibility and impact activity with the United Nations Sustainable Development Goals. 

Social Impact & Responsibility 
We are committed to making a bigger community impact by creating new opportunities and access for underrepresented communities, 
protecting the environment, and developing technology solutions that foster digital inclusivity. Our commitment starts with our team 
members being active in our local communities. We aspire to envision, invent, and create a better, more future ready world by 
channeling the power of all. To accomplish that, we are focusing on these key areas: 
Expanding Our Community Impact 
We support Community Based Organizations (“CBOs”) that enable women and people of color the opportunity to participate, thrive, and 
make a lasting impact on the technology industry across the globe. We expanded our partnerships with CBOs like Cape Innovation and 
Technology in South Africa, and established new ones with Girls Who Code and WeMakeChange. In addition, we implemented our first 
Global Day of Action, where we gave every team member an opportunity to spend a day of service in the community, for an impact 
activity of their choosing. 
We are proud of being a people first organization. Our leaders and colleagues mobilized our Company to accelerate our community 
impact work and pledged thousands of dollars to India during the height of the COVID-19 pandemic. With more than 1,000 employees in 
the country, our focus was to ensure team members were safe and supported. Our commitment to those affected by COVID-19 aligns 
not only with our Guiding Principles but our role as a purpose driven company. 

Enhancing Our Environmental Stewardship 
With offices in 20 countries and serving customers in 120 countries, this is a vital and important focus area. We are working with our 
partners who are committed to reducing and recycling waste, investing in green energy, and responsible sourcing to create a more 
sustainable future. CSG has made a commitment to join the UN Global Compact. 
Enabling Digital Inclusion 
We strive to develop solutions that make the world more future-ready with technology solutions that promote social progress and make 
navigating the digital world easier. 

Governance 
Our ESG Workgroup, established in 2021 with oversight by our Chief Diversity & Social Responsibility Officer, is comprised of leaders 
from key areas across the Company with responsibility for business operations aligned to our ESG focus areas. In 2022, we will 
incorporate guidance from the Sustainability Accounting Standards Board (SASB), Task Force on Climate-related Financial Disclosures 
(TCFD) and the United Nations Global Compact. As we continue to evolve our ESG practice, we’re committed to sharing progress 
through our Global Impact Report in 2022 and beyond. 

HUMAN CAPITAL MANAGEMENT 

OUR CULTURE AND PEOPLE PHILOSOPHY 

We believe that our culture and our people are a competitive differentiator in the marketplace. As a result, our success is dependent 
upon our ability to attract, develop, and retain this talented, energized and diverse stakeholder group. With that in mind, we have 
introduced a framework that outlines our ethos for how we serve not only our customers and each other, but the communities in which 
we operate. 



Delivering on our greater purpose and mission at speed and scale while delighting our customers and supporting our team members’ 
growth, wellbeing, and happiness requires a people and culture philosophy that accelerates sustainable growth and innovation across 
three pillars:  

Leading the Future of Work   Winning with Talent   Grow@CSG 

       
through our Flexible First approach, 
optimizing physical space to engage and 
inspire; providing programs and events 
focusing on wellbeing and mental health 
of all team members; and inspiring 
collaborative and connected teams. 
Today, approximately 90% of our team 
members have the option to work from 
home when it makes sense for them, 
their team, and the business. 

  

by attracting and retaining the best, 
most diverse global talent; 
accelerating time to productivity, 
togetherness, and engagement; 
embedding diversity, equity, and 
inclusion considerations into our 
strategy, and ensuring our global 
team members thrive in an inclusive 
environment. In 2021, in addition to 
our already competitive pay and 
benefits, we introduced many new 
benefits that focused on the “whole 
person” designed to promote mental 
and physical wellness. 

  

by developing bold, agile, inventive team 
members and leaders; innovating on 
talent development and succession 
planning; and expanding cross-company 
and cross-unit rotations and promotions. 
In 2021, we expanded our curated and 
personalized learning platform and 
launched an internal talent marketplace, 
which allows our team members to 
browse open roles, see their skills match 
for roles they might be interested in, and 
receive curated learning pathways 
designed to provide them the skills they 
need to take on more responsibility or 
move to an entirely different role or 
department. 

  
We believe that our culture and our team members are a key reason our customers trust us with their mission-critical technology 
platforms and to help them achieve their business goals and objectives. Each and every day, we recognize that our success depends on 
the joyful determination of our greatest asset—our people. That’s why we are committed to being the global employer of choice for the 
best, most diverse, global talent, and we measure our progress based on our team members’ connection to our mission and culture. 
 
We’re committed to honoring our team members’ power to choose—to choose their future, to choose when and where to work, to choose 
their growth path and opportunities, and to choose to connect with others in the way that works best for them. Whether through our 
internal talent marketplace, our CSG University on-demand learning, our onboarding communities, our team member belonging groups, 
our global networking lunch clubs, our two days of paid volunteer time off for every team member around the globe, or our wellness, 
togetherness, and fitness challenges—we support our team members as they cultivate their whole selves in order to power a better 
experience for our customers, a better CSG, and a better, more future-ready world. 

 
  
U.S. RACE AND ETHNICITY BREAKDOWN 
People of color comprise 31% of our U.S.-based employees. 



 

HOW WE LEAD 

Our Commitment Starts at the Top 
Leadership with authenticity, transparency and integrity is the key to our success and shaping a better, future-ready world. Our CEO, 
Brian Shepherd, and our entire executive leadership team are passionate about being the employer of choice for the best, most diverse 
global talent. We show our commitment by providing an exceptional team member experience for our teammates from application to 
alumni. 
Our Board of Directors also views our team members as our most critical asset, and regularly receives briefings on initiatives and 
innovations designed to advance the team member experience and further the personal and professional growth of all our teammates. 
Our Board and our executive leadership team work together to create an authentic, collaborative, and inclusive environment. We honor 
our commitment to diversity by having a designated Chief Diversity and Social Responsibility Officer. In addition, beginning in 2022, our 
executive leadership team demonstrates their commitment to diversity, equity, and inclusion by tying a portion of their short-term 
incentive bonus to progress on diversity, equity, and inclusion metrics. 

At CSG, how we do things is just as important as what we do. Every coaching conversation, talent assessment, and succession planning 
session includes an evaluation of strengths and opportunities of each team member’s modeling of our Guiding Principles. Our 
performance management process has been upgraded to include both goal achievement and demonstration of the Guiding Principles in 
our day-to-day behavior as equally important components of performance. 

Communication 
CSG has an open and transparent communications approach that connects team members to one another and to our business purpose. 
As we advance our Flexible First philosophy we meet team members where they are so that they have access to news, information, and 
resources that help them do their job, foster belonging, and understand how their contributions make an impact to our culture and 
success. Centered on opportunities to provide forums for leaders and team members to interact, such as global town halls, all-hands 
meetings, round tables and small group meet ups, CSG shares company news and information across a variety of digital platforms 
focusing on timeliness, relevancy, personalization, and ease of access. We also take every opportunity to take questions live from our 
team members with frequent “ask me anything” sessions with executive leadership.  

OUR CSG EMPLOYEE JOURNEY EXPERIENCE 

At CSG, we strive to ensure our employee journey experience, from attraction to alumni, enables personal and professional growth at all 
stages while ensuring wellbeing, safety, and inclusion. 

 
  



ATTRACT 
Our objective is to be the employer of choice for the best, most globally diverse talent. With an average tenure of 8 years and a low 
attrition rate, our Talent Acquisition team focuses on finding candidates with the right skills who also live our Guiding Principles in action 
and exhibit the power of joyful determination. Working around the globe, our recruiters use technology—including our internal talent 
marketplace—combined with the power of personal connection to find exceptional individuals, including through sourcing strategies for 
underrepresented groups, our internship program, and internal referrals. 
  
WELCOME 
In light of our Flexible First workplace philosophy, our welcome program has evolved to accommodate a globally distributed team, with 
varying schedules and work locations. We greet new team members with welcome kits, and assign them to an onboarding cohort and a 
CSG Connect ambassador. Providing access to resources provides a safe space for learning and growth and sets the tone for the 
authentic team member experience that each team member will contribute to and shape in the years to come. Our investment in setting 
our people up for success has led to a 92% team member satisfaction rating of our onboarding experience. 

 
GROW@CSG 
At CSG, we are agile, bold, and inventive. We apply a learning and system thinking mindset to strive for continuous improvement and 
efficiency gains as part of what we do every day. 
  
Internal Talent Marketplace 
We believe in creating an environment where our team members are constantly learning, developing, and growing—whether in their 
current roles, through community involvement, or by developing skills to take them to the next level or a totally different career. All CSG 
team members have access to our internal talent marketplace, which allows them to browse open roles, see their skills match for roles 
they might be interested in, and receive curated learning pathways designed to help them develop the skills they need to take on more 
responsibility or move to an entirely different role or department. 
 

Continuing Education 
As part of our whole person philosophy, we encourage CSG team members to pursue higher education, whether or not related to their 
current roles. Our global Tuition Assistance Program provides CSG team members the opportunity to receive help funding their higher 
education goals at a wide range of global accredited schools. 

DevOps For All  
CSG’s Agile CAFÉ (CSG’s Agility Framework and Enablement) program provides learning and development opportunities to empower 
CSG teams with the knowledge and tools they need to work well together and provide value as we implement our enterprise-level 
DevOps Best Practices. Our Agile CAFÉ learning program leverages industry-leading methodologies while focusing specifically on how 
those methodologies can be used at CSG. The Agile CAFÉ creates consistency, alignment, and a common understanding within the 
adoption to CSG’s industry-leading DevOps culture and helps us execute to deliver value. 
  
LEAD 
Developing Coaches 
At CSG, we believe we are at our best when we bring our authentic selves to work. When our leaders are trained to coach and develop 
team members and to be visionaries for the future of CSG, our customers, and our communities, we all win by employing a servant 
leadership model. 
In 2022, we are launching a refreshed Ignite Leadership course for all front line managers. Ignite Leadership provides a foundation for 
our philosophy of coaching the whole person, leading inclusively, and improving communications between leaders and their teams. 
When combined with our Level Up series for more senior leaders, and our Skill-Up series for all people leaders, we believe that our agile 
and inclusive approach to leadership development will enable us to drive a coaching culture throughout the organization and is designed 
to ensure our teams are set up for success both personally and professionally. 

CSG’s Leadership Principles 
Leadership at CSG is multi-dimensional and focused on the concepts of “Leading Self, Leading the Team and Leading the Business.” 
We believe strong leaders are first and foremost self-aware and purposeful in continuous improvement and development - both 
personally and professionally. Our leaders are expected to demonstrate the core values represented by our Guiding Principles coupled 
with a servant leadership framework. We understand the significant responsibility we have to lead our teams to both deliver on goals and 
objectives and to demonstrate respect for one another. Leaders at CSG focus on strategic objectives that advance the goals of the 
organization and provide vision that inspires everyone on the team. 

Investing in the Development of Diverse Leaders  



We believe that being the employer of choice for the best, most globally diverse talent is a competitive advantage and the right thing to 
do. We are champions of increasing the presence of women and people of color in leadership positions and across the technology and 
telecommunications, cable, and satellite industry. We provide support systems to help all team members advance in their careers. This 
includes development opportunities that provide a clear path for growth, including curated learning paths, while strengthening the 
representation of women and people of color in our leadership ranks. 

Internship Program  
Designed for students enrolled in undergraduate programs, our internship program focuses on developing technical skills, and business 
skills and providing mentorship through real work experience. We recruit interns from all fields of study, including computer science, 
engineering, marketing, sales, human resources, communications, and business. From day one, students are immersed in real projects, 
collaborating with some of the best and brightest in the industry and gaining experience to power their careers and personal growth. 
 

INCLUDE 
In 2021, we centered our approach to cultivating the best culture by starting with Inclusion; where the thoughts, perspectives and ideas of 
all individuals are respected and valued. Our approach emphasizes meeting the needs of all team members beyond psychological and 
physical safety, where all groups have the same access to power and opportunity. 
This started with our continuous celebration of culture and heritage across the globe. We celebrate days, months, and people of 
significance in every region throughout the year to build community and bring awareness to employee experience and identity. 
Our annual Inclusion Survey, which launched in 2021, gave us an opportunity to learn more about the rich diversity of our global 
workforce, their experiences, and perception of our culture. We have set goals to continue improving the results of our Inclusion Survey 
each year. The feedback from the survey informs how we address each stage of the employee life-cycle starting with attracting talent 
and our welcoming program. 

REWARD 
Our total rewards package combines competitive pay and world-class benefits for all of our team members. This includes our Flexible 
First workplace philosophy, base pay, short- and long-term incentives, and exceptional health and welfare benefits, including paid 
parental leave, two paid days of volunteer time off, unlimited paid time off for our exempt U.S. based team members, and retirement 
benefits. 

Long-Term Incentives 
We make significant yearly grants of discretionary equity awards in the form of restricted stock or restricted stock units to individuals 
other than our executive leadership to create an opportunity for CSGers to share in our Company’s success and the value we create 
together. 

Pay Equity 
Our goal is to ensure equitable pay by role and level while supporting pay for performance. We are constantly evaluating our pay to 
ensure equity and consistent treatment across our entire team through pay equity audits and random checks to confirm our 
compensation programs are based on performance and free from bias. Throughout our compensation cycle, we are committed to: 

Education for all managers and team members about fair pay practices and reducing unconscious bias in pay decisions; 
Transparency in our compensation philosophy and awards; and 
Designing our hiring, promotion, and compensation decisions to promote pay equity. 

We do not request current or past salary information on our employment applications. In addition, we believe that transparency in 
compensation decisions and pay ranges is critical to promoting fair pay, and as such we post salary ranges on all U.S. job postings. 

Recognition 
Over the years, CSG has created an environment that encourages moments of thanks through formal and informal programs. Employee 
recognition is a foundational aspect of everyday life at CSG, helping us bring our teams together to celebrate big wins and everyday 
moments. Our goals are to: 

Foster a culture of appreciation and gratitude; 
Celebrate moments that matter, both personally and professionally; and 
Applaud those living our Guiding Principles. 

Our approach to team member recognition is fluid and agile. Rather than creating a one-size-fits-all program for the entire Company, we 
provide flexibility and options to allow for a more meaningful experience for our team members. We provide standard, formal recognition 
opportunities through a corporate managed program, while at the same time encouraging our regional/functional partners to create 
programs that are meaningful to them. 

 
BE WELL 



An important part of our “whole person” philosophy is being mindful of the wellbeing of our team members and their families. To that end, 
we provide health benefits and services and sponsor other initiatives designed to promote mental and physical wellness. 

Health Insurance 
CSG’s competitive benefits provide choices to meet the diverse needs of our team members. In the U.S., we offer a choice of medical 
coverage plans as well as prescription drug, dental, vision, life insurance, disability coverage and a variety of voluntary benefits. CSG 
covers most of the cost of medical coverage, including 100% of the cost for in-network preventive care, annual physicals, or wellness 
exams. 
In our effort to provide a simple and user-friendly experience to our team members, we implemented a healthcare concierge service that 
provides a single point of contact and personalized benefit support in one single place. 
We also provide easy access to Telehealth to ensure team members have safe and convenient access to healthcare. We opted to 
support our team members by waiving the employee cost-share under our medical plans for team members who receive treatment under 
a COVID-19 admission or diagnosis code, including for emergency department visits and observation stays resulting in an admission to a 
network hospital. Internationally, we offer comprehensive and market competitive health and welfare benefits in each country where we 
have employees. 

Family Planning  
In the U.S., CSG provides generous paid parental leave to all parents welcoming new children, including adoptive parents and 
gestational and surrogate carriers. We also offer a competitive adoption assistance program to reimburse team members for relevant 
costs of adopting a child. 
Our global paid parental leave benefits vary according to local laws and regulations. Overall, we are committed to supporting new 
parents in their journey to define a new normal of work-life integration following the arrival of their bundles of joy through mentorship, 
coaching, and our Flexible First policy. 

Mental Health 
The mental health of our team members is of the utmost importance. In addition to being transparent about the importance of being 
mindful of mental health and sharing personal stories when possible to contribute to destigmatizing mental health issues, we provide our 
team members with global support to address mental health issues. We provide an employee assistance program (EAP) globally that is 
available 24 hours a day, 365 days a year for free professional mental health resources, substance abuse support, and assistance for 
financial challenges and stress management. In the U.S., our team members have robust access and coverage for mental and 
behavioral healthcare through our medical plans, and we regularly communicate with our team members to maintain awareness of our 
programs and support systems. 

Financial Wellbeing 
The financial wellbeing of our team members is a priority for us. We offer training and frequent communications that provide access to a 
variety of resources, from basic to advanced concepts and topics, to meet the wide range of financial needs our team members have. In 
particular, team members have access to one-on-one support through our Retirement Plan record keeper to help them meet their 
individual financial goals. 

Health and Safety 
We are always mindful about the safety of our team members, whether in our output services centers (“OSCs”), at their home offices, or 
traveling around the world. Our global Employee, Health and Safety (“EHS”) programs strive to provide all teammates with not only a 
safe and healthy work environment but also with guidance and training. CSG complies with all applicable regulatory and legal 
requirements. 
Throughout the COVID-19 pandemic, we have emphasized employee safety and wellbeing. At the start of the pandemic, we closed our 
collaboration centers and mobilized most of our teammates to a home office setting. Our OSCs remained operational throughout the 
pandemic, with required mask wearing and social distancing. Our global collaboration centers closed or operated at limited capacity 
through all of 2021, depending on local COVID-19 case counts and local regulations relating to capacity restrictions. Currently all our 
global collaboration centers are open at full capacity, welcoming CSGers as our Flexible First model allows each individual to choose 
what way of working enables them to succeed in work and in life. 

Wellness 
We believe in openness and transparency about the importance of wellness and are constantly evaluating how best to support our CSG 
team members. In 2021, we introduced the first CSGMeDay, a global, company-wide day off to rest and recharge. We encouraged our 
team members to take this time off to reset and do something they love to do, and to share their adventures and stories with the rest of 
CSG and the world by using #CSGMeDay on social platforms. 
Our wellness, togetherness, and fitness challenge, also launched in 2021, engages CSGers in a friendly competition to drive mental and 
physical wellbeing, connection, and community amongst our global team members. Our team members logged almost 3,200 hours of 
mental or physical fitness activities over a four-week period. The challenge also provided an opportunity to connect with other 
competitors – over 5,500 ‘togetherness’ conversations took place, strengthening our teams and building a stronger community. The 
success and overwhelming positive feedback of this initiative created strong demand for a second challenge in 2022. 



Measuring What Matters 
To achieve our goals as a business, we must retain and grow our most important asset: our people. We leverage Glint™ to solicit 
feedback from our team members on a recurring basis so we can understand and take action to improve employee experience, 
engagement, and satisfaction. Glint’s™ bi-annual survey provides a platform for the entire organization to have a voice and be heard on 
matters such as what it’s like to work at CSG, what we do well, and what areas we can improve. The adaptable framework and 
technology allow us to easily understand statistical and predictive links between employee engagement, various drivers, and business 
outcomes. 
Employee feedback is important, but equally critical are the actions taken and how we respond to that feedback. All managers act on 
survey feedback by enabling teams to transparently share results, have conversations about priorities, and plan how they will address 
issues raised by creating focus areas using Glint’s™ technology. Action plans are tracked throughout the year and correlated with survey 
results in the next survey cycle. Those actions that effectively move the needle in the right direction are shared globally so all team 
members benefit. 


