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VISIONARY
Payment Solutions

Worldline is the leader of Europe’s payments and transactional
services industry, with nearly 45 years of experience. The
company is unique in its sector for being able to provide the
highest available level of products, services and solutions along
the full length and breadth of the payments value chain.
Worldline’s offering of next-generation, omnichannel, end-toend solutions extends beyond just payments to encompass
areas such as connected living and the Internet of Things, the
digital shopping experience and consumer Cloud services.
Its customers include financial institutions, retailers, transport
industry, governments, healthcare facilities, telecoms operators
and utility companies. Worldline’s innovative capabilities are
matched by the power and dependability of its platforms, the
security of its solutions, the wide breadth of its geographical
reach and the quality of its service.
Reinforced by a massive acceleration of its growth in 2016,
the company confronts the exciting challenges of the coming
years with the utmost confidence.

€ 1.5 bn

8,700+
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MESSAGE
from Thierry Breton
Atos Chairman and Chief Executive Officer,
Worldline Chairman
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After three years of having consolidated a strategy on
Corporate Social Responsibility (CSR) that embraces the
principle of embedding sustainability within business,
Worldline reinforced its CSR commitment by launching
its TRUST 2020 ambition. This ambition represents
a continuous improvement plan that is a powerful
transformation vehicle for the whole organization in the
roadmap to deliver high level extra financial performance
towards its stakeholders.

Through its TRUST 2020 CSR program, Worldline is
definitely determined to make CSR a key differentiator
externally on the markets where it operates, a catalyst for
transformation internally and a cornerstone for building
and developing relationships based on trust. For instance,
Worldline performance levers regarding sustainability
have improved on the following material topics: employee
satisfaction has increased by 7 points on the Great Place
to Work® survey, Worldline has been recognized by
the “Happy Trainees” label on talent acquisition and 100%
of the emissions produced by its terminals lifecycle
in 2016 have been neutralized.
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Furthermore, in 2016 Worldline continued to strengthen
its position on the extra financial ratings confirming the
exhaustiveness and transparency of its performance
and the robustness of its CSR strategy and action plans.
Some of the examples are the ¨AA¨ rating provided by
the MSCI index and the ¨Prime¨ status given oekom
research AG, one of the world’s leading rating agencies
in the field of sustainable investment, that consolidates
its position as a CSR leader on its industry.
For the coming years of the TRUST 2020 journey, I look
forward to seeing Worldline continue displaying progress.
This integral commitment across the company, expected
from a leader and highly supported by the top management
with an active participation of Worldline employees, creates
a positive impact for the society and strengthens Worldline
credibility on sustainability, which I strongly support.

[GRI 102-14] [GRI 102-15] [GRI 102-19] [GRI 102-20] [GRI 102-24] [GRI 102-26]

TALKING
TRUST
2020
with Gilles Grapinet
Worldline Chief Executive Officer,
Atos Senior Executive Vice President,
Global Functions
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A roadmap for long-term
improvement

“

We have
demonstrated that
How would you characterize 2016 progress toward
aligning our business
Worldline’s TRUST 2020 CSR goals?
model and CSR
After setting some truly ambitious objectives through TRUST 2020, we
strategy is an effective
achieved some significant progress in 2016, as measured by KPIs and in
way to drive ourselves
the recognition received from external bodies. It is a good start that gives us
solid momentum and stability that will make the next steps easier, even if still
further toward best
challenging. Progress feeds progress and there is no reason to slow down.
Quite the contrary. We have demonstrated that aligning our business model
in class performance.
and CSR strategy is an effective way to drive ourselves further toward best
in class performance. I am personally engaged in our CSR approach. Our
CSR Director, Sébastien Mandron, reports directly to me and the long term
performance incentives of all managers are aligned to recognize the equal
importance of achieving both our CSR and financial objectives.

Gilles Grapinet,

Worldline Chief Executive Officer
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What role does CSR play in an increasingly
volatile world?
The more volatile the world is, the more important is the trust we need to bring
to our customers and to their customers. Trust is critical to our highly sensitive
business. It involves the processing of the eclectronic payments of financial
institutions and merchants and the billions of transactions made by businesses and
customers who use our systems on a daily basis. The world is less predictable than
it was even a few years ago as a result of technology, regulation, macroeconomics
and even geo-strategic tensions. It is important to stakeholders to know that
our company has a balanced, robust long-term approach to our business.

How does CSR help Worldline focus
on the long term?
Ultimately, CSR is a synonym for managing the company
well, ie taking every dimension and every stakeholder
into consideration. CSR encompasses all the elements
needed for our business to deliver sustainable value to
all stakeholders. It also compels us to achieve a balance
so that short-term actions do not come at the expense
of our long-term vision. A long-term view is ingrained
in our business. It is important to our customers to
know that we will still be there, not just through
the duration of a five- or ten-year contract
but also in 20-30 years, with the right offers,
price and quality of service, while mitigating
all of the impacts on our ecosystem.
This also aligns with the expectations
of our investors and shareholders who
increasingly focus on both our nearterm and long-term performance.
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How is CSR
contributing
to Worldline’s
transformation?
It allows us to more clearly demonstrate what is at
stake to our employees and other stakeholders. As people
understand this better, they are able to contribute more
personally and directly to the transformation. CSR policies
give more meaning to actions that might traditionally have
been looked at only through a financial or operational lens.
For example, improving gender equity is a goal of our company
not because it is fashionable but because a greater diversity in our
managers contributes to our creativity and innovativeness. Our
sourcing policies are not only good for short-term P&L reasons
but also because having responsible suppliers as dependable
partners is essential for our long-term success. CSR is a powerful
framework for showing what is at stake beyond the immediate
and thus gives more sense and depth to managerial action.
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How does CSR help drive international expansion?
For an international company, it is natural that there are cultural or even
sometimes societal gaps in the starting points of various regions and
countries. CSR is a roadmap where you can be ambitious for everyone and
for every country. While it is a journey that may be different in the short-term
for some countries, it is a way to federate the company around medium- to
long-term targets that allow us to progressively bring the company to a
relatively homogenous state. Even if there are differences, CSR addresses
common human values that bring positives to every country. There is
nothing negative about trying to reduce carbon emissions or improving
the quality of customer service or engaging in sustainable innovation. In all
countries, you will find strong agreement about CSR objectives, which is a
powerful unifying force for an international company.

What is the effect of mergers and acquisitions on CSR?
They offer a great opportunity for further improvement, even for a company
relatively advanced in CSR. With the creation of equensWorldline, we
combined with a company that had a natural sensitivity to the long-term
and to the need to act in a sustainable manner. We have worked to make
integration another lever for progress in our CSR journey by drawing on
the best practices of each company’s approach. One of our key business
ambitions is to play a major role in the ongoing consolidation of the
European payments industry. Each acquisition and merger is therefore a
means of federating and unifying through integration and further driving
our CSR progress as a Group.

“
It is important to our customers to know
that we will still be there, not just through
the duration of a five- or ten- year contract
but also in 20-30 years, with the right offers,
price and quality of service, while mitigating
all of the impacts on our ecosystem.
Gilles Grapinet,

Worldline Chief Executive Officer
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MARKET TRENDS
AND OPPORTUNITIES
SERVING
SUSTAINABILITY
The digital revolution is increasingly
bringing significant changes to the
payments industry. The arrival of new digital
players, new technology capabilities and
regulatory evolutions are driving the entire
payment ecosystem toward new business
models which are still not stabilized, and in
some cases, not completely defined.
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The digitization of processes brings more flexibility and
is allowing offers to be better tailored to customer needs,
improving responsiveness and geographical proximity for
a seamless digital experience for the consumer. Central to

Worldline’s business, digitization enables simple and efficient
systems that optimize the use of resources, for example, by
removing unnecessary paper, cards, and data entry steps.

Investment for the future
In response to these changes and growing demand,
Worldline has significantly invested in payments and
digital services assets, contributing to social progress for
our evolving society at large. This investment enables the
company to develop new revenue streams, help customers
tackle their sustainability challenges and bring more
economic transparency by fighting the shadow economy,
fraud, money laundering and other financial violations.

Impacts in all CSR spheres

Economic

Social

Environmental

Worldline plays a key role in making
the economy more open and
transparent and improving market
access beyond payments, including
online services, personal services,
mobility, digitization and secure
confidence and traceability.

Worldline fully aligns its Human
Resources strategy with operational
needs, to better anticipate growth and
ensure the right skills in a qualified
workforce on a global scale.

Worldline acts to optimize resources
and reduce costs by minimizing
its energy consumption and waste
production. Its sustainable solutions
also help customers respond to their
stakeholders’ CSR expectations.
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INTEGRATING
SUSTAINABILITY
WITHIN BUSINESS
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Active discussion with Worldline stakeholders and updated Materiality matrix, delivered
Worldline’s CSR strategy aligned with its business model to support its ongoing transformation
and its international expansion and to respond to customer needs and market trends.

Company-wide commitment
to shared value
Connecting its success with social progress, the company
embraces through its solutions the principle of shared
value, simultaneously generating financial profitability
while responding to societal needs and challenges.
To achieve its goals, Worldline embeds CSR as part
of its business and processes. Sustainability is part of
Worldline’s innovation process, enabling the creation of
new solutions that respond to trends such as increasing
digitization. Worldline empowers its employees to help
achieve its sustainability goals through their daily actions.

Worldline CSR Governance
The CSR Officer, who reports directly to the Worldline
CEO, defines and implements the CSR strategy within
the company and also promotes CSR values internally
and externally. He is in charge of the CSR department,
comprised of an international team involving 35 contributors.
The CSR Officer also works closely with the Atos Group
CSR Officer in order to ensure the full alignment with
the group’s CSR initiatives and the dedicated teams.

The implementation of the CSR strategy is regularly
discussed and monitored within the Worldline
Management Committee, which is increasingly involved
in the achievement of local CSR initiatives. On a quarterly
basis, the CSR Officer sets out the results of the initiatives
carried out, his roadmap and the coming action plans.

Roadmap for improvement:
TRUST 2020
To measure its progress, Worldline launched in 2016
its CSR program: “TRUST 2020, Trust at the heart of
everything we do.” This program defines specific objectives
that address Worldline’s material challenges in the areas
of operations, people, value chain and the environment.
The company has set specific, measurable CSR objectives
that it seeks to achieve by 2020 and is committed
to communicating on its progress each year.
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2016 CORPORATE
HIGHLIGHTS
A year of solid confirmation

Successfully pursuing its strategic direction in 2016, Worldline transformed its growth and
scope, achieved a highly satisfactory performance and secured the continued confidence of all
its stakeholders. The company began 2017 strongly positioned to confront the new challenges
facing Europe’s payments industry.
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The consolidation imperative

Streamlining our operation

Most European payment platforms are still anchored in
individual countries and designed to process national
rather than international payment volumes. This situation
is changing, as national payment champions combine
in large pan-European groups, competing to bring unity
and economies of scale to payments in Europe. With
consolidation still in its early stages and growth possibilities
limitless, Worldline took a first massive step forward in 2016,
by successfully closing three simultaneous transactions: the
merger with Equens in Financial Processing, the acquisition
of PaySquare and the alliance with Komerční Banka.

Delivering of profitable growth implies to relentlessly
streamline operations and rationalize our organization which
we do through our TEAM program. In 2016, our TEAM
program aimed at achieving significant operating
efficiencies, with the expectation of contributing substantially
to the improvement of the Group’s OMDA margin.

Spearheading tomorrow’s solutions
As the Worldline Integrated Payment Engine (WIPE)
program, which develops our powerful integrated payment
platform, winds to its close, we intend to continue to
invest 5-6% of our turnover, in the medium term, on
modernizing our platforms and constantly developing
innovative solutions. Our R&D investment is focused
on mobile and Internet payment, fraud management,
connected object solutions, data analytics and Blockchain–
in all of which fields Worldline is a recognized leader.

• In 2016, Worldline gained strength and took a leading
role in consolidating Europe’s payments industry
• The company is focusing its innovative effort
on tomorrow’s technological priorities
• We overhauled our internal organization,
for greater efficiency

“
Worldline is ideally positioned to benefit from recently adopted regulatory
revolutions, as PSD2 legislation encourages account-based payment solutions
and the EPC’s Instant Payment scheme introduces completion of the entire
payment process in a flash. Both involve complex new solutions and processing
offers. Worldline’s strategy has been to develop strong PSD2 offers for banks
and merchants and, thanks to Equens’ mass payments expertise, the company
is unique in being able to offer a full end-to-end Instant Payment solution.
We believe that a large growth potential awaits us in the years to come.
Gilles Grapinet

Worldline Chief Executive Officer
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2016 CSR HIGHLIGHTS
Worldline’s progress in CSR was recognized through a number of recognitions
and certifications in 2016.

91/100

ISO
14001

Worldline has successfully
produced its CSR report and
Registration Document
“In Accordance” with the GRI
standards Comprehensive
option of the Global Reporting
Initiative Standards

EcoVadis “Gold” Label
for responsible management
of its supply chain

Gaïa Index

Renewal of
ISO 14001 certification
for Environmental
Management System in place
for all data centers and offices
with over 500 employees

TOP 10 ranking
in the Gaïa Index
(non-financial information
rating agency)

AA rating
MSCI

First-time “Prime” C+ rating
by oekom
(responsible investment
rating agency)

for initial certification
under the MSCI Index
(independent research provider
for institutional investors)

“Happy Trainees” label
that rewards companies where
trainees are satisfied with the company
and its dynamic environment

Partnerships
To leverage the latest market trends and best industry practices to drive its CSR progress further,
Worldline is an active member of four bodies recognized for their expertise in the field.
United Nations
Global Compact
Members commit to
improve human rights,
comply with employment
and environmental
regulations and fight
against corruption.

Global Reporting Initiative
Gold Community
Worldline is a member
of the Gold Community
and supports the mission of
the GRI to empower decision
makers everywhere, through
the GRI Sustainability
Reporting Standards and its
multi stakeholder network,
to take action towards a
more sustainable economy
and world.

Sustainability
Directors’ Club
As an active member,
Worldline makes
regular presentations
at conferences and
participates
in sharing on latest
practices and regulations.

Great Place to Work®
Worldline has been
committing to involve
employees through
the annual Great Place
to Work® survey
since 2012 to determine
the expectations from
employees and
the focused areas of
improvement.
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A YEAR OF
PROGRESS
Sebastien Mandron,

Corporate Social Responsibility Officer

“
TRUST 2020 is a key differentiator
in the market and a crucial
means for Worldline to build and
develop trusting relationships
with its key stakeholders.
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The third year of Worldline’s sustainability journey, 2016 saw our CSR structure fully deployed
and a clear path forward established through the setting of our TRUST 2020 ambition that
illustrates all the major challenges linked to our CSR strategy. While our priorities last year
were to communicate our 2020 goals to our external stakeholders and explain them internally
to our managers and our employees. This key step achievement we engaged accelerated
our action plan to be able to measure our progress due to the strong mobilization and
engagement of the CSR transformation vector across the organization.
As concrete examples, we were proud to see a seven-point
improvement in employee satisfaction, moving us closer to
our 2020 ambitious objective of increasing it by 10 points.
Our actions to engage in responsible procurement were
recognized earlier than expected with the award of Gold
label from EcoVadis following assessment of our responsible
supply chain. We achieved our 2020 global climate change
goal of rendering our payment terminals produced in
2016 100% carbon neutral allowing our customers to use
not only carbon neutral services but also products.
This dynamic launched by first concrete results has been
widely rewarded for its performance in CSR related topics.
Our progress was confirmed by outstanding results from
external assessments performed last year. This positions
Worldline at the forefront of socially responsible and
sustainable management of its activities. For instance,
we became one of the top 10 ranked CSR companies
on the Gaïa Index as determined by Ethifinance with
a rating of 91/100. CSR rating agency oekom research
AG classified Worldline as “Prime”, ranking us in the top 15
companies in our industry for CSR performance.
MSCI gave us an ¨AA¨ rating, putting us in the top 10% of
companies for management of extra-financial risks.
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Finally, Worldline has joined the restricted circle of the very
few global companies that have applied the guidelines of the
GRI Standards Comprehensive option from the first year of
reporting, guaranteeing the highest level of transparency
of its extra-financial communication.
These early achievements and feedback feed our
momentum as we tackle long-term transformational goals
in 2017 through action plans to improve gender equity,
sustainable benefits of our solutions, environmental
performance and employee satisfaction. We are also building
on key strengths of our approach including the alignment
between our CSR strategy and business expansion and
our employees’ increasing awareness of the importance
of their role in achieving our TRUST 2020 goals.
Also in 2017, Worldline intends to launch a strategic
approach in order to identify and measure the company’s
contribution to the Sustainable Development Goals of the
United Nations and how to maximize this contribution
by conducting business and transformation with a
positive impact in this worldwide sustainability project to
be achieved by 2030. The results of this analysis will be
published in the coming reports and communications.

[GRI 102-15]

Worldline 2020
CSR commitments
In 2016, Worldline formalized its long-term commitment
to CSR in announcing its TRUST 2020 objectives.
Through TRUST 2020, Worldline has set specific and measurable CSR objectives
for each of its material challenges in four strategic focus areas: business operations,
employees, the value chain and the environment. Following its TRUST 2020 roadmap,
Worldline works to improve its sustainable performance and reports on its progress annually.

Progress on our CSR TRUST 2020 commitments objectives is regularly
measured through 14 Key Performance Indicators (KPIs).

11
CSR challenge

Building client’s
trust with fully
available and
secured platforms
and reinforcing
value for clients
through sustainable
& innovative
solutions

2015
Baseline

2016
Achievements

TRUST 2020
Targets

% of alignment with the Service Level Agreements
(SLA) on service availability

-

95.54%

100%

—

% of alignment with the Service Level Agreements
(SLA) on response time

-

98.52%

100%

—

% of incident responses compliant with Worldline
security policy

-

97%

100%

% of Privacy Impact Assessments (PIA) performed
on critical services

-

46%

100%

Revenue generated through sustainable solutions that
contribute to societal and environmental progress in €m

575

586

725

Overall Customer Satisfaction (OCS) score

7.26

7.67

8

Number of employer brand study citations

0

1

5

-

86%

90%

50%

57%

60%

10%

9%

0%

Silver

Gold

Gold

-

100%

100%

% of CO2 emissions offset from data centers, buildings
and travel

32%

31%

100%

% of CO2 emissions offset from payment terminals Life
Cycle Assessment (LCA)

0%

100%

100%

Indicator

% of employees satisfied with the trainings provided
Being a responsible by Worldline
employer by
% employee satisfaction as measured by the Trust
revealing our
Index of the Great Place to Work® survey
employees’ potential
Gap between the % of females in management
positions and the % of females in the overall workforce
(target range of +/- 10%)
Endorsing
our business
ethic within
our value chain
Leveraging
the eco-efficiency
of our data centers
and offices

Level obtained in the EcoVadis supply chain
assessment
% of suppliers evaluated by EcoVadis with a score
below 40 having an action plan to solve critical
findings identified

*

—

* externally verified
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PERMANENT AND
CONSTRUCTIVE
DIALOGUE WITH
STAKEHOLDERS
Customers
Merchants, banks and other
financial institutions, companies
Satisfaction, innovation, data privacy

Employees
Employees, Trainees, Social partners

Satisfaction surveys,
innovation workshops

Compensation, working conditions
and organization, social dialogue, talent
management, diversity
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Sustainable relations, costs,
responsible procurement

wellbeing@worldline program,
performance review interviews

Suppliers partnership days,
EcoVadis rating, workshops

Investors
& Analysts

Public bodies
Policymakers (PCI-DSS),
professional organizations, internal
institutions, media

Shareholders, investors, banks,
analysts, rating agencies

Regulation, reputation, data privacy,
promotion of the e-payment sector

Profitability, transparency,
risk management, governance

Roadshows, conferences,
investor meetings, analyst days

Suppliers & Partners
IT hardware and software suppliers,
payment terminal suppliers, service
suppliers, business partners

Communities
Local/National authorities,
communities, associations, NGOs
Economic and social impacts,
compliance, environment protection,
human rights, anti corruption

Meetings, conferences

Main stakeholders
Main challenges

Programs, projects

TRUST 2020 CSR Report 2016

Main channels

These documents contain all sustainability KPIs
that Worldline monitors. KPI monitoring and reporting
methodology are explained in section A.6.2 of
the Registration Document and summarized in
the GRI Standards Content Index of the CSR Report.

Dialogue with stakeholders plays a critical role in business
operations by showcasing Worldline’s capacity for
innovation, enhancing its appeal among customers,
investors and employees, creating opportunities to
develop services and solutions with high growth
potential and protecting Worldline’s reputation.

Worldline’s Corporate Social Responsibility Report is
developed in accordance with the principles of inclusivity,
materiality and responsiveness as defined in the AA1000
SES (2011) standard. The Corporate Social Responsibility
Report and the section A.1.1.3 of the annex III of the
Registration Document present in detail how Worldline
has integrated these principles in its mode of operation.

Dialogue takes place at every level of the organization
under the coordination of the CSR Officer, both at
global corporate level and at the country level in order
to ensure that its CSR strategy continues to respond to
stakeholders’ expectations, to review its strategy and
ambitions and accelerate CSR actions and initiatives.
Worldline reports to stakeholders on its main
sustainability challenges and associated actions through
its annual CSR Report and Registration Document.

“
Thanks to the internships provided each year by Worldline,
our students became more aware of digital technologies, team
working on IT projects and the professional life. It might foster
ambition and above all it participates to social inclusion, diversity
and local economy development. A project of computer coding
lessons has been defined with Worldline and represents a great
opportunity for developing a new approach of education.
Collège de Bezons
Communities

“

“

We enjoy our journey with Worldline
during the deployment of the Donation
Box, a new R&D concept for fundraising
tested for the first time during the
Téléthon national campaign in France.
We have contributed with Worldline
to leverage this social and responsible
innovation that enhances charity and
citizenship thanks to micro donation,
which is at the heart of our business.

Worldline is fully committed to promoting
all forms of diversity, especially regarding
disabled people which are a priority issue
for our foundation. We chose this company
because we are convinced that its responsible
social model contributes to the inclusion of
disabled people in the workforce and that
the top management is fully engaged on
inclusive leadership. We aim to continue
advancing in the project with Worldline.

microDON

Fundación Adecco

Partners

Communities

CSR Report 2016 TRUST 2020
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MATERIALITY
MATRIX
Worldline’s Corporate Social Responsibility approach is based on a
materiality analysis in order to prioritize its actions on the most relevant
subjects taking into account its business activities and stakeholders’
expectations. Therefore, the materiality analysis tool is used to connect
and prioritize financial and extra financial matters. It allows to focus on those
that are really critical for a sustainable business model in order to achieve
the organization’s goals, secure its business model and manage its impact
on the society. In 2014, Worldline performed a materiality assessment that
was reviewed in 2016 through an extensive dialogue with its stakeholders.

External score

The external score refers to the importance of the topic for stakeholders
and the internal score is the importance for Worldline activities.
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100%

Innovative
solutions
Cultural diversity

90%

Available & secured
platforms

Talent attraction
& development

Ethics & compliance
80%

Market intimacy

Strong suppliers
partnership
70%

Smart working

60%

Eco-efficient operations

50%
50%

60%

70%

80%

90%

100%

Internal score
TRUST 2020 CSR Report 2016
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4 MAIN
CHALLENGES
Business
Building clients’ trust with fully available & secured platforms and
reinforcing value for clients through sustainable & innovative solutions
The global payment and digital services industry in which Worldline
competes is subject to rapid technological changes, changing customer
needs, evolving industry standards and the entrance of non-traditional
competitors. In this context, Worldline needs to adapt and continue to ensure
a high quality and secure level of service and to design inspired, innovative
and sustainable solutions in order to create value for its customers and
maintain its competitive advantages.

People
Being a responsible employer by revealing our employees’ potential
Worldline is a people intensive business. In a fast-changing and competitive
world, a company’s human resources are the most important driver
of its performance. Worldline’s future growth depends on the talent, the
professionalism and the engagement of its employees. Worldline must,
therefore, be able to successfully attract, recruit, retain and engage the
talented people on who it depends.

Value Chain
Endorsing our business ethic within our value chain
For Worldline’s industry, in which billions of transactions involving
financial and sensitive data are handled, business ethics is an absolute
requirement. To maintain its credibility and the confidence of its customers,
Worldline must have zero tolerance for unethical behavior and ensure
that its suppliers respect the same standards for ethical conduct.

Environment
Leveraging the eco-efficiency of our data centers and offices
Climate change represents a serious threat to the planet. It is the
responsibility of every individual and every company to play a role in
addressing it. Worldline is committed to improving its environmental
performance because it is a strong stakeholders’ expectation and it is
fundamental to Corporate Social Responsibility. Eco-efficiency is a major
challenge for Worldline because its business involves data processing,
which consumes huge amounts of energy and produces significant
CO2 emissions.

CSR Report 2016 TRUST 2020
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MAIN KPIs
Worldline
challenges

Aspects

Link to
the GRI
Standards

WL1
Market
intimacy GRI 102-44
1

Building
client’s trust
with fully
available
and secured
platforms
and
reinforcing
value for
clients
through
sustainable
& innovative
solutions

Innovative
solutions

Fully available
and secured
platforms

16

Employee
engagement

TRUST 2020 CSR Report 2016

2014

Per
employee

Per
revenue

99.88%

99.81%

99.74%

-

100%

7.67

7.26

6.67

-

100%

17

18

-

100%

WL2

Number of WIN
members

44

45

42

100%

-

WL2

Percentage of PhD and
PhD students at R&D
department

45%

46%

30%

100%

-

WL2

External awards success
rate

50%

20%

30%

100%

-

0

0

0

100%

-

110

126

89

-

100%

21.47

18.99

19.23

100%

-

94.23%

96.62%

97%

81%

-

GRI 418-1
WL3

Total number of
substained complaints
Number of security
incidents
Average hours of
training that employees
have undertaken during
the year

Percentage of total
employees who
received a regular
GRI 404-3
performance and career
development review
during the year
WL4

Participation rate to the
Great Place to Work®
survey

79%

84%

86%

100%

-

AO2

Great Place to Work®
Trust index rate

57%

50%

50%

100%

-

WL5

Employees stockplan

Qualitative

Qualitative

Qualitative

-

-

WL6

Global turnover rate

8.42%

9.35%

7.75%

100%

-

Percentage of females

29%

29%

29%

100%

-

AO6

Diversity perception
(GPTW®)

81%

79%

76%

100%

-

WL7

Percentage of female in
Worldline’s top positions

20.97%

17.74%

24.56%

100%

-

Absenteeism rate

2.50%

2.73%

3.02%

76%

-

218

271

285

100%

-

GRI 403-2
Smart
working

Overall customer
Satisfaction from
Tactical surveys

2015

10

GRI 405-1
Cultural
diversity

Services availability rate

2016

Customer innovation
workshops delivered in
GBU’s

2

Being a
responsible
employer by
revealing our
employees
potential**

2016

AO10

GRI 404-1
Talent
attraction and
development

Worldline
Relevant KPIs

AO11

Total number of
collaborative working
communities

Worldline
challenges

Aspects

Link to
the GRI
Standards

2015

2014

Per
employee

Per
revenue

-

68%

-

100%

-

79%

71%

50%

100%

-

GRI 419-1

Monetary value of
significant fines and
total number of nonmonetary sanctions for
non-compliance with
laws and regulation

0

0

0

-

100%

GRI 204-1

Proportion of spending
on local suppliers at
significant locations of
operation

87.67%

84%

85%

-

93%

AO17

Percentage of strategic
suppliers evaluated by
EcoVadis

26%

Not
disclosed

Not
disclosed

-

98%

AO17

Percentage of total
expenses assessed by
EcoVadis

47%

Not
disclosed

Not
disclosed

-

98%

GRI 302-1

Energy consumption
within the organization
(Gj)

265,636

248,258

290,552

-

98%

GRI 302-3

Energy intensity revenue
(Gj/million euros)

239.80

232.39

292.22

-

91%

GRI 302-3

Energy intensity
employee (Gj/employee)

42.18

41.17

52.64

85%

-

Eco efficient GRI 305-4
operations

Total Co2 emissions (t)

11,841.8

10,329.6

11,415.6

-

92%

GRI 305-4

CO2 emissions by
revenue (tCO2/million
euros)

11.05

9.7

11.48

-

92%

GRI 305-4

CO2 emissions by
employee (tCO2/
employee)

1.96

1.7

2.07

87%

-

9

9

4

-

100%

Ethics and GRI 205-2
Compliance
3

Endorsing
our business
ethics within
our value
chain

Strong
suppliers
partnership

4

2016

2016

GRI 205-2

Leveraging
the ecoefficiency
of our data
centers and
offices

Worldline
Relevant KPIs

AO14

Percentage of
management
employees trained in
Code of Ethics - Virtual
Classroom
Percentage of
employees trained
in Code of Ethics E-learning

Number of sites certified
ISO14001

Exclusions:
GRI 404-3: Exclusion Germany and Austria
GRI 403-2: Exclusion Germany, Netherlands, India, Chile, Taiwan and Belgium
GRI 204-1: Inclusion France, Germany, Argentina, Belgium and United Kingdom
AO17: Exclusion Netherlands and Indonesia
GRI 302-1 and GRI 302-3: Inclusion Belgium, Germany, France, United Kingdom, Spain and Argentina
GRI 305-4: Inclusion Germany, France, Belgium, United Kingdom and Spain
See Deloitte assurance letter on page 56
For AO10, WL6, AO6, AO2, GRI 205-2, GRI 404-1, GRI 419-1, AO17, GRI 302-1, GRI 302-3, GRI 305-4, AO14 KPIs
see the methodological notes in section A.6.2.1 of our Registration Document
** Worldline’s Human Resources’ KPIs scope of coverage has decreased from 100% to 85% because
EquensWorldline employees have been included even though they are not part of this year’s reporting.

CSR Report 2016 TRUST 2020
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[GRI 102-16] [WL1] [GRI 103-2 Economic Performance] [GRI 103-2 Customer Privacy] [GRI 103-2 Indirect Economic Impacts]

A FOCUS
ON BUILDING
TRUST
Marc-Henri Desportes,

Worldline General Manager

“
Last year saw good parallel
progress toward our TRUST 2020
objectives and Worldline’s
business transformation.

Business

18

Providing secure and available platforms as well as creating value through
sustainable and innovative solutions are not only part of our CSR priorities, they
are also central to building trust with our customers. Improving quality and
performance is therefore both good for business and for our quantified CSR
commitments. It is thus not surprising that last year saw good parallel progress
toward our TRUST 2020 objectives and Worldline’s business transformation.

99.88%
services
availability
rate
[WL1]

The relevance of focusing on these priorities is
underlined by the changes we see in the world
around us. Cyber security risk is rising every
day as is global awareness of this menace when
we see the damaging consequences of billions
of hacks. Risk has increased. Tolerance for
failures like continuity of service has decreased.
Data privacy breaches have emerged as
a pivotal concern. The expectations of our
customers are rising sharply and justifiably.
To say we have intensified our efforts does
not tell the full story. As a European-based
company, Worldline was born in a relatively riskadverse environment. As a result, we probably
overinvested from the beginning in security
measures compared with companies based in
other regions. While this has given us a strong
foundation, the ever-increasing threats to security
and availability has our full attention and is driving
us toward our ambitious goals. Equally important
is ensuring every link in our chain is strong as
we continue our international expansion.

TRUST 2020 CSR Report 2016

We also increased the proportion of our revenue
generated from sustainable offerings in 2016
and progressed in our ability to more clearly
quantify their environmental, societal, economic or
governance impacts. In addition to creating value
for our customers, our innovations contribute
to society as a whole such as our application to
assist the visually impaired at the Point of Sale.
Our commitment to CSR is reflected in other
ways as well such as our social engagement on
behalf of local communities, including supporting
sporting activities for physically challenged or
underprivileged people. These and the many
volunteer activities by our employees are all
part of being a responsible corporate citizen
and helps build pride in our company.

Business Challenge
As a leader in digital transformation through its global payment and digital services,
Worldline must respond to rapid technological change, changing customer needs,
evolving industry standards and the entrance of non-traditional competitors.
For our stakeholders, innovative solutions and available and secured platforms
are the most critical aspects of our business model.
In recognition of the importance of this need, Worldline has identified
as one of its four top CSR challenges:
Building customers’ trust with fully available and secured platforms and reinforcing
value for customers through sustainable & innovative solutions.
To achieve this goal, Worldline continued in 2016 to work to ensure a high quality,
secure level of service, to protect and secure data and to guarantee uninterrupted availability of
services. Worldline also continued to create inspired, innovative and sustainable solutions
in order to create value for its customers and maintain its competitive edge.

Our TRUST 2020
commitments

Our 2016
achievements

Ensure the full alignment
with the Service Level Agreements (SLA)
on service availability

95.54% of compliance
with SLA on service availability

Ensure the full alignment
with the Service Level Agreements (SLA)
on response time

98.52% of compliance

with SLA on response time

Guarantee all incident responses are
compliant with Worldline security policy

97% of incident responses compliant

Perform Privacy Impact Assessments
(PIA) on all critical services

46% of PIAs performed

Generate €725 m in revenue through
sustainable solutions that contribute to
societal and environmental progress

€586 m revenue generated
through sustainable solutions

Reach Overall Customer Satisfaction
(OCS) above 8/10

7.67 score on OCS

with Worldline security policy

on critical services

CSR Report 2016 TRUST 2020
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[GRI 203-1]

Ensuring fully available platforms

20

Robust systems

Testing

Monitoring process

Worldline delivers services to customers
through redundant state of the art
platforms and its own IT infrastructure
solutions. The robustness of Worldline’s
systems is reflected in a services
availability rate over 99.88% in 2016.

Regular tests are conducted for each key
component of our infrastructure to verify
the redundancy effectiveness and the
robustness of the platforms.

To ensure the highest possible platform
availability, Worldline data centers and
the services delivered to its customers
are monitored by a 24/7 First Line
Support team. The team is deployed
in two different sites to ensure non-stop
service in case of major incident.

Worldline ensures highly available
services through redundancy at multiple
levels. This design allows high global
resiliency, preventing a single element
outage to produce an unavailability of
the global service. Worldline integrates
the high availability requirement at the
earliest design step of all platforms.

TRUST 2020 CSR Report 2016

To optimize infrastructure efficiency,
Worldline has implemented a worldwide
technical operational organization to
provide maximum benefit from shared
international infrastructure (data centers,
internet, storage, virtualization etc.).
Because technology and organization
are not enough to ensure a high level of
availability and security, Worldline rolled
out international processes in line with
the ITIL best practices.

Monitoring is fully automated and
industrialized with potential malfunctions
automatically detected, triggering
analysis and a response procedure
with tracking and auditing.

[WL3] [AO3]

Global security policy
Security is core to Worldline’s business. To meet its security requirements and protect
its chain of commitment, Worldline performs regular security audits, penetration tests
and scans on its platforms. A patching process is in place to cover security breaches
detected by software vendors or open-source community. Multiple certifications,
including PCI, ISO 27001 and TÜV IT, testify to the strength of Worldline’s security approach.
As part of its TRUST 2020 commitments, Worldline has set an objective for 100% incident
response compliance with Worldline security policy.

Governance, Risk & Compliance
Integrated security governance
Global policies defined centrally, applied locally

Internal IT
& data security

Shared
security solutions
& services

Enhanced
Market Security
Services

Internal IT security
requirements

Mandatory security
layer for all services

Specific security
services

Protection of Atos
IT environment

Atos clients
shared infrastructures
& services

Product-related security
for specific clients

Atos and Worldline have selected to apply the international standard
ISO 27001:2013 for the implementation of their Information Security Management
System – ISMS (This International Standard has been prepared to provide
requirements for establishing, implementing, operating, maintaining and
continually improving an Information Security Management System).

21

Worldline sites
ISO 27001
certified

Within the scope of the ISO 27001 multi-site certification are all the Worldline
assets (excluding customers’ assets) classified following these categories:
• Sites (Offices or data centers)
• Hardware (Servers, Workstations or Networks equipment
& hardware)
• Software (Servers, Workstations or Networks Software)
• People (Internal, Externals or Third-parties)

CSR Report 2016 TRUST 2020
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[WL2]

INNOVATING
FOR A BRIGHTER
FUTURE
Nicolas Kozakiewicz,

Head of Research & Development and Innovation

“
Sustainability continued
to be a major driver of innovation
for Worldline in 2016.

22

Turning innovative concepts into solutions that create value for customers
remains central to Worldline’s business model and CSR commitments.
To accelerate innovation, we reinforced the resources dedicated to the first
step of R&D, the unearthing of new ideas and usages that can then be converted
into tangible, valued services.

44

WIN members
[WL2]

45%

percentage
of PhD and
PhD students
in R&D
departments
[WL2]

Sustainability continued to be a major driver
of innovation for Worldline in 2016. Among the
new solutions introduced was the Donation
Box, a social innovation designed by several
Worldline teams that combines a connected
box and a contactless payment terminal (NFC),
facilitating the making of donations, which can
be tracked online and in real time. Developed
using the building block of Worldline’s previously
developed Piggy Bank, the Donation Box was
deployed to support the French 2016 Téléthon.
Another innovation, the e-car charger, enables
electric car owners to recharge their electric
vehicle using public streetlights. Payment for
the car charging is made via Worldline’s secured
online payment services latest fully integrated
and easily pluggable payment terminal.

TRUST 2020 CSR Report 2016

The project, the result of collaboration between
our teams in Belgium, France and Germany,
responds to the lack of charging stations in many
cities and contributes to reducing pollution.
Worldline is also continuing to innovate in
the area of biometrics to provide means of
authenticating users during transactions. Work
on solutions such as user-recognizable bio-typing,
and combining active and passive recognition
to increase reliability and provide continuous
authentication are enabling improvements
in security, safety, accuracy and efficiency.

[AO10]

NOURISHING
AN EXPERT
COMMUNITY
François Hochedé,

Head of Software Development Community Office

“
To make Worldline a place where
experts want to continue to work, the
company promotes interaction and
sharing of ideas and provides recognition
within its community of experts.

As an expert company, Worldline relies on the competitive advantage provided by the talent
and knowledge of its highly skilled employees to make a difference for its customers.
To retain this strength, we are committed to providing a nurturing, stimulating environment
for our experts. This includes taking an alternative approach to the tradition of promoting
employees to managers and instead offering career perspectives that enable experts to be
rewarded and recognized as they continue to advance in their technical discipline.
To make Worldline a place where experts
want to continue to work, the company
promotes interaction and sharing of ideas and
provides recognition within its community of
experts. A highlight each year is the global
TechForum eXplore. In 2016, 450 employees
participated in the two-day gathering, which
featured over 100 speakers at 50 conferences
as well as R&D demonstrations. Additional
TechForums eXplore were held during the
year in Spain and India, adding new subjects
to those from the global sessions. Oneday events are also organized throughout
the year, covering subjects such as Agile
methodologies, mobile & web development,
software languages, environments, frameworks
as well as DevOps. These events were
held in many countries around Europe.
Active expert communities also are expanding
in Worldline countries. Building on the expert
career tracks that have been established,
2017 will see the start of an international
drive to organize expert communities by key

domains such as blockchain technology and
cryptography for example to ensure that
ongoing work in different areas of the world
is visible to all and coordinated for maximum
efficiency. This will be strengthened with
theme days of sharing and networking.
All of these actions support Worldline’s
continuing international expansion and
recognize the importance of experts to the
company’s performance and reputation.

10

Customer
Innovation
Workshops
delivered
[AO10]

TechForum eXplore participants reactions
“Really enthusiastic.
Many interesting
topics, a lot of
positive energy
and exchange.
This is Worldline as
we like it.”

“I enjoyed this
edition very much:
a great moment of
sharing, discoveries
and enthusiasm. I
had a tremendous
energy and morale
boost from the
Community.”

“I also attended
the JavaOne
conference in
San Francisco
and Worldline’s
Techforum is at an
equivalent level.”

CSR Report 2016 TRUST 2020
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[GRI 102-44]

Enhancing solutions for
a greater client experience
Listening and responding to the expectations of its customers is central to Worldline’s business
transformation and its TRUST 2020 objectives. Through its focused approach to improving the
customer experience, Worldline is working to strengthen its relationships with customers to
better understand and respond to their objectives.
Progress is measured through a key performance indicator
on Overall Customer Satisfaction. Under TRUST 2020, the
objective was set to achieve a level of customer satisfaction of
eight on a 10-point scale.

Satisfaction survey process
Customer satisfaction is measured through surveys
conducted on a regular basis. More than 60% of Worldline’s
contracts are surveyed each year. The survey targets IT
management, IT coordinators and contract managers. Results
are analyzed to identify changes needed to increase customer
overall satisfaction and loyalty.

24

As part of Atos, Worldline is fully involved in the Group’s
Customer Satisfaction management process. This includes
systematic development of follow-up actions after each survey,
which are shared with customers to confirm that their feedback
has been responded to appropriately.

Building on progress
During the past three years, Worldline has worked to
harmonize and improve its customer satisfaction process
across all geographies to support its international expansion.
Recent measures to ensure end-to-end execution have
contributed to the significant improvement of measured
Customer Satisfaction to 7.67 as of the end of 2016.
In 2017 and beyond, Worldline’s challenge is to instill a
proactive mindset toward customers throughout the
organization to ensure that the customer perspective is
considered in every action and decision. To support this
effort, dedicated training has been developed to increase
employee awareness and understanding of the importance
of enhancing the customer experience.

7.67
Overall Customer Satisfaction from the tactical survey
[GRI 102-44]
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Client testimonial
Worldline business strategy is based on a CSR–oriented approach in order to create
sustainable value for clients and citizens. Worldline aims to continuously increase
customer satisfaction through its innovating and sustainable solutions helping
clients to tackle their CSR challenges, while creating a positive impact for the society
and the environment. The Maela client case below demonstrates Worldline strong
commitment to the healthcare sector and highlights the principle of shared value,
which is at the core of Worldline’s CSR approach.

Maela: perfect
online patient
follow-up
A young company in the fast-evolving
e-Health sector, Maela turned to
Worldline’s French subsidiary Santeos to
deploy and host its online, mobile and
Cloud medical follow-up solution for
healthcare establishments. Conceived for
patients undergoing outpatient surgery,
Maela’s online features and its 24-hour
nursing follow-up center allow patients,
nurses and doctors to securely exchange
medical data and for patients to be
remotely monitored 24/7. Maela is present
from the pre-operative phase through
to the post-intervention patient followup. For healthcare establishments, the
solution means shorter stays for patients,
a high level of security and confidentiality
and the reassurance of hospital quality
remote aftercare. Santeos is France’s
leader in digital healthcare-information
services, with 15 years of experience.

“
Santeos was unique in its fully
integrated offer of technical creation
and hosting. This was reassuring,
in the complex technical and
regulatory world of e-Health.
Hubert Viot

Director, Maela Project

Supporting medical progress through a trusted
digital medical follow-up experience for healthcare
establishments and patients
• Facilitating remote medical follow-up and
improving patients’ quality of life through an
innovative e-healthcare solution
• Guaranteeing high level of security and privacy
in medical data processing
• Reducing environmental impact through a
digitized remote services approach

CSR Report 2016 TRUST 2020
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[AO7]

Spreading sustainability through CSR
added-value solutions
Worldline is committed to creating value for its customers through innovative and sustainable
solutions. Our customers rely on us to provide them with the next wave of innovation they require
for their business as well as enabling them to respond to the expectations of their stakeholders.
We interact closely with our customers to understand
and direct our R&D to respond to their needs. Our
sustainable solutions can therefore contribute to societal
and environmental progress through our customers.

terminals carbon neutral is among our main TRUST 2020
priorities. Steps we have taken to achieve this include use
of recycled parts for repairs and end-of-life management by
certified companies.

Digitized solutions

Our solutions can also contribute directly to supporting
consumers. For example, our audio POS solutions help visually
impaired customers to verify sales transaction amounts.

Digitizing transactions is core to our business and part of
Worldline’s DNA. We create paperless processes that are
secure, simple, seamless and efficient. This increases
accuracy and traceability for customers, lowers their costs
and improves performance. Digitization also has a major
impact on sustainability. It reduces waste and consumption
of energy throughout society.
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One of the areas in which Worldline’s solutions play a major
role is in the evolution to a cashless society. The digitization
of payments and expansion of online payment services
contributes to the virtualization of transactions, reducing the
use of paper and the associated environmental footprint.
Worldline’s digital payment solutions also contribute to other
societal goals, reducing the potential for cash laundering and
fraud. Our mobile payment solutions also play a significant role
in supporting emerging economies in which populations may
lack access to bank accounts, such as in many parts of Africa.

e-sustainability
Our process digitization solutions enable customers in
historically paper-intensive sectors such as banking and
insurance to make major strides in reducing their impact
on the environment. As a trusted partner, Worldline also
acts as a guarantor of the core business transactions
on which their business depends.
Solutions in areas such as e-ticketing also provide benefits
to consumers. Our WL Tap2Use solution enables travelers
to ensure they are paying the right price for their trip,
charging them at the end of their trip based on service
consumption. Consumers also can calculate the best
price prior to a trip to determine the most cost effective
combination of transport modes.

Sustainable merchant services
We also contribute to sustainability through our advanced
payment services for merchants. In addition to enabling
merchants to increase sales and enhance the customer
experience, our offers such as cashless solutions and merchant
wallets further reduce the impact on the environment.
Worldline also has undertaken a major effort to reduce the
environmental footprint of its payment terminals, working
on how they are manufactured and the components they
contain. Throughout the world, our terminals increasingly
have low power consumption and are designed to minimize
their environmental impact. Making the life cycle of our

TRUST 2020 CSR Report 2016

€586 m
revenue linked to
sustainable offers
[AO7]

Digital and greener learning
Partnering with Unowhy, Worldline pioneered the “SQOOL” digital education initiative
in secondary schools in France. The touchscreen tablet and software provide all
of the content and functions needed for the entire school year. Although the tablets
and software have an environmental footprint of their own, they increase the learning
efficiency and help reduce paper production.

E-supporting
charitable initiatives
With its Donation Box contactless payment
solution, Worldline brings its business
development and innovation together to
serve citizen engagement and customer
charitable activities. Introduced for
the 2016 France Téléthon campaign,
the Donation Box is now being used by
Worldline and its customers at events such
as trade shows to raise funds for related
charities. The Donation Box helped raise
funds for the association “Big against
breast cancer,” which supports women
suffering from cancer during pregnancy.

Composition of the revenue
linked to sustainable offering
[AO7]

MTS: 31%
FS: 39%
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MS: 30%

“

“

Bringing school to the digital
era with this French tablet eases
the learning process of children
thanks to its tailored approach
for all classes in a secured and
controlled environment.

Worldline’s seamless Trusted
Digitization solutions enable our
customers to drive sustainability in
the digital transformation thanks to
cloud-based paperless procedures
and long-term digital preservation.

Christian Bou Saleh
Solution Sales SQOOL

Olivier Marchand

Head of Business Division Trusted Digitization,
GBL MTS
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[GRI 102-24] [GRI 403-2] [GRI 401-2] [GRI 404-2] [GRI 102-8] [WL4] [GRI 103-2 Employment] [GRI 103-2 Diversity and Equal Opportunity]

TAKING CARE
AND GROWING
OUR PEOPLE
Patrice Gry,

Head of Human Resources

“
2016 was the year to implement
and generalize our TRUST 2020
commitment throughout Worldline’s
global organization in our ambition
of being a responsible employer by
revealing our employees’potential.

People
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If 2015 was the year in which we defined our specific CSR objectives to act
as a responsible employer, 2016 was the year to implement and generalize
our commitment throughout Worldline’s global organization.

94%
percentage
of
employees
who received
a regular
performance
and career
development
during the
year
[GRI 404-3]

57%

Great Place
to Work®
Trust Index
rate
[WL4]

In all areas – talent attraction and development,
well-being at work and diversity/gender equity
– Worldline entities now have formal processes
in place to support our transformation, drive
sustained improvement and contribute to making
our company one that our employees consider
a great place to work.

In the area of diversity and gender equity, we
made progress toward our objective of reducing
the female capital gap, recording a measure of
9%. In terms of overall employee satisfaction,
we saw a seven-point gain in employees’
responses on the Great Place to Work® survey.

As part of the integration of Equens and our
international expansion, we reinforced deployment
of local and global actions and initiatives through
the wellbeing@worldline program. This program,
deployed in all countries where Worldline
operates, seeks to strengthen skills, stimulate
creativity, promote cultural diversity, encourage
mobility and energize our internal networks.

In 2017, we are building on last year’s progress,
putting action plans into place to further drive
our progress. Among the actions are sharing
best practices across countries such as Career
Days, Job Café, to encourage mobility and
employee development, mentoring programs
to promote intergenerational exchanges
and experts’ networks and TechForum
eXplore to share knowledge and learning.

Already we are seeing results from our actions
that are enabling us to make progress toward our
2020 goals. In the area of talent attraction and
development, we were listed for the first time in
an employer brand study and were rewarded by
the “Happy trainees” label based on our interns’
and apprentices’ satisfaction. We also registered a
first score of 86% from employees who expressed
satisfaction with the training we provide.

Finally, as part of our TRUST 2020 CSR
commitments, I am pleased to announce the
creation of a Diversity Steering Committee.
This initiative, launched at the Worldline Executive
Committee level, aims to foster diversity within
the company and especially to support our
ambition on gender equity as I am convinced
Worldline can obviously make progress in this
area as an IT leading actor.
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People Challenge
To remain competitive and continue to grow, Worldline’s ability
to attract, retain, recruit and develop the talent it needs is critical.
In recognition of the importance of this need, Worldline has
identified as one of its four top CSR challenges:
Being a responsible employer by revealing our employees’ potential.
To achieve this goal, Worldline has developed a human resources strategy
which aims at being recognized as a great place to work, one that fosters
a stimulating work environment and conditions that enable its employees to
develop to their full potential and encourage a healthy work-life balance.
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Our TRUST 2020
commitments

Our 2016
achievements

Be cited in at least 5 employer
brand studies

1 employer brand study citation “Happy Trainees” label

Ensure more than 90% employee
satisfaction with the trainings provided
by Worldline

86% employee satisfaction

Increase employee satisfaction as
measured by the Trust Index of the
Great Place to Work® survey

7-points gain in employee

Reduce the female capital gap to 0
(target range of +/- 10%)

10% reduction in the female

with trainings

satisfaction in GPTW® survey

capital gap
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[AO11] [GRI 405-1]

Employer brand
and digital talent acquisition
In the people-intensive business in which it competes, Worldline’s future growth depends
on its ability to successfully attract, recruit, retain and engage the talented people it needs.
The hiring and integration of talented people is supported by a set of actions of
the integration@worldline pillar of the wellbeing@worldline program.

30

A high-quality and selective
recruitment process

Brand awareness to bring
a differentiated message

To ensure high-quality recruitment, Worldline has
implemented a selective and qualitative hiring process,
including an interview with HR, an operational interview, and
a behavioral test in the working environment. These different
stages, which are regularly updated, help to guarantee that the
company finds the best candidates in the marketplace.

Its TRUST 2020 CSR objectives reflect Worldline’s recognition
that its human resources are the most important driver of its
performance. The company has set an objective to be cited
in five «Hiring» rankings by 2020 to enhance its visibility and
appeal and position itself as a first-choice employer.

Every year, Worldline offers numerous internships in IT
development, infrastructures management and support
functions. After their internship, most of the talented and
best performing students have an opportunity to join
Worldline with a long-term employment contract. To support
its ambition and ensure a high quality level of its workforce,
Worldline has launched a “Campus Manager” and a “Tier One”
programs to attract young talents from the best universities
and best major engineering and business schools.

In 2016, Worldline began an extensive program to improve its
brand awareness in the marketplace. This strategy was built
on 4 distinct pillars:
• Talent attraction
• Talent development
• wellbeing@work
• Pride

In 2016, Worldline took the initiative to invite “Tier One”
students from different countries to have a lunch with its
General Manager, Marc-Henri Desportes to discuss about
the company’s activities and strategy. This initiative was
successful and highly appreciated by the attendants.

The campaign put in place to communicate on these 4 pillars
was built around the brand with an emphasis on authenticity,
plain speech and concrete examples to promote the company’s
values and the everyday experience of its employees.
Worldline chose to rely on its employees to testify, talk about,
and share their experiences and daily lives within the
company. The campaign was very well received both
internally and externally for its tone.

“I appreciated that the Head of Human Resources, Patrice
Gry, wanted to receive direct feedbacks from us about
Worldline’s image among youth and how Worldline could
attract more graduates. We had the chance to propose
some concrete actions to arouse interest among students
for Worldline’s employer brand” said a Worldline “Tier One”
trainee who attended the lunch.

Also in 2016, Worldline received the “Happy Trainees” label,
a system that rewards companies which place a special
emphasis on the integration, support and management
of their trainees. This initial recognition is a result of the
action plans launched as part of the initiative designed to help
achieve the responsible employer objective that the company
has set for itself by 2020.

759
New employees hires during the reported period
[GRI 401-1]
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Promoting diversity and equity
Worldline believes that diversity in its human resources is a source of richness,
creativity and innovation and, thus a source of competitive advantage. The company
works to achieve diverse representation of cultures and generations, provide
opportunities for people living with disabilities and promote gender equality.
Worldline’s commitment to diversity is represented by a key objective on gender equity in its
TRUST 2020 commitments to reduce the female capital gap to 0 by 2020 (target range of +/- 10%).

Diversity task forces
To address all aspects of diversity, the company
has established task forces with long-term action plans, including:
Capitalizing on Worldline’s international diversity by learning
to work better together across cultures and encouraging the
development of talent wherever the company operates

1

Maximizing the contribution of experienced staff and
facilitating intergenerational skills transfer

2

Fostering inclusion of people with disabilities in ensuring
continued employment, access to training and equality
in career development

3

Providing equal opportunities for men and women to the
same level of responsibility within Worldline

4
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Among measures already implemented as a result of the work
of these groups:

21% 81%
percentage
of female in
Worldline’s
top positions
[GRI 405-1]

of diversity
perception in
the Great Place
to Work® survey
[A06]

• including more women on the Worldline Executive
Committee in 2017 and ensuring women are represented
in top management succession plans
• introduction of diversity training in the workplace
• specific initiatives with regard to employees with
disabilities such as offering sign language courses for
all employees in France
Senior managers are fully involved in Worldline’s diversity efforts,
including participating in diversity and equity workshops.
Worldline is also opposed to any kind of discrimination and works
to ensure that all decisions are free of discriminating factors.
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Fostering talent
and career development
To maintain its position as a business partner of choice for its customers,
Worldline is committed to providing opportunities for employee
development through skills acquisition, mobility and career evolution.
Growing@worldline covers a broad array of actions,
including training to develop specific skills, individual
development programs, mentoring and mobility programs.
Annual interviews are held between employees and
their managers to identify possible career paths and
interests as well as skills acquisition and development
needs. Individual Development Plans are used to set
development objectives and prepare an appropriate
action plan.
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In 2016, Worldline launched an ambitious mentoring
program with 140 two-person teams. The program
contributes to the development of young employees,
reinforces career development and internal
mobility, promotes value sharing and strengthens
intergenerational ties. In 2017, Worldline intends to go
further in the intergenerational collaboration through
the launch in France of a reverse-mentoring program
to help experienced employees be more aware and
agile with the new usages and technologies of the
digital transformation.
The Worldline Expert Community, launched in 2015,
enables technical talents to grow, fosters collaboration
and deepens technical capabilities, helping to
improve innovation. The Expert Community has been
implemented in multiple countries and included more
than 200 experts as of the end of 2016.

To maximize career development and support
its international expansion, Worldline is strongly
committed to supporting employee mobility.
International mobility opportunities are supported
through project assignments, organization of multicountry teams, and implementation of offshoring and
talent development programs. Worldline also works
to develop a culture of internal mobility, transparently
communicating about geographic and functional
mobility opportunities. The initiative “Job Café”, which
is a best practice from Belgium and now deployed in
France highlights this ambition.

94%

percentage of employees
who received a regular
performance and career
development during the year
[GRI 404-3]

“

“

Mentoring was a powerful catalyst
for personal development. Through
my discussions with Rudy, I have
been able to stand back from my
current missions and thus define
clearly my career goals and put my
development plan into perspective.

Mentoring was a very rewarding human
experience. Through active listening,
I have been able to guide Marion
in her reflection, while allowing her
drive the initiative. The international
dimension of our mentoring
relationship provided me with a better
understanding of cultural differences.

Marion Drollet

Project Manager, MTS France, Mentee

Rudy Van Rompaey

Head of service Core Network Services and
Logical Access, Technical Operations, Mentor
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Learning@worldline
Worldline’s training and development activities are organized under its
learning@worldline program. Reflecting the priority it places on training,
the company measures employee satisfaction with training programs
through a TRUST 2020 key performance indicator.
The Worldline training plan was developed based
on three priority areas for 2016: to reinforce the
technological expertise of its employees, to enrich
the skills of sales teams through a global approach
and common culture, and to develop leadership
in order to help managers grow in their jobs.

• Lead! International – to establish a common
understanding of leadership, a common
criteria for a Worldline culture, guidelines for
managers to link Worldline’s vision to their daily
responsibilities and what employees can clearly
expect from their manager;

To provide employees with information on
training and development options to enhance
their skills, every country dedicates an entire day.
More than 2,500 employees participated in local
“Learning Days” in 2016 and 600 employees
participated in global Learning Day webinars.

• Payments certification – a basic training and
certification in the core business developed
with an external payment industry specialist
and Worldline’s internal experts. The program’s
e-learning modules include electronic payment
systems and methods, transaction processing
and cardholders.

Focus on 3 key training
programs
• Management 3.0 – a two-day program
enabling employees to become agile managers
with exposure to topics such as empowering
teams, motivating people and developing
their skills and understanding how to manage
change and support growth of structures;

Worldline is constantly renewing its training
offerings as part of a commitment to training and
development that extends from internships and new
hires throughout employees’ careers. New learning
programs include topics such as leadership for
women, the Internet of Things and cybercrime.

22

average
hours of
training that
employees
have
undertaken
during the
year
[GRI 404-1]

“
If we want to do things we can do it anywhere, however being in
a place where you are listened, supported, coached and provided
the platform then it gets easier to create impacts we seek.
I am lucky to be part of Worldline where I not only get the
required sponsorships, supports for my job, mobility and growth
but also all necessary nurturing and invaluable advices.
Worldline is a wonderful place to work and worth to invest time
of life to make the differences we wish to see for the company
and contribute to the growth as world leaders in the industry.
Amrita Sengupta

Chief Lean Officer, TEAM2 Continuous Improvement Track Leader
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[GRI 102-16]

Encouraging wellbeing@worldline
A key element in Worldline’s responsible employer approach, is its
wellbeing@worldline program, which focuses on the wellbeing, health,
motivation and creativity of its employees. wellbeing@worldline
combines top-down and bottom-up actions.
Bottom-up actions rolled out in all areas of the company helped build a greater sense of belonging
and commitment among employees at all levels of the organization:
• workingconditions@worldline
• sharing@worldline
• recognition@worldline
Through these programs, employees participate in local working groups and propose pragmatic and realistic
action plans for implementation. An active role is played by each country’s senior management and best
practices are shared and implemented on a global basis.

Local initiatives to enhance
employee wellbeing
34

Wellbeing@worldline bottom-up actions help reinforce employee pride and
commitment and contribute to team-building and improved communication.

Latin America
Management team meetings and
roundtables were held with employees
to share the company’s strategy and
market opportunities and to receive
feedback. Managers create their own
Great Place to Work® action plans
as part of leadership development
activities and monthly birthday
celebrations are held at all Worldline
Argentina locations. The company
has improved office accommodations
by replacing chairs, installing coffee
machines and creating break spaces
for employees.
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India
Employees have chosen three areas
of focus: working conditions, working
together and collaboration and
pride and recognition. To maximize
participation from throughout the
company, a team of employees known
as “Dhamaal (fun) Buddies” evaluates
the effectiveness of each activity and
the best way to execute it. Activities
have included employee participation
in the Mumbai Marathon, Republic and
Independence Day celebrations, an
educational session for women on the
secret of healthy relationships as part
of Women’s Day activities, employee
publication of a local magazine,
rewards and recognition ceremonies
during employee town halls, sports
activities and talent shows.

Asia Pacific
Country activities have included
employees volunteering to help a
non-profitable organization where
they cooked, packed and delivered
food to families in need. A training
calendar has been established
to help employees increase their
knowledge and create added value
in their work processes. A leadership
training program is helping managers
to develop their capabilities.
Through ongoing relationships with
universities, interns are joining the
company, helping to build a talent pool
for future projects.

Belgium
In 2016, the emphasis was on a more
diversified approach, with department
heads setting specific action plans
with their teams to achieve both quick
wins and long-term transformations.
Past successful practices were also
retained such as news and fun events,
the sports and wellness week and the
Accolade celebration.

Germany
Each month, Germany’s CEO invites
10 employees chosen on a random
basis to have breakfast together,
discuss business topics and engage
in a question and answer session.
Information sessions and after work
events are organized for all employees
at which the management team shares
strategies in an informal and friendly
atmosphere. Working groups are at
work on issues identified in the GPTW®
survey in the areas of management
and responsibility, enthusiasm and
appreciation, work environment, tools
and processes and diversity.

Iberia
Actions to improve employee
wellbeing include CEO breakfasts,
a blueKiwi Community to improve
communications, including through
the publishing of a weekly newsletter.
A guide to the use of non-sexist
language and the sponsoring of
“women techmakers” events support
the company’s equality efforts
while remote work initiatives aim
to help employees to improve their
work-life balance and ability to work
independently. Results from the
GPTW® survey has led to actions such
as creation of a Welcome Pack and
publication of internal and international
job postings to improve mobility.

United Kingdom
Initiatives that have been launched
to respond to employee expectations
include informal discussions
during roundtable sessions
between executive team members
and employees at each UK site,
implementation of a training month
covering topics such as diversity,
innovation, digitization and life hacks
at work, providing employees with
at least one day per year dedicated
to help their local community
and various smaller initiatives like
redecoration of building interiors for
important dates and a pizza party to
thank employees for their efforts.

France
More than 110 volunteers have joined
10 wellbeing@worldline working
groups, which represent an additional
channel for communications with the
employees about the latest events
and changes in the company. Great
Place to Work® workshops are held on
a regular basis to share information
about the results of the GPTW survey.
Roadshows were held by senior
managers at company sites to discuss
the Equens/Worldline joint venture
with employees. Fresh Connection,
a group of trainees, interns and
employees younger than 30 was
formed to promote sharing and
networking and organize competitions
and monthly after-work gatherings at
Worldline sites. Personal assistants at
the Seclin site regularly organize “flash
meetings” and invite employees to
come together over cake, ice cream
or a drink. Other activities include
employees representing Worldline
at the inter-company “Corporate
Games” sports competition, monthly
breakfasts for employees with CEO
Gilles Grapinet and office decoration
competitions at Christmas, entered by
more than 500 people.
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GRI 102-9] [GRI 203-1] [GRI 205-1] [WL1] [AO17] [GRI 103-2 Socioeconomic Compliance] [GRI 103-2 Customer Privacy]

ENSURING
A SUSTAINABLE
VALUE CHAIN
Christophe Duquenne,

Chief Technical & Operation Officer

“
Our 2020 CSR objectives reflect
our commitment to ensure service
availability to our customers, secure
our systems and protect data.
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Value Chain
As part of our ongoing transformation, Worldline made significant progress
in 2016 to strengthen key aspects of our value chain and the activities through
which we create value for our clients.
The robustness and quality program launched
in 2015 was further deployed, providing us with
an end-to-end view of how we manage quality
in our systems. Through this program, we are
reinforcing processes, improving robustness
of systems, infrastructure and software and
acquiring new skills and ways to improve
communications in case of incidents or crises.
More than 60% of the plan was implemented in
2016, the remainder is being delivered in 2017.
Building on this progress and to support our
international expansion, we are replicating this
program in other areas, countries, platforms
and systems and translating it into our threeyear transformation program. This includes
areas such as incident prevention, adopting
“first-time right” methodologies and focusing
on software quality. Among the changes being
implemented to support first-time right methods
is continuous testing of apps to accelerate and
improve results during the development process,
increasing both efficiency and reliability.
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Our 2020 CSR objectives reflect our commitment
to ensure service availability to our customers,
secure our systems and protect data. These
include service availability, for which the 2016
rate was over 99.88% (availability response time,
incident response and data protection).
Continuing improvement is reflected in
the reduction in incidents in 2016.
Finally, what is essential to meet our commitments
to our customers is to ensure sustainable
relations with our own suppliers. One indicator
of our progress was our achievement of “Gold”
level in just over two years of assessment of our
supply chain by EcoVadis, a third-party assessor
of our suppliers’ social and environmental
performance. Worldline was ranked among the
top 3% of companies assessed in the category
“Data processing, hosting and related activities,”
a strength on which we are building in 2017.

[GRI 103-2 Anti-corruption]

Value Chain Challenge
In Worldline’s industry, in which billions of transactions involving finances and sensitive
data are handled, business ethics is at the core of our strategy. To maintain its credibility
and the confidence of its customers, Worldline is committed to ethical and responsible
operations and ensures that its suppliers respect the same standards for ethical conduct.
In recognition of the importance of this need, Worldline has identified as one of
its four top CSR challenges:
Endorsing our business ethic within our value chain.
To achieve this goal, Worldline must ensure compliance with all regulatory
requirements, maintain high ethical standards supported by its code of ethics,
treat employees fairly, contribute to the development of local economies
and guarantee transparent and sustainable procurement practices with suppliers.
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Our TRUST 2020
commitments

Our 2016
achievements

Obtain Gold level in the EcoVadis
supply chain assessment

in EcoVadis assessment

Assure that all suppliers evaluated
by EcoVadis with a score
below 40 have an action plan to solve
critical findings identified

Gold level

100% suppliers

with an action plan
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Conducting business with fairness
and integrity
Development of Worldline’s business activities are dependent on its compliance with a complex
regulatory framework. This includes regulations applicable to its business and the activities of
payment institutions and subcontractors of credit institutions in the countries in which it operates,
especially as pertains to its IT infrastructure, internal controls and reporting rules.
To respond to the increasing regulatory requirements
and the higher expectations of customers, Worldline has
deployed an effective compliance program based on
the program developed by the Atos Group.

Code of Ethics
Worldline’s Code of Ethics, based on the Atos Group Code of
Ethics, has been included in every employee’s employment
contract since January 1, 2011. The Code of Ethics introduces
a direct reference to Atos Group and Worldline corporate
values, establishing ethical practices as the backbone of the
Group’s corporate strategy: responsibility, trust, sustainable
competitiveness, service quality and listening to clients,
innovation, wellbeing at work and excellence.
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Multiple protective layers

involvement of operational entities, an increased crossfunctional approach and measures to reinforce compliance
at the country level.
As a signatory of the United Nations Global Compact
since 2016, and an affiliate of the Atos Group, Worldline
has implemented several internal policies to prevent
compliance risks such as bribery, corruption, and violation
of competition laws and export control laws, and fraud
in general. This includes screening of intermediaries,
business partners or consultants assisting Worldline
in developing and retaining its business.
Other elements of Worldline’s approach to ethics
include the Atos risk assessment and mapping process,
a whistleblowing procedure and internal investigations
and promoting employee awareness through dissemination
of policies and training.

In 2016, Worldline continued to implement a compliance
governance based on Atos Group’s principles and taking
into account Worldline’s specific needs, including stronger

€O

monetary value
of significant
fines and total
number of
non monetary
sanctions for
non-compliance
with laws and
regulations
[GRI 419-1]
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79%

percentage of
employees trained
in Code of Ethics –
Elearning
[GRI 205-2]

“
In Worldline’s industry, business
ethics is an absolute requirement
and a core element of the company’s
CSR commitments: Worldline has
accordingly deployed an effective
compliance program to respond to the
increasing regulatory requirements and
the higher expectations of customers.
Tahar Gareche

Head of Legal compliance & contract
management and Head of Audit

Worldline’s long-term commitment
to data protection
The business opportunities created by the processing of personal data are significant,
as the debate on big data demonstrates. With this opportunity, however, come equally
significant responsibilities for those who manage that data.
Each day, Worldline processes huge volumes of personal data
for its own use and on behalf of its customers. Awareness of
the value of personal data used in day to day business and the
importance in protecting it is well-recognized.

A fundamental business issue
Safeguarding personal data is fundamental to Worldline’s
business and to retaining the trust of its customers.

It is equally a concern for Worldline employees who expect
that their personal data will be protected by their employer in
compliance with the most stringent regulatory requirements.
As part of its CSR commitments, Worldline has identified a
TRUST 2020 objective of performing 100% of private impact
assessments on critical services. The company has adopted
formal commitments to implement strong organizational and
security measures to guarantee a high level of protection for
the personal data of employees and customers.

Three pillars
To meet its commitments, Worldline has implemented a comprehensive
personal data protection approach based on three pillars:

Data protection policy

1

Data protection procedures

2

Raising employee awareness of
personal data protection issues

3
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As part of Atos Group, Worldline’s global and stringent approach to protecting end user,
employee and customer personal data has been recognized through the approval of
Binding Corporate Rules by European personal data protection authorities. Worldline
is also certified under the Payment Card Industry Data Security Standard (PCI-DSS),
reflecting its adoption of consistent data security measures.
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Progress on responsible procurement
Worldline’s procurement and supplier policies recognize a responsibility to promoting
and developing sustainable behavior by positively influencing stakeholders, including
our suppliers, to adopt sustainable practices.
Ensuring sustainable best practices in purchasing is a strong
element of Worldline’s corporate development plan and a
key driver of its overall business performance. To measure
its progress in implementing responsible procurement
practices, Worldline relies on the independent evaluation
organization, EcoVadis, to assess the sustainability of its
supply chain.

TRUST 2020 objectives
As part of its TRUST 2020 commitments, Worldline has
established two key performance objectives in this area:
• 100% of suppliers evaluated by EcoVadis with a score
below 40 have an action plan to solve critical findings
identified;
• Reach the Gold level of EcoVadis supply chain assessment
Through its sustainable purchasing policy, purchasing code
of conduct, employee awareness programs and ongoing

dialogue with suppliers, Worldline promotes sustainable
behavior within its supply chain to ensure sustainability
considerations into account in the decision-making process.
Worldline has defined different levels of engagement with
suppliers to reduce technical, environmental, human and
financial risks and to protect its brand reputation. Suppliers
are required to sign the company’s sustainability charter,
which addresses human rights, worker rights and
environmental and business integrity.

Early achievement of EcoVadis
Gold level
In the second year of assessment of its supply chain by
EcoVadis, Worldline obtained Gold level, four years ahead of
schedule. In 2016, the EcoVadis assessment of Worldline’s
suppliers resulted in an average score of 64/100, ranking
Worldline among the top 3% in its industry.

40

88%

26%

47%

Proportion of spending
on local suppliers
at significant locations
of operation
[GRI 204-1]

Percentage of
strategic suppliers
evaluated
by EcoVadis
[AO17]

Percentage
of total expenses
evaluated
by EcoVadis
[AO17]
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Contributing to local
communities

€1,272,959

Supporting local development is a fundamental element
of Worldline’s CSR commitment. Beyond creating jobs,
developing solutions and supplying services for its
customers, the company takes a proactive approach to citizen
engagement and local development that creates economic,
social and environmental value. By helping to improve life
in local communities, Worldline and its employees contribute
to a more responsible and inclusive society.

total community investments
[GRI 201-1]

767

employees involved in social
responsibility initiatives
[GRI 201-1]

Some examples of the actions of Worldline
and its employees around the world in 2016
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A partnership with
a non-profit organization
in France through
which employees volunteer
to help students
from disadvantaged
backgrounds stay in school

Continued support in
Belgium for social
assistance organizations
and participation
in food collection drives
for food banks

In India, support for a
foundation that empowers
underprivileged children,
youth and women through
relevant education,
innovative healthcare and
market-focused livelihood
programs and fundraising
to support victims of
natural disasters

Collecting coats, blankets
and food to provide shelter
to people living on the
streets in Argentina

In Malaysia, involvement
in community partnerships
to build opportunities
for internships and
permanent employment

Continuing to support the
national Téléthon campaign
in France, providing its
multi-channel secure
payment gateway for
donations made by credit
cards online or by mobile
devices free of charge. In
2016, Worldline introduced
its Donation Boxes to help
facilitate contributions
(see pages 22 and 27)

In the UK, Worldline
employees are involved
in the Railway Children
Charity which raises funds
to support children in
low-income or developing
countries

Supporting children
in Germany at a family
center run by the Catholic
Church that focuses
on the psycho-social
education of children and
teenagers with difficult
family backgrounds and
behavioral disorders
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REDUCING OUR
ENVIRONMENTAL
FOOTPRINT
Frédéric Papillon,

Managing Director for Technical Operations

“
Even as we continue our progress
toward achieving our TRUST 2020
commitments, we recognize that
much still remains to be done and
that the journey to environmental
excellence is never-ending.

Environment

42

In its third year of CSR engagement, Worldline reached full deployment of its
environmental strategy with programs launched and generalized company-wide.
Environmental considerations are now systematically part of all decisions.
In making technology choices, priority is given to solutions that consume less.

100%
carbon
neutral
payment
terminals

100%

carbon
neutral
data centers

This can be seen in Worldline’s continued steps
toward virtualization, moving from a physical
to a virtual mode in all that we do, taking
benefit from the most advanced technologies
allowing to do more with less consumption. This
process is accelerating as our activities become
increasingly cloud-based. As the need for physical
space for data centers declines, so too does our
consumption of energy, generation of waste,
etc. This virtual circle improves efficiency and
reduces Worldline’s environmental footprint.
Increased awareness on managing obsolescence
is another example. As we accelerate
renewal of our infrastructure, we are further
reducing our footprint. We also included an
obsolescence management clause in our
contracts to engage our suppliers in this effort.
Other steps include use of waste management
suppliers certified to recycle equipment in
all countries where we operate. Among the
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indicators of our progress is our achievement
in 2016 of being 100% carbon neutral in
the lifecycle of our payment terminals.
Even as we continue our progress toward
achieving our TRUST 2020 commitments, we
recognize that much still remains to be done and
that the journey to environmental excellence
is never-ending. To build on our achievements
in 2017, we are leveraging employees’ capacity
for innovation and counting on their continued
mobilization and motivation and this is definitely
part and reflected through our employees’
expectations on the Great Place to Work® survey
question “I feel proud my company has got a top
A+ qualification for its sustainability practices.”

Environment Challenge
The exponential growth of digital places the onus on companies
in digital industries to identify and implement solutions to reduce energy
consumption and carbon emissions.
In recognition of the importance of this need, Worldline has identified
as one of its four top CSR:
Leveraging the eco-efficency of our data centers and offices
To achieve this goal, Worldline has resolved to take further action to tackle climate change.
Its goal: improve the environmental efficiency of operations by reducing their energy
and carbon intensity as well as encouraging a transition to a decarbonized business.
Worldline’s low-carbon strategy focuses on maximizing energy efficiency at its data centers
and offices, reducing emissions linked to operations and business travel and changing
the manufacture of payment terminals and management of electronic waste.
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Our TRUST 2020
commitments

Our 2016
achievements

Deliver carbon neutral services
and products

Carbon neutral

Produce carbon neutral payment
terminals

Carbon neutral

data centers

payment terminals
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Focusing on climate change:
Environmental policy and processes
As part of the Atos Group and in line with its CSR commitments, Worldline has been engaged
in an ambitious environmental program for of the coming years. To continue to drive
environmental improvement throughout its organization, Atos and Worldline adopted
a new global environmental policy in 2016.
The policy focuses on high level principles to address the
main environmental challenges and serves as a reference
to build stakeholders’ understanding of Worldline’s
environmental engagement. In addition to covering ITrelated procurement, recycling and data center energy
optimization, the policy sets targets for carbon emissions,
energy consumption, electronic waste management,
protection of natural resources and reduction of dependency
on non-renewable resources.
Specific action plans have been identified for each department
to achieve the global environmental objectives.

Environmental Management System

44

Worldline has also developed its own Environmental
Management System (EMS), a key component of its CSR
program. It addresses environmental issues specific to
Worldline sites and introduces regular additional actions
to reduce the environmental footprint. The action plan
helps to ensure compliance with applicable environmental
regulations, reduce risks and costs, develop citizen
engagement and improve the company’s performance.
The roadmap engages suppliers and employees in applying
Worldline’s environmental policy.
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In 2016, the data center and the office of Brussels from Worldline
Belgium, the sites of Albazans and Diagonal in Madrid from
Worldline Iberia, the site of Vienna from Worldline Austria, the
site of Frankfurt from Worldline Germany and the data center
of Vendôme in France were certified ISO 14001: 2004. In addition,
the sites of Blois, Seclin Dassault and Seclin La Pointe are certified
ISO 14001: 2015. Nine Worldline sites are now ISO 14001-certified.

Managing risks and opportunities
Improving Worldline’s environmental performance generates
numerous benefits, including opportunities for alternative
ways of working, improved internal processes, better
operating efficiency and potential cost savings. Worldline
also benefits through the innovative digital solutions it
delivers to its clients, helping them to respond to their
business and environmental challenges.
Worldline monitors specific risks and their relation to
environmental challenges through complementary tools and
processes. Examples of key risks being actively monitored
and addressed include power supply disruptions or other
events affecting data centers, tightening energy efficiency
requirements for data centers, rising energy prices and
challenges to competitiveness and reputation.

[GRI 302-5] [AO14]

Responding to our environmental challenges
To fulfill its CSR commitments on environmental performance, Worldline focuses
on the key areas of buildings, data centers, mobility and ways of working.

Buildings
In the framework of ISO 14001, Worldline has implemented a
series of measures to reduce the environmental footprint of
its buildings. To reduce energy consumption levels, all office
devices have been equipped with auto sleep-mode setups
and employees have been given clear instructions to shut off
personal devices at the end of the day.
In Belgium and Germany sites, remote working is increasing,
LEDs and motion sensor switches are being installed and
tests are underway to minimize electricity use by avoiding
unneeded office lighting. Actions in France include installing
timers on radiators and lighting, managing ventilation
systems and instituting office waste recycling. In Germany,
measures include placement of more efficient water boilers
in all floor kitchenettes and motion sensors in restrooms
and printer rooms and upgrading with high efficiency pumps
for heating distribution.

Encouraging sustainable mobility
and innovative ways of working
Worldline encourages the use of smart and eco-responsible
means of transportation to reduce the carbon footprint from
travel. This includes subsidizing employee public transport
and requiring leasing of low emissions vehicles.
In Belgium, biking to work is facilitated and employees
participated in a mobility day to raise awareness of
ecofriendly transport where an electric bike was offered to
one employee. In France, carpooling is being implemented
and a use-your-bike subsidy provided for those cycling to
work. Electric cars are available in some countries and the
use of remote digital collaboration is increasing.

Data centers energy efficiency
initiatives
Over the years, numerous actions have been implemented
in Worldline data centers in terms of energy optimization.
At the data center in Belgium, PUE was improved after
more efficient UPS and cooling systems were introduced.
In Germany, the ambient temperature of data centers was
increased by 1°C and the rotation speed of air conditioning
systems reduced by 15%.
Ongoing server virtualization in all data centers has one of
the largest impacts on energy reduction and the company’s
economic performance.

95% 42.18

percentage of
company cars
below 120 g
CO2/kms
[GRI 302-2]

Gj/employee
energy intensity
per employee
[GRI 302-3]
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Green terminals and electronic waste
One of Worldline’s main products are payment terminals. The environmental impact
is considered at each stage of terminal development and production, including power
consumption, compliance with applicable environmental regulations and use of
recyclable materials and environmentally friendly packaging.
The vast majority of Worldline’s terminals are produced
in ISO 14001 certified sites. All manufacturers are signatories
to Worldline’s sustainability charter and certified annually
by EcoVadis.
For instance, in Belgium, at the end of their life cycle, terminals
are collected, disassembled and recycled by certified
companies, in accordance with best practices, ensuring
the best environmental solution for each component.
Worldline also is conducting a major survey to assess how
suppliers handle “conflict minerals.” In addition, the repair
process is organized to maximize the recycling of usable
parts in the second-hand market in Belgium.
In 2016, an ecological assessment of the company’s
payment terminals using a template of European Computer
Manufacturers Association found a high level of compliance
and excellent ecological performance throughout the
lifecycle process of Worldline’s payment terminals.

Waste electrical and electronic
equipment (WEEE)
Worldline is committed to managing and recycling WEEE,
which includes computers, monitors, printers, projectors,
telephone handsets, mice, ink cartridges, IT servers,
electronic storage devices, network cables, battery chargers,
adapters and electrical appliances.
In accordance with the distributor responsibility in Belgium
(25% of terminal payment sales), the aim is to collect WEEE
from customers’ sites. They are then recovered, recycled or
repurposed through specialist subcontractors, communitybased programs or environmental agencies. The priority
for terminals in Belgium is to use the circular economy
to prevent or at least reduce the production and harmful
effects of WEEE.
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“

100% 100%

of terminals lifecycle
CO2 emissions have
been neutralized

TRUST 2020 CSR Report 2016

of recycled waste
[AO19]

Worldline payment terminals are
environmentally best in class thanks
to the full lifecycle integration, from
early concept to final recycling,
of eco-design principles favoring
an as small as possible footprint.
Furthermore, all shipped terminals
are now CO2 neutralized.
René Slinckx

Head of Terminal Manufacturing and Logistics
Department & Environmental coordinator

[GRI 302-4]

47

Raising awareness through green initiatives
Worldline undertook a series of local and global green initiatives in 2016 to raise environmental
awareness.
• A weekly “veggie” day was introduced in Belgium,
resulting in 50% of Worldline’s employees eating a healthy
vegetarian meal at least once a week;
• In Belgium and France, an ambitious conservation
scheme helps employees encourage biodiversity,
introduces them to beekeeping, protects the ecosystem
and produces Worldline’s own-label honey. Four bee
colonies were introduced into a 1,500 m² garden at
the Brussels site, which is designed to attract a variety
of species (flora and insects) and to raise employee
awareness of conservation and the importance of
pollinators. In France, beekeeping clubs have been started
at the Blois and Seclin sites;
• Worldline continues to remind its employees of the
little things they can do every day to reduce their own
environmental footprint, as well as the company’s.
Employees are reminded to think before printing
and download boarding passes to their smartphones
when traveling. Other reminders include drinking
coffee in mugs rather than disposable cups and sharing
PowerPoint files electronically rather than printing them
out after meetings.

Educating and engaging employees
Examples of actions taken in 2016 to increase employee
awareness of environmental topics and encourage
them to adopt eco-responsible behaviors to reduce
the environmental footprint at Worldline sites include:
• Worldline’s Environmental Engagement posters were
displayed on sites highlighting actions employees can
take to reduce energy consumption, CO2 emissions,
waste production and water consumption. Employees
also were encouraged to develop their own proposals;
• An online Sustainability Improvement training course is
available in English, French, Spanish and German (during
the Learning Days, trainings on sustainability were offered
to employees and there are two communities at blueKiwi
at a global and German level dedicated to these topics);
• More than 80% of employees in Belgium took part
in this year’s Sustainability Quiz and associated events
during the European Week for Waste Reduction.
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GRI STANDARDS
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For the 2016 CSR Report, Worldline has successfully completed the Global Reporting Initiative
Content Index Service ¨In Accordance¨ with the GRI standards Comprehensive option of the
Global Reporting Initiative Standards. You can find below the entire Standards Content Index
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Annexe III 1.1.2 Vision, strategy and governance - p.270
CSR report
Integrating sustainability within business - p.7
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Annual total compensation for the organization’s highest paid individual in each country of operations
is subject to specific confidentiality constraints.
Annual total compensation for the organization’s highest paid individual in each country of operations
is subject to specific confidentiality constraints.

GRI 102-38
GRI 102-39

NO

NO

STAKEHOLDER ENGAGEMENT
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Registration Document
Annexe III 1.2.1.1 Worldline materiality assesment and Corporate Social Responsibility dashboard p.274
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MATERIAL TOPIC: ECONOMIC PERFORMANCE
GRI 103-1
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Annexe III 1.1.1 Market trends, opportunities and risks in the digital era - p.269
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343

GRI 103-2

Registration Document
Annexe III 4.2.2 Playing a responsible role in local development - p.326
CSR report
A Focus on building trust - p.18

GRI 103-3

Registration Document
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Annexe III 6.1.4 Reporting tools - p.344
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GRI 201: Economic Performance 2016
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GRI 201-1

Registration Document
20.1.1.1 Consolidated Income Statement - p.172
Annexe III 4.3 KPI overview - p.328
CSR report
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Registration Document
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CSR report
Focusing on climate change: Environmental policy and processes - p.44
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Annexe III 4.3 KPI overview - p.329
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MATERIAL TOPIC: MARKET PRESENCE
GRI 103-1

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343

GRI 103-2

Registration Document
Annexe III 3.2.4 Promoting diversity and equity - p.298
Annexe III 3.5 Recognition@worldline - p.307
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Annexe III 6.3 Report of one of the statutary auditors - p.348
Annexe III 6.1.4 Reporting tools - p.344
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GRI 202: Market Presence 2016
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Annexe III 3.5 Recognition@worldline - p.307
Annexe III 3.5.2 Comparision of minimum wages - p.307
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CSR report
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MATERIAL TOPIC: INDIRECT ECONOMIC IMPACTS
GRI 103-1

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343

GRI 103-2

Registration Document
Annexe III 2.2 Driving client’s sustainability challenges with Worldline sustainable portfolio p.288
Annexe III 4.2 Ethics in the supply chain - p.324
CSR report
A Focus on building trust - p.18

GRI 103-3

Registration Document
Annexe III 6.3 Report of one of the statutary auditors - p.348
Annexe III 6.1.4 Reporting tools - p.344
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GRI 203: Indirect Economic Impacts 2016

GRI 203-1

Registration Document
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CSR report
Ensuring fully available platforms - p.20
Ensuring a Sustainable Value Chain - p.36
Progress on responsible procurement - p.40

GRI 203-2

Registration Document
Annexe III 4.2.1.4 Promoting sustainable relationships - p.325
CSR report
Progress on responsible procurement - p.40
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GRI 103-1

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343

GRI 103-2

Registration Document
Annexe III 4.2.1.1 Sustainable purchasing policy - p.324
Annexe III 4.2.1.6 Responsible subcontracting - p.326

GRI 103-3

Registration Document
Annexe III 6.3 Report of one of the statutary auditors - p.348
Annexe III 6.1.4 Reporting tools - p.344
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Annexe III 4.3 KPI overview - p.329
CSR report
Main KPIs - p.17
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GRI 103-1
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Annexe III 1.2.1.2 Materiality matrix p.275
Annexe III 6.1.3 Global Reporting Initiative p.343
Registration Document
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CSR report
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Annexe III 6.1.4 Reporting tools - p.344
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GRI 205-1

GRI 205-2

GRI 205-3

Registration Document
Annexe III 4.1.1.5 Risk assessment and mapping process p.320
Annexe III 4.2 Ethics in the supply chain - p.324
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CSR report
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Annexe III 4.1.1.8 Improving awareness - p.321
CSR report
Main KPIs - p.17
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Annexe III 4.1.1 Compliance - p.318
Annexe III 4.1.1.7 Improved compliance - p.320

MATERIAL TOPIC: ENERGY
GRI 103-1
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Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
Annexe III 5.1.1 Tackling climate change: the number one ambition - p.329
Annexe III 5.2.2 Environmental policy and processes - p.331
CSR report
Tackling climate change by reducing our environmental footprint - p.42
Registration Document
Annexe III 5.2.3 Environmental Management System and energy audit - p.331
Annexe III 5.6 Environmental reporting methodology and processes - p.339
Annexe III 6.3 Report of one of the statutary auditors - p.348

GRI 302: Energy 2016
GRI 302-1

GRI 302-2

GRI 302-3

GRI 302-4

GRI 302-5

Registration Document
Annexe III 5.3.2 Energy consumption - p.333
CSR report
Main KPIs - p.17
Tackling Climate Change by reducing our environmental footprint - p.42
Registration Document
Annexe III 5.7 KPIs overview - p.340
Annexe III 5.6 Environmental reporting methodology and processes - p.339
CSR report
Tackling Climate Change by reducing our environmental footprint - p.42
Responding to our environmental challenges - p.45
Registration Document
Annexe III 5.3.2 Energy consumption - p.333
CSR report
Main KPIs - p.17
Tackling Climate Change by reducing our environmental footprint - p.42
Focusing on climate change: Environmental policy and processes - p.44
Registration Document
Annexe III 5.7 KPIs overview - p.341
Annexe III 5.6 Environmental reporting methodology and processes - p.339
CSR report
Tackling Climate Change by reducing our environmental footprint - p.42
Raising awareness through Green Initiatives - p.47
Registration Document
Annexe III 5.3.3.2 Data centers energy efficiency initiatives - p.334
CSR report
Tackling Climate Change by reducing our environmental footprint - p.42
Responding to our environmental challenges - p.45

MATERIAL TOPIC: EMISSIONS
GRI 103-1
GRI 103-2
GRI 103-3

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
Annexe III 5.3.3.4 Encouraging sustainable mobility and innovative ways of working - p.335
CSR report
Tackling climate change by reducing our environmental footprint - p.42
Registration Document
Annexe III 5.2.3 Environmental Management System and energy audit - p.331
Annexe III 5.6 Environmental reporting methodology and processes - p.339
Annexe III 6.3 Report of one of the statutary auditors - p.348
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GRI 305: Emissions 2016
GRI 305-1

Registration Document
Annexe III 5.6 Environmental reporting methodology and processes - p.339
Registration Document
Annexe III 5.6 Environmental reporting methodology and processes - p.339

GRI 305-2

GRI 305-3

GRI 305-4

GRI 305-5
GRI 305-6
GRI 305-7

The split of this indicator beetwen
local and market based is currently
unavailable. Deployment is in
progress and will be handled by the
environmental team. This information
will be available and disclosured in
2017 exercise

Registration Document
Annexe III 5.6 Environmental reporting methodology and processes - p.339
Registration Document
Annexe III 5.3.1 Evaluation of our carbon footprint and actions set to a low carbon strategy - p.332
Annexe III 5.3.2 Energy consumption - p.333
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CSR report
Main KPIs - p.17
Tackling Climate Change by reducing our environmental footprint - p.42
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Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

Registration Document
Annexe III 5.3.2 Energy consumption - p.333
CSR report
Tackling Climate Change by reducing our environmental footprint - p.42
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Registration Document
Annexe III 5.3.3.6 Other environmental challenges / Other atmospheric emissions - p.337
Registration Document
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NO
NO

MATERIAL TOPIC: EMPLOYMENT
GRI 103-1

GRI 103-2

GRI 103-3

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
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CSR report
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Annexe III 6.1.4 Reporting tools - p.344
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Registration Document
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Annexe III 3.2.4.1 Promoting gender equality - p.298
Registration Document
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CSR report
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Promoting Diversity and Equity - p.31
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The information of this indicator is
currently unavailable. Deployment is
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exercise.
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MATERIAL TOPIC: OCCUPATIONAL HEALTH AND SAFETY
GRI 103-1
GRI 103-2
GRI 103-3

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
Annexe III 3.7 Workingconditions@worldline - p.310
Registration Document
Annexe III 6.3 Report of one of the statutary auditors - p.348
Annexe III 6.1.4 Reporting tools - p.344
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GRI 403-3
GRI 403-4

Registration Document
Annexe III 3.7.3 Collective bargaining agreements - p.311
Annexe III 3.7.5 Health and safety and working conditions - p.312
Registration Document
Annexe III 3.7 Workingconditions@worldline - p.310
CSR report
Main KPIs - p.16
Taking care and Growing our People - p.28
Registration Document
Annexe III 3.7.5 Health and safety and working conditions - p.312
Registration Document
Annexe III 3.7.3 Collective bargaining agreements - p.311

MATERIAL TOPIC: TRAINING AND EDUCATION
GRI 103-1

GRI 103-2

GRI 103-3

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
Annexe III 3.3.1 Promotion within Worldline - p.300
Annexe III 3.3.5 Talent development - p.302
Annexe III 3.4 Skills development within Worldline - p.303
CSR report
Learning@worldline -- p.33
Registration Document
Annexe III 6.3 Report of one of the statutary auditors - p.348
Annexe III 6.1.4 Reporting tools - p.344

NO
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MATERIAL TOPICS
GRI Standard /
Disclosures
Page Number (or Link)

Identified Omission(s), Reason(s)
for Omission(s) and explanation

External Assurance

GRI 404: Training and Education 2016
GRI 404-1

GRI 404-2

GRI 404-3

Registration Document
Annexe III 3.4 Skills development within Worldline - p.303
Annexe III 3.4.3 Other available training programs - p.305
CSR report
Main KPIs - p.16
Fostering talent and career development - p.32
Learning@Worldline - p.33
Registration Document
Annexe III 3.3 My development within Worldline: growing@worldline - p.300
CSR report
Taking care and Growing our People - p.28
Fostering talent and career development - p.32
Learning@Worldline - p.33
Registration Document
Annexe III 3.3 My development within Worldline: growing@worldline - p.300
CSR report
Main KPIs - p.16
Fostering talent and career development - p.32
Learning@Worldline - p.33

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

NO

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

MATERIAL TOPIC: DIVERSITY AND EQUAL OPPORTUNITY
GRI 103-1
GRI 103-2
GRI 103-3

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
Annexe III 3.2.4 Promoting diversity and equality - p.298
CSR report
Taking care and growing our people - p.28
Registration Document
Annexe III 3.2.4.1 Promoting gender equity - p.298
Annexe III 6.3 Report of one of the statutary auditors - p.348

NO

GRI 405: Diversity and Equal Opportunity 2016
GRI 405-1

GRI 405-2

Registration Document
Annexe III 3.2.4 Promoting diversity and equity - p.298
Annexe III 3.2.4.2 Taking disabled people into account - p.299
CSR report
Main KPIs - p.16
Employer Brand and Digital Talent Acquisition - p.30
Promoting Diversity and Equity - p.31
Registration Document
Annexe III 3.8 KPIs overview - p.317

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

NO

MATERIAL TOPIC: CUSTOMER PRIVACY
GRI 103-1
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GRI 103-2
GRI 103-3

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
Annexe III 4.1.2 Data Protection - p.321
CSR report
A Focus on building trust - p.18
Ensuring a sustainable value chain - p.36
Registration Document
Annexe III 6.3 Report of one of the statutary auditors - p.348
Annexe III 6.1.4 Reporting tools - p.344

NO

GRI 418: Customer privacy 2016
GRI 418-1

Registration Document
Annexe III 2.1.3.1 Security - p.286
CSR report
Main KPIs - p.16

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

MATERIAL TOPIC: SOCIOECONOMIC COMPLIANCE
GRI 103-1
GRI 103-2
GRI 103-3

Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 6.1.3 Global Reporting Initiative - p.343
Registration Document
Annexe III 4.1 Ethical excellence within Worldline - p.318
CSR report
Ensuring a sustainable value chain - p.36
Registration Document
16.6.1 System of internal control - p.151
Annexe III 6.3 Report of one of the statutary auditors - p.348

NO

GRI 419: Socioeconomic Compliance 2016

GRI 419-1

Registration Document
Annexe III 4.1.1 Compliance - p.318
Annexe III 5. Reducing our environmental footprint through eco efficient opperations - p.329
Annexe III 5.2.3 Environmental Management System and energy audit - p.331
CSR report
Main KPIs - p.17
Conducting Business with Fairness and Integrity - p.38
Progress on responsible procurement - p.40
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NO

MATERIAL TOPICS
GRI Standard /
Disclosures
Page Number (or Link)

Identified Omission(s), Reason(s)
for Omission(s) and explanation

External Assurance

Sector specific disclosures
GRI 103-1
GRI 103-2
GRI 103-3

WL1

WL2

WL3

WL4

WL5

WL6

WL7

AO2

AO3

AO6

AO7

AO10

AO11

AO14

AO17

AO19

Registration Document
Annexe III 1.1.3.1 Worldline stakeholders’ and materiality analysis - p.272
Annexe III 1.1.3.2 Mapping of Worldline stakeholders’ expectations - p.273
Annexe III 6.1 Scope of the report - p.343
Registration Document
Annexe III 1.2 Worldline’s materiality assesment & the 4 Worldline’s challenges - p.274
Annexe III 1.2.2 4 challenges - p.296
Registration Document
Annexe III 1.2.3.1 Respect of AA1000 Standards - p.277
Annexe III 1.3 Table of main KPIs - p.279
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 2.1.3.2 Industry 4.0: Robust business IT infrastructure - p.287
CSR report
Main KPI’s - p.16
A focus on building trust - p.18
Ensuring a sustainable value chain - p.36
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 2.1.1 Anticipate customer’s expectations regarding innovation / Worldline’s innovative
approach - p.283
CSR report
Main KPI’s - p.16
Innovating for a brighter future - p.22
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
CSR report
Global security policy - p.21
Main KPI’s - p.16
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 3.2.2 Taking into account employees expectations - p.295
Annexe III 3.7 Workingconditions@worldline - p.310
CSR report
Taking care and growing our people - p.28
Main KPI’s - p.16
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 3.5 Recognition@Worldline - p.307
Annexe III 3.5.6 Stock option plan - p.308
CSR report
Main KPI’s - p.16
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 3.2 Starting my career at Worldline: integration@worldline - p.294
Annexe III 3.2.1 Hiring of talent - p.294
CSR report
Main KPI’s - p.16
Registration Document
Annexe III 3.2.4.1 Promoting gender equity - p.298
CSR report
Main KPI’s - p.16
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 3.2.2 Taking into account employees expectations - p.295
Annexe III 3.7 Workingconditions@worldline - p.310
CSR report
Main KPI’s - p.16
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
CSR report
Global security policy - p.21
Main KPI’s - p.16
Registration Document
Annexe III 3.2.4.3 Promoting intergenerational collaboration - p.299
CSR report
Main KPI’s - p.16
Promoting Diversity and Equity - p.31
Registration Document
Annexe III 2.2 Driving client’s sustainability challenges with Worldline sustainable portfolio - p.288
CSR report
Spreading Sustainability through added-value solutions - p.26
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 2.1.1 Anticipate customer’s expectations regarding innovation - p.283
CSR report
Main KPI’s - p.16
Nourishing and expert community - p.23
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 3.6.2 Social Collaboration & Knowledge sharing collaboration - p.309
CSR report
Main KPI’s - p.16
Employer brand and digital talent acquisition - p.30
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 5.2.3 Environmental Management System and energy audit - p.331
CSR report
Main KPI’s - p.17
Responding to our environmental challenges - p.45
Registration Document
Annexe III 1.2.1.2 Materiality matrix - p.275
Annexe III 4.2.1.4 Promoting sustainable relationships - p.325
CSR report
Main KPI’s - p.17
Ensuring a sustainable value chain - p.36
Progress on responsible procurement - p.40
Registration Document
Annexe III 5.7 KPIs overview - p.342

NO

NO

NO

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57
YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57
YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57
YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57
YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57
YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

YES,
Auditor Assurance Letter:
Registration Document - p.399
CSR report - p.57

NO
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[GRI 102-55] [GRI 102-56] [GRI 102-32]

AUDITOR LETTER
Report of one of the Statutory Auditors, on the social, environmental
and societal information published in the corporate responsibility report.
Year ended December 31, 2016
This is a free translation into English of the Statutory Auditors’ report issued in
French and is provided solely for the convenience of English speaking readers.
This report should be read in conjunction with, and construed in accordance
with, French law and professional auditing standards applicable in France.
For the attention of the general management.
Pursuant to your request and in our capacity as Statutory Auditors of
WORLDLINE SA, we hereby present you with our limited assurance report
on the social, environmental and societal information presented in the corporate
responsibility report on pages 1 to 47 (hereinafter the “Information”).

Responsibility of the company
This Information has been prepared under the responsibility of the Corporate
Responsibility Department in conjunction with the Human Resources
Department, in accordance with internal protocols for measuring and reporting
used by the WORLDLINE SA (the «Reporting Criteria») at the company’s
headquarters within these Departments.
As disclosed in the Corporate Responsibility Report, WORLDLINE SA takes into
account the GRI (Global Reporting Initiative) standards “Comprehensive option”
guidelines and the AA1000 APS (2008) standard in order to identify the main
issues of corporate responsibility and select the indicators (KPIs «Key Performance
Indicators») used to manage these issues and to communicate the performance
of the Group externally.

Independence and quality control

56

Our independence is defined by regulatory texts, the French Code of ethics
(Code de déontologie) of our profession and the requirements of article L.822-11
of the French Commercial Code. In addition, we have implemented a system
of quality control including documented policies and procedures regarding
compliance with the ethical requirements, French professional standards
and applicable legal and regulatory requirements.

Responsibility of the Statutory Auditor
Based on our work, it is our responsibility to express a limited assurance
on the fact that the social, environmental and societal information presented
in the corporate responsibility report, taken as a whole, are presented, fairly,
in all material aspects, in accordance with the Reporting Criteria.
To assist us in conducting our work, we referred to the corporate responsibility
experts of our Firm.
We conducted the following procedures in accordance with the professional
guidance issued by the French Institute of statutory auditors (Compagnie
nationale des commissaires aux comptes)
relating to this engagement and with ISAE (International Standard on Assurance
Engagements) 3000[1].

•

•

review the procedures of establishing the material information and their
perimeters “Identified Material Aspects and Boundaries” and managing
of the dialogue with stakeholders “Stakeholders engagement”;
verify the set-up of a process to collect, compile, process, and check
the completeness and consistency of the selected Data.

We determined the nature and scope of the tests and controls according to
the nature and significance of the Information with regard to the company’s
characteristics, the social and environmental challenges of its activities, its
sustainable development strategies and the sector’s best practices. Concerning
the Information that we have considered to be most important and identified,
for quantitative information, by the sign in the “Key Performance Indicators”
table in pages 11, 16 and 17[2]:
• for the consolidating entity, we consulted the documentary sources and
conducted interviews to corroborate the qualitative information (organization,
policies, actions), we performed analytical procedures on the quantitative
information and verified, using sampling techniques, the calculations and
the data consolidation, and
we verified their consistency with the other information presented
in the corporate responsibility report;
• for a representative sample of entities[3] that we have selected according to
their activity, their contribution to the consolidated indicators, their location
and a risk analysis, we held interviews to verify the correct application of
the procedures and performed substantive tests using sampling techniques,
consisting in verifying the calculations made and reconciling the data
with supporting evidence. The selected sample represents between
16 and 100% of the social and societal quantitative information published
and between 13% and 41% of the environmental quantitative information
published.
Regarding the other consolidated Information, we have assessed its consistency
in relation to our understanding of the Group.
We believe that the sampling methods and sizes of the samples we have used
in exercising our professional judgment enable us to express limited assurance;
a higher level of assurance would have required more in-depth verifications.
Due to the use of sampling techniques
and the other limits inherent to the operations of any information and internal
control system, the risk that a material anomaly be identified in the Information
cannot be totally eliminated.

Conclusion
Based on our work, we did not identify any material anomaly likely to call into
question the fact that the social, environmental and societal information, published
by WORLDLINE SA as requested by the GRI standards « Comprehensive option »
and presented in pages 1 to 47 of the corporate responsibility report, taken as
a whole, are presented fairly, in accordance with the Reporting Guidelines.

Neuilly-sur-Seine, May 19th 2017

Nature and scope of procedures
We have carried interviews with the people responsible of preparing the
Information within the departments in charge of the data collection process and,
when appropriate, those responsible for internal control and risk management
procedures, in order to:
• assess the appropriateness of the Reporting Criteria with respect to its
relevance, completeness, neutrality, clarity and reliability, by taking into
consideration, when relevant, the sector’s best practices;

One of the Statutory Auditors

DELOITTE & ASSOCIÉS

Jean-Pierre Agazzi
Partner

Erwan Harscoët
Director

[1] ISAE 3000 – Assurance engagements other than audits or reviews of historical information
[2] Quantitative information:
% of incident response compliant with WL policy; Revenue generated through sustainable solutions that contribute to societal and environmental progress in €m; Overall Customer Satisfaction (OCS) score; Number of employer brand study
citations; % of employees satisfied with the trainings provided by Worldline; % employee satisfaction as measured by the Trust Index of the Great Place to Work® survey; Gap between the % of females in management positions and the % of
females in the overall workforce (target range of +/- 10%); Level obtained in the EcoVadis supply chain assessment; % of suppliers evaluated by EcoVadis with a score below 40 having an action plan to solve critical findings identified; % of CO2
emissions offset from data centers, buildings and travel; % of CO2 emissions offset from payment terminals Life Cycle Assessment (LCA); Service availability rate; Overall customer satisfaction from tactical surveys; Customer innovation
workshops delivered in GBUs; Number of Win Members; Percentage of PhD and PhD students at R&D department; External awards success rate; Total number of substained complains; Number of security incidents; Average hours of training
that employees have undertaken during the year; Percentage of total employees who received a regular performance and career development review during the year; Participation rate to the Great Place to Work survey; Great Place to Work
Trust Index rate; Global turnover rate; Percentage of females; Diversity Perception (GPTW); Percentage of female in Worldline’s top positions; Absenteeism rate (%); Total number of collaborative working communities; Percentage of management
employees trained in Code of Ethics - Virtual Classroom; Percentage of all employees trained in Code of Ethics – E-learning; Monetary value of significant fines and total number of non-monetary sanctions for non-compliance with laws and
regulation; Proportion of spending on local suppliers at significant locations of operation; Percentage of strategic suppliers evaluated by EcoVadis ; Percentage of total expenses assessed by EcoVadis; Energy consumption within the
organization (Gj); Total CO2 emissions (t); Energy intensity revenue (Gj/million euros); Energy intensity employee (GJ/employee); CO2 emissions by revenue (tCO2/million euros); CO2 emissions by employee (tCO2/employee); Number of sites
certified ISO 14001.
Qualitative Information:
Green terminals and electronic waste; Spreading Sustainability through CSR added-value solutions (Digitized solutions); Digital and greener learning; E-supporting charitable initiatives; Promoting Diversity and Equity; Employee stock plan.
[3] WL Belgium, WL Spain
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About Worldline’s
2016 Corporate Social
Responsibility Report
Worldline’s Corporate Social Responsibility
approach, supported by an ongoing
dialogue with internal and external
stakeholders, is based on the most relevant
subjects identified through its materiality
analysis: building client trust with available
and secured platforms and reinforcing
value through sustainable and innovative
offers, being a responsible employer
by revealing our employees’ potential,
endorsing our business ethics within
our value chain and leveraging the ecoefficiency of our data centers and offices.
Worldline’s Corporate Social Responsibility
strategy is fully aligned with its corporate
business strategy. This approach ensures
consistency between financial and nonfinancial objectives and contributes
to the company’s growth and global
performance. Worldline’s 2016 Corporate
Social responsibility report is also ¨In
Accordance¨ with the guidelines of the
GRI standards Comprehensive option,
ensuring the company’s commitment
to excellence in sustainability.
In 2016, Worldline reinforced its commitment
to sustainability with the launch of its TRUST
2020 program. This ambitious program is
supported by quantified objectives to be
achieved by 2020 and aims to develop
trust relationships with stakeholders.
This commitment represents a key
transformation vector for the company
and a powerful catalyst for progress.
Worldline is an Atos company.
worldline.com

