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Trusted leadership in
mental health and wellbeing
For us, as a global leader in mental health and wellbeing, Environmental,
Social and Governance (ESG) is integral to every aspect of our business.
This 2021 Environmental, Social and Governance (ESG) Report provides
insight into our ESG strategy and chronicles our Company-wide

performance over 2021, as we moved closer to our aspirational goal of
improving one billion lives.

About this report
The 2021 Environmental, Social and Governance Report reflects all the entities reporting in the Company’s Financial

Statements dated December 31, 2021. We have focused this report on those areas of performance that we believe

While the impacts of the COVID-19 pandemic continued to affect all of

are most material to our business and investors. A key change to LifeWorks that has occurred since the publication

and improving business. We made progress advancing our ESG practices

the European Community. Data for our Netherlands site is included in 2021 metrics.

us in 2021, LifeWorks remained focused on our purpose of improving lives
across those ESG priorities that matter the most to our business and our

stakeholders, and in areas where we can make a difference. Throughout
this report, we provide a transparent account of LifeWorks’ purpose-

driven approach to ESG, our performance during the year and the path

forward in the year ahead. We invite you to explore these pages to learn
more about our work to advance ESG across our Company as a trusted
leader in mental health and wellbeing.

of our 2020 ESG Report is the acquisition of Ascender, headquartered in the Netherlands, extending our reach in

For 2021, we have also included our 2021 data tables in the appendix to provide our stakeholders with a

transparent overview of our quantitative metrics across key topics included in this report. Performance data

represents 100 per cent coverage of LifeWorks’ business for all metrics except select environmental metrics, as
indicated in this report.

Our 2021 report has also been prepared to support alignment with the Sustainability Accounting Standards Board

(SASB), Professional & Commercial Services Standards (Version 2018-10). Read our SASB Index. In the preparation
of this report, we have also considered the Global Reporting Initiative (GRI) Principles of balance, transparency
and completeness, as well as the GRI Standards for guidance in some areas of performance. In support of our
participation in the United Nations Global Compact, this report also serves as our 2021 Communication on
Progress. For inquiries regarding this report, email info@lifeworks.com.
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We are LifeWorks

$ 1 billion
Record annual sales
in 2021

25 thousand
# of clients around
the world

36 million
# of lives LifeWorks
services

>160 countries
LifeWorks services

LifeWorks location
LifeWorks joint venture office location
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2021 performance highlights
Governance

Social

100%

33%

30%

61%

72 points

independent Board of

women directors;

women in executive

women employees

for employee engagement

Zero

100%

100%

16

substantiated breaches

employee sign-off on

of employees receive

crisis lines opened to

Directors except CEO

of the Code of Business
Conduct and Ethics

above target

the Code of Conduct
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leadership

globally

performance appraisals

provide free support for
traumatic events
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Environment

Strong ESG ratings and performance

Zero

34%

Top 10%

Top 20%

incidents of environmental

of talent located

Sustainalytics rating:

ranking in the S&P CSA

non-compliance

in green buildings

Negligible Risk

48%

TCFD

Bronze

of waste diverted from

alignment in 2024

EcoVadis

landfill through recycling
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CEO message to stakeholders
Trusted leadership in mental health and wellbeing
In 2021, LifeWorks made excellent progress in environmental, social
and governance (ESG) performance.

Our business, by definition, makes a strong contribution to the
“S” – the social dimension of ESG – because of our solutions

and their effectiveness in helping our clients improve the mental

around the world, mainly as a result of the COVID-19 pandemic

and the related economic fallout and lockdown conditions. These
are uniquely challenging times in other respects – a devastating

war in Ukraine and yet another global refugee crisis related to it
that now affects millions.

health and wellbeing of employees and their families. At the end

In this context, though it will take years for the mental health of the

were offering our solutions to some 36 million people through our

part for the long journey ahead.

of 2021, approximately 25,000 clients in more than 160 countries
industry-leading personalized continuum of care that supports
mental, physical, financial and social wellbeing.

As a global leader in our industry, our ESG contribution to society

flows from the fact that today LifeWorks is a trusted mental health
and wellbeing provider across our markets. We offer – bar none

– the most comprehensive range of mental health and wellbeing
services available to our clients and their people. We make a

substantial positive impact on our clients and their people – and our
communities – every day.

From an ESG perspective, we are moving toward our long-term
goal of improving one billion lives. We believe LifeWorks has a

once-in-a-generation opportunity to increase our contribution to

society, given the precipitous decline in the mental health of workers
LifeWorks Inc. | 2021 Environmental, Social and Governance Report

global workforce to fully recover, LifeWorks stands ready to do its

Our accomplishments in ESG in 2021, detailed in this report, build

on what we have been working toward for several years now. While

there’s always room for improvement – which we are committed to –
we are pleased by our progress.

On environmental matters, we are pushing ahead on multiple

fronts to reduce our eco-footprint in everything we do. Whether it’s
moving to a paperless culture or moving more of our Company into

LEED-certified and BOMA BEST-certified buildings, we’re continuing
to make gains in this critical area of social responsibility. We are

Stephen Liptrap

President and CEO

also progressing our work in the area of climate change to help us

and our investors better understand where we can best contribute,
starting with the recommendations of the TCFD.
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Importantly, we’re focused on activities that shape the social

and to enhance the Company’s vendor risk management program.

At the same time, by ensuring business continuity all through the

improve the lives of our people. Among the priorities in recent years

comprehensive set of ESG requirements.

clients and their people. Last year, we continued to achieve strong

environment in our workforce culture to support the wellbeing and
were programs to support the mental and physical health of our
people during the difficulties imposed on everyone arising from

COVID-19, including paid time off to receive vaccinations and access
to counselling to support wellbeing.

Related to that, we launched our Wellbeing Strategy Index, an

online self-assessment tool that determines how an organization’s
mental health and wellbeing and infrastructure policies align with

recognized standards and practices. We also continue to benchmark
the health and wellbeing of the Company’s workforce against our
Mental Health Index™ and Total Wellbeing Index™.

We are pleased by our progress last year in advancing our diversity,

equity, inclusion and belonging (DEIB) strategy across the Company.
At year end, 30 per cent of executive officer roles and 39 per cent

of Global Leadership Team roles were held by women. For context,
LifeWorks has been a member of the 30% Club Canada since 2018

for maintaining at least 30 per cent women and 30 per cent men on
our Board. At year end, three of our eight independent Directors

(38 per cent) and nine Directors (33 per cent) were women. Currently,
11 per cent of the Board are from racial or ethnic minorities.

In 2021, we delivered a strong ethical compliance performance,

meeting the target of 100 per cent employee sign-off on the Code
of Business Conduct and Ethics and recording zero substantiated
cases of corruption or bribery in 2021. We strengthened ESG

governance by launching a new Supplier Code of Conduct to reflect
the Company’s commitment to ethical and responsible procurement,
LifeWorks Inc. | 2021 Environmental, Social and Governance Report

Beginning in 2022, suppliers to LifeWorks are expected to meet a

Externally, we continued to focus on community initiatives of
substance. We renewed our long-standing relationship with

pandemic, our people have been a great source of stability for our
client satisfaction scores. This is proof that serving our clients and
their people is a way of improving the greater community good.

Canada’s Olympic team as the Official Mental Health Partner of

We have set these ESG priorities for the upcoming year to include:

commitment to the United Nations High Commissioner for Refugees

бб Improve our enterprise-wide risk management initiatives.

Girls in the Kakuma Refugee Camp in Kenya.

бб Do our best to normalize our workplace culture after more
than two years of remote work and hybrid work caused by

Team Canada for eight more years. And we renewed our five-year

Canada, the UN Refugee Agency, to fund the Secondary School for

As a leader in our industry, we are compelled by the responsibility to
contribute our thought leadership in public forums on mental health.

COVID lockdowns.

As such, we support the development of reporting standards that

бб Reaffirm our commitment to the UN Global Compact by relying
on its Ten Principles to guide how we manage our business.

We are pleased that our ESG progress is now recognized in

бб And generally speaking, continue building on our progress
against all ESG indicators and metrics that we are tracking.

highlighted on page 6. Notably, our Sustainalytics score is in the

Looking ahead, our commitment to improving our ESG performance

recognize the critical role of mental health in business performance.

corporate rankings by reputable international ESG experts, as

lowest-risk tier of “Negligible Risk” as of March 2022, and we’ve

will continue to motivate how we operate and grow our business.

also stayed in the top tier of The Globe and Mail’s ratings for
corporate governance.

Our ESG progress is ultimately the result of the commitment of

our people to growing our Company by focusing on our purpose

of improving lives, improving business. As an employer, we’re living
up to our commitment to employee wellbeing as our top operating
priority. In a challenging year, we have sustained strong levels

Stephen Liptrap

President and CEO

of employee engagement, an indication that our people feel

supported by their Company and managers in prioritizing their
health and safety.
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How we contribute to society
Improving lives, improving business
As a global leader in mental health and wellbeing, LifeWorks contributes to society in multiple ways by bringing to life our purpose of improving
lives, improving business. As we help our clients improve the lives of their people by supporting all aspects of their wellbeing – mental, physical,
financial and social – we make organizations and communities stronger and more adaptable for a changing and challenging world.

Positively impacting our stakeholders
Employees

Clients

Investors

Suppliers

Communities

бб Approximately 7,000
employees worldwide

бб Approximately
25,000 clients in over

бб Total dividends
of $245.5 million

бб Worldwide network
of approximately

бб Committed to goal
of improving one

бб Spend $750 million
per year on suppliers

бб Investing in communities
through partnerships,

with annual payroll
of approximately

160 countries

$592 million

бб 36 million lives
LifeWorks’ services

benefit programs

бб 9+ million people
in pension plans we

inclusion and

бб Providing thought
leadership on

бб All employees covered
by comprehensive
бб A culture committed
to diversity, equity,
belonging

бб Best practices in
supporting employee

cover

administer

workplace mental

paid to LifeWorks

shareholders in the
past five years

бб Dividend-paying
company since 2010

бб A recognized industry
leader for ESG
performance

14,260 suppliers

бб Global counsellor
network

billion lives

Delivering a personalized continuum
of care that supports the whole person
across the four pillars of wellbeing
бб Mental – Helping individuals realize their full potential, cope
with daily stressors and be productive.

donations, volunteerism

бб Physical – Lifestyle choices that support current and long-term
health and physical ability.

resource on workplace

бб Financial – Knowledge, behaviour, design, strategies and
insights that support financial security.

бб Produces Mental Health
Index as a global
mental health

бб Social – Strong social relationships that give people a sense of
connection and belonging.

health

mental wellbeing

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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A strategic approach to ESG
Purpose-driven with a sharp focus on improving lives and improving business.
In this section:
A strategic approach to ESG

11

Engaging our stakeholders

15
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A strategic approach to ESG
Our commitment to strong ESG performance
is a cornerstone of our business strategy.
We are a purpose-driven company with a sharp focus on improving
lives and improving business. We deliver on this commitment by

providing our clients and their people with a range of services and
products that directly contribute to enhancing the mental health
and wellbeing of people and communities.

Across our global organization, our purpose guides every aspect of
our strategy – from the types of products and services we offer to

our clients and their employees to our community investments. We

also look to our values as the guidepost for our behaviours and our
interactions with our people, our clients and our stakeholders.
Working in tandem, these elements are the foundation of our

ESG strategy and LifeWorks’ role as a responsible and positive
contributor to society.

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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How we work
Our ESG strategy is multifaceted.
As a responsible company focused on mental health and wellbeing, the
very nature of our business supports a deeply-rooted ESG orientation.
Our approach is cross-functional, driving ESG performance and

mitigating risk in key areas, identified as those most important to us and
where our business has the greatest impact. We also look to the broad

range of topics where our business and our stakeholders intersect; their
priorities also inform our strategic priorities and our actions.
Our strategy is focused on our core ESG priorities.

Table of contents

Governance
бб Leading corporate governance framework based
on best-practice standards, including 100 per cent

board independence, excluding the CEO, a one-tier
system and a non-executive Chair

бб Ethical conduct in accordance with our Code of
Business Conduct and Ethics, from our Board of
Directors to every employee

бб Compliance across all areas of our business, and
an extensive record of responsible business conduct,
including an exemplary record of socio-economic
regulatory compliance in the critical areas of

ethical conduct, anti-corruption and anti-bribery,
competition and fair dealing, human rights and

non-discrimination, labour relations, health and
safety, and the environment

бб Crisis management and business continuity through
our crisis response protocol to ensure that critical
products and services continue to be available to

our clients and their people throughout a crisis. As
the need arises, we mobilize our cross-functional

crisis leadership team and give action to our business
continuity plan

бб Responsible procurement across our value chain
through our Supplier Code of Conduct and global
vendor risk management program

бб Responsible investment through our subsidiary
LifeWorks Investment Management Ltd. and its

support for, and adherence to, the United Nations
Principles for Responsible Investment; a signatory
since 2018

бб Risk management, including risks to environmental,
social and governance matters, through our

enterprise-wide risk management program to identify,
analyze and mitigate potential and emerging risks to
our business and across our supply chain

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Social

Environment

бб Our people strategy, focused on employee experience
and total wellbeing, encompasses best-in-class human

бб Environmental stewardship through our framework of
policies and programs to guide our behaviours. We engage

resources programs and policies to provide our people

with a healthy, safe and inclusive workplace, where they
feel they belong, diversity is valued and human rights
are protected

бб Mental health research and thought leadership to
advance global awareness and understanding of critical
areas of social performance, including total wellbeing,

financial wellbeing and social wellness. We look to our

Mental Health Index by LifeWorks™, Financial Wellbeing
Index by LifeWorks™ and new Wellbeing Strategy

Index, as well as our Employers Connect Mental Health

Summits, our annual Human Resources Trends Reports, and

and encourage our people in mitigating the environmental
impacts of waste reduction, responsible consumption and

energy conservation, which are those areas where LifeWorks
can make the greatest impact

бб Green procurement by working across our value chain
to ensure sustainability is taken into account across all
purchasing decisions

бб Climate change through our work to better understand
the risks and opportunities associated with climate change
and to meet expectations for a transparent account of our
strategy and progress

collaborations and partnerships such as One Mind at Work
бб Diversity, equity, inclusion and belonging strategy and
program to build an inclusive workplace, ensure diversity is
valued and human rights are protected

бб Community investment focused primarily on mental health
and wellbeing through a range of partnerships, direct
financial support and employee volunteerism, facilitating
access to products and services, as well as crisis and
trauma support

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Where we are heading
In 2022, we are advancing our ESG strategy with a particular focus
on benchmarking the key elements of our performance against

evolving expectations of capital markets as reflected in ESG ratings.
As we continue to mature our ESG strategy, we are on track to

conduct a GRI-aligned materiality assessment and prioritization,

the results of which will be used to guide our strategy and inform our
report to ensure we are meeting the needs of our key stakeholders.

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Engaging our stakeholders
Building powerful relationships based on trust, integrity and transparency.
Why it matters

We value our relationships with all our stakeholders, and while all

Stakeholder engagement is core to our business. We engage

places a high priority on engaging and communicating with our

globally with a wide range of stakeholders in our role as an

employer, in our delivery of products and services to our clients,

as a publicly traded company and as a member of broader society.

What we are doing
We intersect with a broad range of stakeholders who are affected

in some measure by LifeWorks and by whom, in turn, our Company

and our people are potentially impacted. The success of our business
depends upon these relationships and the shared commitment of all
our stakeholders to meaningful engagement and open dialogue.

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

relationships with stakeholders are important, our Board of Directors
shareholders on our business performance, ESG and other matters,

through regular and timely mechanisms. The Chair of the Board and
the Chair of the Human Resources Committee are available to meet
with various corporate governance stakeholders and shareholders.

The CEO and CFO are also available and regularly have discussions
with various corporate governance stakeholders and shareholders

to listen to their opinions and concerns. These meetings often involve
dialogue on a variety of topics, including the Company’s strategy,

executive compensation, corporate governance, disclosure practices,
shareholder engagement, risk management including ESG risks such
as climate change, and corporate operating results.
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2021 performance
In 2021, we engaged with a broad range of stakeholders through our business activities, both corporately and individually.
Key stakeholder groups, the types of interactions, key topics and actions are summarized in the table below.
Stakeholder group

Employees

Ways we engage

бб Global employee webinars – five annually
бб Mental health and wellbeing webinars

бб Global leadership team (VPs and up)
meetings – 10-12 annually

бб Our Company strategy
бб Employee wellbeing

бб Empathy circles, also known as employee
resource or affinity groups

бб Regional town halls
бб Line of business webinars, emails

бб Regional and business updates
бб Product roadmap

бб Employee surveys – engagement
(three annually), new hire and upon exit

бб DEIB thematic webinars
бб Observance messages and posts (Black

History Month, Mental Health Day, etc.)

бб Employee team meetings
бб CEO virtual coffee chats on a range
of topics

Clients

Key topics raised

бб Annual Mental Health employer summit
(Employers Connect) – four geographies
(Canada, United States, Australia,
United Kingdom)

бб Client webinars, leader forums and
all-employee sessions

бб 12 client think tanks
бб LifeWorks Learning – monthly webinars

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

бб In-Touch weekly employee newsletter
бб Monthly manager news digest (ICYMI)

бб LifeWorks TV digital news screens
(global network)
бб Panorama employee intranet
бб LifeWorks mobile app
бб Email announcements

бб Heartbeat newsletter and
interactive webinars

бб Client satisfaction surveys –
twice per year

бб Inclusion, equity, diversity and
belonging progress against strategy

бб Technology updates (digital workplace
and digital security)
бб Major initiative updates (Rebrand)
бб COVID-19 pandemic plans and return
to office updates

бб Mental health
бб DEIB

бб COVID-19 pandemic and return to office

бб Employee engagement results
and trends

бб HR themes (talent development,
employee benefits, year-end

compensation and performance
management processes, etc.)

бб LifeWorks brand
бб Client wins

бб ESG updates
бб Legislative and regulatory updates
бб Employee promotions and
organizational updates

бб Wellbeing and talent strategy
бб Data protection and cybersecurity
бб ESG – supply chain

бб DEIB webinars
бб Living Well podcasts

бб Participation in client-sponsored events
бб Executive reach-outs

16
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Stakeholder group

Investors,

shareholders

1

and analysts

Media

Engaging our stakeholders

Ways we engage

бб Direct meetings (in-person and virtual)
бб Investor conferences
бб Quarterly investor calls
бб Annual Meeting of Shareholders

бб Interviews with key spokespeople
бб Communications via phone and email

and regulators

бб On behalf of the Company, public
affairs firms (United States and Canada)
determine opportunities to effectively

engage with policy and decision-makers
regarding investments in mental health
and wellbeing

Insurers

бб Annual insurance renewal process
бб Regular discussions on topics of risk
and insurance

1

Key topics raised

бб Individual investor meetings
бб News releases

бб Phone and email communications
бб Regulatory filings and other

бб Financial performance
бб Growth, mergers and acquisitions
бб ESG performance/disclosure

corporate publications

бб Regular, transparent information via news бб Regulatory filings and other
releases, website and social
corporate publications
media channels

Governments

Table of contents

бб Mental health in business, society
and impacts of COVID-19

бб Products and services offered
by LifeWorks to help clients

бб Propose subject matter experts to
participate in government panels at the

бб Mental health
бб Mental Health Index

бб Employee wellbeing
бб Underserved and vulnerable

бб Government of Canada technical
committee for the National Standard

бб Disability in the workplace

бб Crisis/trauma lines to support
communities

бб Research reports on mental health
and financial wellbeing

government’s request

for Psychological Health and Safety in

бб Financial Wellbeing Index
бб Mental Health Index

бб Trends in the Canadian workplace
(mental health)

бб Strategic acquisitions

individuals and communities

бб E-health

the Workplace

бб Presentations to the Board of
Directors on risk topics

бб Data protection, cybersecurity, privacy
compliance and business resiliency

бб Other insurance risks

бб Ransomware

No governmental institutions and no founding family individuals or family members own more than 5 per cent voting rights in LifeWorks

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Stakeholder group

Suppliers and
contractors

Engaging our stakeholders

Table of contents

Ways we engage

бб Procurement process
бб Contract negotiation
бб Supplier portal

Key topics raised

бб EcoVadis
бб Continuous improvement process
бб Supplier Code of Conduct

бб Vendor Risk Management to ensure
effective risk mitigation

бб Data protection, cybersecurity, privacy
compliance and business resiliency
бб ESG framework, relevant performance
metrics and roadmap to improve

Community partners

бб United Nations High Commissioner for
Refugees (UNHCR) Canada, the UN

бб Dear Everybody Campaign – Holland
Bloorview promotion

бб Canadian Olympic Committee – sponsor

бб ILEO – active partner
бб Donations and sponsorship requests

бб DEIB
бб Community impact

бб Collaborations with the academic
and business communities

бб Collaborating with universities
(Western University, University of Tilburg,

бб Mental health
бб Financial wellbeing

бб Consultation with ESG thought leaders/
ratings (Value Reporting Foundation

бб Collaborating with Corporate Knights
regarding companies that excel in only E

бб Committee involvement (C.D. Howe
Institute, Business Council of Canada)

бб Participant member in a range of
other U.S.- based retirement-

Refugee Agency/Kakuma – sponsor

Partnership

organizations,

research institutions

(One Mind at Work)

(SASB), ISS)

Think tanks and

industry associations

бб Member of National Association of State
Retirement Administrators (NASRA) and
State and Local Government Benefits

University of Montreal)

бб Mental health

бб Continually assessing any changes
to services, additional offerings and
partnership opportunities, etc.

бб COVID-19, return to office

бб Education
бб Inclusive workplace

бб Worker disability and re-entry
бб ESG measures/reporting

or S and those that excel at both

and pension-related organizations

бб Pension and human capital policy
бб Workplace health and wellbeing
бб Workplace mental health
бб Pensions administration

Association (SALGBA)

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Thought leadership and innovation
in mental health
For over two years, the impact of the COVID-19 pandemic has been felt around the world –
affecting lives and the total wellbeing of broader society in countless ways.
Among the many consequences, the pandemic has put an important

We know that worker and workplace mental health is critical to

critical business relevance of employee mental health and wellbeing.

as well as a social risk that needs to be tracked, mitigated and

spotlight on the vulnerability of our collective mental health and the

The Mental Health Index by LifeWorks™, first published in April
2020, is helping organizations and decision-makers better

understand the trends and related issues surrounding the mental
health of working populations. The results continue to show an

astounding decline in the mental health of working populations in
Australia, Canada, the United Kingdom and the United States at
the start of the pandemic, and the lack of a meaningful recovery

overall business productivity and a strategic business imperative,
managed in the same way as other critical aspects of health, safety
and wellness. Understanding the role of mental health needs to be
front and centre for responsible companies and those aspiring to

be ESG leaders. As capital markets become increasingly focused
on ESG risks, supporting the mental health of employees is no

longer a “nice to have” for responsible companies, but an integral
component of an organization’s ESG performance.

over the ensuing two years. In parallel, business leaders are also

increasingly concerned about the mental health of their people. A

2021 survey conducted by Deloitte and Fortune demonstrates that

98 per cent of CEOs believe that mental health will continue to be a
priority after the pandemic.2

2

https://www2.deloitte.com/content/dam/Deloitte/us/Documents/about-deloitte/us-fortune-deloitte-CEO-survey-january-2021-highlights.pdf
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Mental health: understanding the “M” in ESG
Healthy, happy and engaged people are the key to high-performing workforces and
to resilient organizations.
While the urgency of climate change has put the “E” of ESG front

Our 2022 Mental Health Summit attracted an 18 per cent increase

mental health of the workforce, are contributing to the emergence

growing need among human resources professionals for insights

and centre, social concerns, notably the dramatic decline in the

of the “M” for mental health as a material business risk. LifeWorks is
helping to lead the dialogue on mental health as a social measure

of ESG while continuously developing the tools to support employee
mental health and helping organizations measure and report the

effectiveness of their own programs. Among the highlights over the

in client and stakeholder registrants over 2021, underscoring the

into leading mental health practices in the workplace. Sessions were
held virtually in key LifeWorks markets, in Canada in English and

French, and in the United States, the United Kingdom and Australia,
with over 4,500 attending.

past 18 months, we have been collaborating with business-lead

We have also continued our work with a range of ESG-related

progress of mental health in ESG. One Mind at Work is focused

Sustainability Accounting Standards Board (SASB), the ESG ratings

for workplace mental health and wellbeing”, led by a group of

Corporate Knights. With insights and expertise in the area of

an interest in mental health as a predominant workplace issue. One

knowledge and supporting their work to foster greater transparency

operations and helping to model broader industry-wide approaches

organizations. Alongside our collaborations with the academic and

working group in 2021 and sits on the Guiding Council.

wellbeing research), we look to LifeWorks research including the

organizations, such as One Mind at Work, helping to shape the

organizations including the Value Reporting Foundation/

on the “development and implementation of a gold standard

arm of ISS and the sustainability thought-leader on clean capitalism,

committed senior business leaders, including CEOs and COOs with

workplace mental health products and services, we are sharing our

Mind at Work organizations are taking action within their own

about mental health programs and performance among

to workplace mental health. LifeWorks became a member of the

business communities (see Collaborations in mental health and
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Mental Health Index (MHI) and the newly developed Wellbeing

Strategy Index (WSI), as well as our broad range of tools and

resources for companies to support their work in this critical area.
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Introducing the Wellbeing Strategy Index
LifeWorks developed and introduced the Wellbeing Strategy Index

The self-assessment is carried out by the organization’s human

health with an extensive review of established frameworks for

LifeWorks. Key WSI elements include:

(WSI) in 2021. The WSI combines our expertise in workplace mental
workplace mental health including ISO 45003:2021, Canada’s
National Standard for Psychological Health and Safety in the

Workplace, and others. The WSI provides a way for organizations
to benchmark themselves against a maturity model of recognized
workplace practices and programs that relate to worker mental

health. The WSI provides insight into an organization’s ability to

support worker mental health and wellbeing. It complements the

resources and/or wellbeing leaders, with the option of support from

бб Assessment across four levels of program maturity including
compliance, foundational supports, programmatic approaches
and cultural integration

бб Allows organizations to benchmark against effective practices as
well as other organizations by size, industry and region

that are specific to various groups in their organization, and the

бб Offers insight and guidance on additional opportunities for
improvement in workplace mental health and wellbeing

planning and support transparent disclosure.

бб Provides data that can be used in public disclosures

MHI, which provides a way for organizations to determine needs
ability to measure change over time. Together, they inform strategic

Using an online self-assessment tool, a LifeWorks WSI confidential

report is provided, showing the organization where it currently stands
within a maturity model of mental health and wellbeing policies and
practices, and offers recommendations for the best next steps.

With the launch of the WSI, this new tool is expected to help human
resources professionals, as well as organizations, keep pace with

workplace best practices in mental health; measure the impacts of

their programs on the mental health of their employees; and provide
insight into their social performance, allowing them to track and

report on mental health performance as the “M” in ESG. To learn
more, see the 2021 LifeWorks WSI in this report.
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Mental Health Index
The Mental Health Index by LifeWorks™ (MHI) continues to provide

Our work with organizations is geared to help them benchmark the

mental health crisis of working populations. The MHI polls 11,000

them build an enhanced understanding of mental health across

business and governments with invaluable insight into the global
people monthly in Australia, Canada, the United States and the

United Kingdom, providing a vital resource on the state of mental

health and, importantly, helping us understand the issues that are
driving positive and negative changes in mental health.

Over the past year, MHI results have revealed a higher level of

risk in the collective mental health of working people compared to

mental health of their employees against the MHI. The results help
their employee base, implement effective strategies to address

emerging mental health risks and ensure their people have access

to the support and tools they need. Given the increasing interest in

and importance of MHI insights, we are extending MHI coverage to
Europe including Germany, Spain, the Netherlands, France, Poland
and Italy, as well as to Asia via Singapore in 2022.

pre-pandemic. While technology has been enabling in the face

of pandemic-related public health restrictions, it has also fostered
work-life overlap, effectively blurring the lines between work and
life experience. We have also seen a significant toll taken on the

physical and mental health of younger employees as they cope with
a greater sense of isolation. One in three workers is at high mental

health risk, almost triple pre-pandemic levels. Managers and leaders
are also showing particular strain as they meet the challenge of
balancing their personal and professional lives.
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Mental Health Index™
Two-year global trends
In all four geographies, the MHI shows the ongoing strain

-2

and fragility of the mental health of working populations over
the past two years. This trend is not expected to improve
over the short term.

To learn more, see 2021 LifeWorks MHI in this report.
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Financial Wellbeing Index
We launched the Financial Wellbeing Index by LifeWorks™ (FWI)

health, the FWI underscores how important it is for employers to

financial health and the risks to wellbeing, mental health and

they need so they feel supported and secure in their financial

over a year ago to underscore the important connection between
overall productivity.

seize the opportunity to help employees get access to the resources
situation over the short and long term.

FWI results continued to show lower financial wellbeing scores

Read the full report for additional insights on the impact of the

improvement in financial wellbeing in spring and summer 2021,

of financial wellbeing where Canadians require support, the

relative to pre-pandemic benchmarks despite an overall

followed by a decline in fall 2021. Key findings highlight genderand age-related differences in financial health, showing that

women continue to have significantly lower financial wellbeing
scores than men. Consistently, financial wellbeing scores also

improve in each successive age group, with the least favourable
scores among 20- to 29-year-olds and the most favourable
scores among those in older age groups.

Our fall 2021 FWI also exposed that self-stigma related to financial
issues is higher than self-stigma related to mental health, with

nearly 63 per cent of Canadians indicating that they would feel
negatively about themselves if they were in a poor financial

situation. Notably, the results also show that financial wellbeing
continues to increase in importance for employees, with many
making a clear connection between emergency savings and

financial security. Given the impact of financial wellbeing on mental

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

financial state of employees on workforce productivity, the areas
financial wellbeing impact of meeting with a financial advisor
and more. The FWI is a companion to the MHI and the WSI.

Published quarterly, the FWI is based on an online survey of 3,000
respondents in Canada.

“Financial stigma is a prominent issue for
working Canadians and is one that every
employer should be concerned about at
both an individual and organizational level.
Managing finances and establishing healthy
financial wellbeing can be stressful during
the best of times, and especially so during
challenging times such as these. It is critical
for employers to understand that every
employee has a unique financial situation
and to provide proactive access to tailored
resources, employee assistance programs
and one-on-one digital solutions to ensure
all employees have the support they need.
This will be the key to organizational success
throughout 2022 and beyond.”
Idan Shlesinger, President, Retirement and Financial Solutions and
Executive Vice President, LifeWorks
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Collaborations in mental health
and wellbeing research
Research collaborations are critically important to LifeWorks. Through new and ongoing
research partnerships, we are at the forefront of mental health research pertaining to
working populations.
These initiatives help inform the development of innovative LifeWorks products for our clients and better support the mental health

and wellbeing of their people. In 2021 and into 2022, several research initiatives and partnerships are underway, which are advancing
our understanding of important and emerging mental health topics, including:

бб A multi-year research project related to workplace practices and mental health with the University of Montreal
бб Elements of financial wellbeing and drivers of financial behavioural change with Western University
бб Preventing worker disability and supporting workforce re-entry with Tilburg University in the Netherlands
бб The impact of the new way of working on wellbeing in collaboration with Deloitte Canada
бб Senior leader wellbeing and resiliency with Deloitte Canada
Together, these projects and partnerships are advancing our collective understanding of the many dimensions of mental health.
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Governance
Our governance priorities centre on five core areas:
бб Rigorous independent Board oversight
бб Managing and mitigating business and ESG risks
бб Commitment to data protection and cybersecurity
бб Robust compliance program and ethical business conduct
бб Responsible supply chain framework and vendor risk
In this section:
Building trust through leadership in good governance		

28

Managing ESG risk		

32

Ethics and integrity		

36

Supply chain		

38

Human rights		

41

Tax transparency		

43
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Building trust through leadership
in good governance
LifeWorks’ corporate governance framework of policies and practices brings a high level
of accountability to all our stakeholders – our clients, employees, investors, suppliers,
regulators and our communities.
Why it matters

good governance – strong Board-level oversight of our holistic

Good corporate governance, confidence and trust in our Company

ethical conduct, diversity and accountability.

go hand in hand. It helps to ensure that our business strategy and

ESG strategy and performance, including our record of compliance,

actions are carried out ethically, responsibly and in keeping with our

LifeWorks’ Board of Directors is responsible for oversight of every

and their people, as well as the many partners and suppliers that we

our Chief Executive Officer, while responsibility for day-to-day

policies in the best interests of investors, our employees, our clients

aspect of our Company. The Board delegates responsibility to

engage with through our business and in the broader community.

management resides with our Executive Leadership Team.

What we are doing
LifeWorks’ robust corporate governance framework is critical
to our business. We depend on our best-in-class corporate

We embrace best practices across all components of corporate

governance, including Board independence, Board diversity and

rigorous oversight and independence at the Board committee level.
To learn more, read Schedule C or 2020 Board Mandate.

governance practices to deliver on stakeholder expectations for
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Governance and management of ESG
Governance of our ESG program, performance and risk oversight
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ESG risk and reporting oversight

are the responsibility of the Risk Committee of the Board. Comprised
entirely of independent directors, the Committee reviews our ESG
program, risks and performance annually at a minimum, and as
material developments arise. This governance framework helps

Board
of Directors

ensure that ESG risks, such as climate change, are accounted for
in the same manner as all business risks enterprise-wide.
See Risk Committee Charter.

Board oversight

In 2021, we introduced an ESG measure to further align performance

Risk Committee
(Board of Directors)

and objectives with executive compensation. CEO compensation was
tied to Company ESG ratings improvement, including the survey tied
to the TSX S&P ESG Index. Employee-related measures pertaining

to diversity and engagement, which are integral to LifeWorks’ ESG
strategy and performance, are also part of performance-based

compensation for executives and people leaders. To learn more,
read the 2021 LifeWorks Management Information Circular.
At the executive level, leadership in the area of ESG is the

accountability of the Executive Vice President, General Counsel

Risk management

Executive oversight
CEO and Risk Management Committees

Oversight

Executive Vice President,
General Counsel and Corporate Secretary

and Corporate Secretary, a member of LifeWorks’ Executive

Committee. Responsibility for overseeing the development and

execution of our sustainability program and ESG reporting resides
with the Senior Vice President, Global Corporate Communications

Functional lead
Senior VP, Global Corporate Communications and Sustainability

and Sustainability.

ESG advisory group

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

29

Governance

ESG advisory group
We look to our cross-functional ESG advisory group to help drive
our ESG strategy and performance. An advisory and oversight

body, the group is comprised of senior leaders representing legal/

compliance, data security, research and thought leadership, human

resources, procurement, environment and facilities, communications
and sustainability, as well as community investment. It plays a key
role in strengthening our comprehensive program and policies,

tracking current and emerging ESG risks and opportunities, and
driving continuous improvement in governance, performance
and transparency.

Table of contents

2021 performance
We continued to embrace best practices in corporate governance
and further strengthened our governance framework in 2021.

For the third consecutive year, we were recognized by The Globe

бб Reporting 11 per cent representation from ethnic and racial
minority communities on the Board
бб Assessing Board performance through our annual assessment
process of all directors. Led by the Governance Committee of the

and Mail’s annual corporate governance assessment of Canadian

Board, the survey results, along with the input received through

and a score of 94 out of 100 points.

recommendations then used to inform opportunities to strengthen

companies, earning a top-tier ranking among 220 companies

We also advanced our governance program and practices in
other areas, including:

бб Maintaining 100 per cent independent Board of Directors,
except for the Chief Executive Officer

one-on-one interviews with each director, are compiled and
Board effectiveness

бб Enhancing our oversight and due diligence across our supply
chain with the launch of the LifeWorks Supplier Code of Conduct
and supporting vendor risk management system

бб Ensuring that all Board committees were comprised of
100 per cent independent directors who met in camera
independent of management

бб Achieving 100 per cent director attendance at all Board
and Board committee meetings
бб Broadening our Board Diversity Policy beyond
gender-based targets
бб Exceeding our Board gender diversity target of 30 per cent
women, including 38 per cent women representation among

independent directors, and 33 per cent women representation
for the full Board
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Board of Directors at a glance

Where we are heading

(As of December 31, 2021)

Moving forward, we will continue to enhance our governance

Indicator

Metric

Size of Board

Directors (#)

Target

2021

2020

n/a

9

10

Independent directors

Directors (#)

100% except
for CEO

8

9

Independent directors

Directors (%)

100% except
for CEO

100

100

Board mandates limit (independent directors)

Number of directors
with mandates <4

4

6

7

Average annual Board attendance

Meetings attended (%)

>75

100

100

Average Board tenure

Years on Board (#)

n/a

4

4

Women directors

Directors (#)

n/a

3

3

Women directors (full board)

Directors (%)

30 women /
30 men

33

30

Women directors (independent directors)

Directors (%)

38

33

Directors who are representative of racial/ethnic communities

Directors (%)

n/a

11

22

Directors with ESG/corporate responsibility expertise

Directors (#)

n/a

5

5

Directors with risk management (enterprise) expertise

Directors (#)

n/a

5

5

Directors with cybersecurity/privacy expertise

Directors (#)

n/a

5

5
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practices in key areas including ongoing review of and updates to
key corporate policies to ensure they keep pace with global best

practices. In 2022, the Board will continue to engage third-party

consultants and experts to learn more about the evolution of ESG
in the market, LifeWorks’ ESG position and the impact on and
importance to LifeWorks’ stakeholders.
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Managing ESG risk
Maintaining trust through strong risk oversight
Why it matters

What we are doing

During Q3 of 2021, each LOB had a designated employee

Risk oversight is critical to our business. Alongside the financial

We rely upon our enterprise risk management program (ERM) to

champions help us change the narrative on risk by engaging in risk

stakeholders expect us to have the systems in place to identify,

risk management process, ERM provides the tools we require to

and daily business risks facing our Company, our investors and

manage and mitigate the current and emerging ESG risks we face.
Given the nature of our business, risk in traditional areas such as

health and safety, human rights, environment, labour and community

remains low. Our priority focus is on the management and protection
of potential material risks pertaining to information technology (IT)
systems, data privacy and cybersecurity, which are integral to the
services we offer and the trust in our business.

assess and manage risk across the organization. A standardized
identify and analyze potential risks and mitigate situations that

could potentially jeopardize a project or service. Risks are identified,
categorized, mitigated and tracked. We use extensive checklists

to identify potential areas of risk, along with a Company-wide risk

management framework that supports our lines of business (LOBs),

conversations with their teams to start to embed risk management
within our culture. They are risk owners and are accountable for

putting into practice our risk appetite framework. Risk champions
are involved in our risk assessment and contribute to building
our risk taxonomy. Risk champions report to a member of the
Executive Committee.

our growth strategy, and also enhances our overall due diligence.

LifeWorks’ risk management function is structurally independent

Across the organization, we are also developing a “risk culture”,

and Corporate Secretary, in the role of Chief Risk Officer, reporting

engaging our employees on risk-related topics, ensuring ethical

alignment and empowering our people. Employees are provided
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“risk champion” appointed by the Executive Committee. Risk

from our LOBs, led by the Executive Vice President, General Counsel
directly to the President and Chief Executive Officer.

with extensive mandatory training on risks that relate to privacy,

Risks are reported quarterly to our management Risk Committee,

violations, harassment and human rights. We know that as

of independent directors). Each committee meets quarterly and

on risk topics, risks will be identified and mitigated and values

for education, including in the areas of risk management, ESG,

security, anti-bribery, Code of Business Conduct and Ethics

as well as to the Risk Committee of the Board (comprised entirely

we build awareness by talking about risk and offering education

independently. We also provide the Board with regular opportunities

better aligned.

cybersecurity, privacy and other topics as they arise.
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Privacy compliance and cybersecurity

The Chief Risk Officer provides regular reports on data privacy and

The confidentiality, integrity and availability of LifeWorks’ IT

Committee and the Risk Committee of the Board, which provide

systems are vital to our business and to the people we serve.
As we deliver our products and services, we collect and use

cybersecurity risks and mitigation activities to the Executive Risk
oversight of privacy compliance and cybersecurity capabilities.

confidential and sensitive personal information pertaining to our

Privacy compliance

individual users. Our comprehensive Privacy and Security programs

Our collection, use, disclosure and protection of personal

corporate, institutional and government clients, as well as their
help us meet these obligations.

Our Security Policy is aligned with ISO 27001. We engage our

external auditors to conduct annual Service Organization Controls
(SOC) audits of security, availability and confidentiality controls
for our main client-facing systems. Audit reports are available

to all client users of the system to help them perform their vendor
due diligence procedures. These audits also provide the Board
and senior management with assurance on the suitability and
operating effectiveness of these controls.

Management responsibility

information are now governed by privacy laws in many jurisdictions,
including the Personal Information Protection and Electronic

Documents Act (PIPEDA) in Canada, the Privacy Act in Australia,
the Health Insurance Portability and Accountability Act (HIPAA)

in the United States, and the General Data Protection Regulation
(GDPR) in Europe.

We are committed to protecting the confidentiality, security and
accuracy of the personal information of our clients and their

people, as well as that of our own employees. These commitments
are established in our corporate Privacy Policy, and reflected in
various supporting policies and procedures, which collectively

Executive responsibility for the corporate Privacy Program resides

provide clear guidance on:

Executive responsibility for cybersecurity resides with LifeWorks’

бб The compliant collection, use and disclosure of
personal information

with the Chief Risk Officer and is delegated to our Privacy Officer.
Chief Data and Technology Officer, while the Senior Director, IT

Security is responsible for establishing, monitoring and maintaining
the enterprise technology and security policies and procedures.

бб Clear communication and meaningful consent frameworks
regarding uses of personal information
бб Physical, technical and procedural safeguards for processing
and protecting personal information
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бб Annual mandatory privacy training for all employees and
contractors with access to the systems and client data
бб Regular internal and external assessments of our privacy
compliance activities
бб Extending our privacy obligations to any third parties (vendors
or business partners) that may access the confidential or personal
information of our clients or their people

бб Responding to requests related to freedom of information from
our government and public sector clients

Cybersecurity
Fundamental to compliance with privacy laws is the security
of electronic systems and data. We have a comprehensive

security program that we continue to enhance to mitigate IT and
cybersecurity risks. Our program includes:

Table of contents

and contractors with access to our systems. Training covers

reduce the risk of future incidents occurring, as well as their negative

topics. Employee completion is required to receive merit increases

for notifying impacted clients and individuals, as well as relevant

cybersecurity, data protection, mobile devices and other relevant
and bonuses, if eligible

бб Evaluating security capabilities of any third parties (vendors or
business partners) that require access to our systems and/or the

confidential or personal information of our clients or their people.
Assessments are conducted before giving access and annually

to ensure third-party controls meet our standards and contracts
entered into to mitigate risk

Data and security response protocols
LifeWorks has a documented data and security incident response
protocol that guides management and employees in responding
in the event of a suspected or confirmed data security incident.

бб Regular internal and external vulnerability assessments and audits
of our privacy and security programs

forensic analysis should this be needed.

бб Regular and consistent employee awareness and communication
programs on security policies and procedures through
mandatory annual security awareness training for all employees
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privacy regulators should this be required.

бб Documented and tested incident response process and
infrastructure to prevent IT system interruptions and cyberattacks.

бб Sustained investment in technology and security infrastructure to
better identify and address potential vulnerabilities

бб Security monitoring across our network and platforms

impact should they occur. The protocol also includes procedures

Major incidents would involve the Crisis Management Team, with

third-party cybersecurity experts on retainer to provide advice and

This response protocol is reviewed and tested annually, with the

assistance of external experts. Testing helps management ensure
it is ready to recover from an incident with minimal impact to the

operation and client commitments. Test results, and actual incidents,
are analyzed to enhance mitigation and response strategies to
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2021 performance
LifeWorks did not experience any major privacy breaches in 2021
that had a significant impact on our business or our stakeholders.

Our 2021 results and accomplishments also include the following:
бб Adding a new risk management leader to strengthen our
Enterprise Risk Management (ERM) program and ensure that
the ERM program evolves to meet the needs of the changing
risk landscape

бб Maintaining a high level of risk management expertise on the
Board, with five of our non-executive directors bringing expertise
in enterprise risk management

бб Increasing the size of our privacy team to enhance privacy due
diligence and to better support the rising level of client interest in
privacy-related matters

бб Publishing a Privacy Resource Centre for employees on Panorama,
our corporate intranet, to boost employee awareness about
privacy issues

бб Launching our Privacy Incident Reporting Portal to facilitate more
efficient and effective reporting of actual or suspected incidents
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бб Conducting various kinds of Privacy Assessments to assess the
compliance of practices in several business areas and systems

бб Launching the Supplier Code of Conduct to better communicate
our requirements for privacy and data protection by suppliers

бб Implementing modules from the OneTrust compliance platform,
to support our compliance with privacy laws in the jurisdictions

®
бб Expanding our SOC 2 certifications to cover LifeWorks iCBT and
LifeWorks Wellbeing Platform

where we operate

бб Registering zero substantiated complaints from regulatory bodies
regarding privacy matters
бб Implementing Zero-Trust controls, verify first and then trust, with
key pillars being Zscaler to reduce attack surface and protect

end user workstations, Multifactor Authentication, and Privileged
Identity Management (PIM)

бб Adding additional log sources to our Security Information and
Event Management (SIEM) for monitoring
бб Increasing the size of the Security team by 30 per cent for full-time
employees and using campus hiring and onboarding programs to
obtain and retain new talent

бб Achieving 100 per cent privacy and cybersecurity training
compliance for mandatory training across our workforce through
LifeWorks Fundamentals

бб Receiving an Advanced-level score of 760 out of 900 points
from BitSight Cyber Rating in 2021, as a measure of LifeWorks’
cybersecurity program, an increase from 740 in 2020

Where we are heading
Going forward, we are focused on ensuring that we keep pace with
ESG risks and especially on the priorities of IT system protection,

cybersecurity and privacy compliance. In parallel, we initiated an

enterprise-wide risk assessment survey in 2022, led by an external

third party and our Senior Director, Enterprise Risk and Compliance,
with the goal of updating our risk management portfolio across all

areas of risk. With completion expected early in Q2, our goal will be
to strengthen systematic processes and due diligence, ensuring that
every risk is monitored and measured. We are also embarking on a

cybersecurity and privacy initiative to mitigate risks associated with
the global rise in ransomware incidents.
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Ethics and integrity
Working with integrity
Why it matters

What we are doing

Together with LifeWorks’ Respectful Workplace Policy, the Code

Ethical business conduct is fundamental to our business success.

The LifeWorks Code of Business Conduct and Ethics (Code) is the

and independent contractors are treated with dignity, protected

and with integrity in everything we do. From our Board of Directors

Company. Through strict adherence to the fundamental principles

Across our global Company, we are committed to acting ethically

to our front-line employees, we are accountable for our behaviours
and for meeting the expectations of our investors, employees and

customers to conduct ourselves in good faith and in compliance with
the laws in every jurisdiction where we operate. Ethical behaviour

and performance are critical to maintaining the trust and confidence
of all our stakeholders.

foundation of responsible and ethical business conduct for our
embedded in our Code and related policies and procedures,

we strive to meet stakeholder expectations for ethical conduct.

We have a zero-tolerance policy for failure to comply. The Code

from discrimination and harassment, and provided with a safe

and healthy workplace. Both policies work together to provide

robust governance and direction to help prevent discrimination
at LifeWorks.

is a comprehensive framework that guides all of us – our Board

From the LifeWorks Board of Directors through to the front line,

contractors – in the conduct of LifeWorks’ business globally.

commitment to the Code annually. This ensures that our employees

to ensure it remains vital and current. The Code encompasses:

ethical business conduct. Our annual sign-off process for employees

бб Compliance with the law
бб Avoiding conflicts of interest

training portal, and completion is linked to employee compensation.

of Directors, officers, managers, employees and independent

all LifeWorks employees are required to read and reaffirm their

We review and update the Code annually, at a minimum,

are aware of and aligned with our commitment to responsible and

бб Professional integrity
бб Anti-corruption and bribery policies

is carried out and tracked via our LifeWorks Fundamentals online

Suspected violations of the Code, as well as other policies, including
our Anti-Corruption and Bribery Policy and Human Rights Policy,

бб Competition and fair dealing
бб Prohibition of improper payments to domestic and foreign

are reported through our Whistleblower Policy, which provides our

бб Modern slavery

Confidential whistleblower reports of all concerns and complaints

government officials
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also enshrines our commitment to ensuring that employees

employees with a confidential, third-party reporting mechanism
via internet or by phone, without fear of reprisal or retaliation.
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are received by our General Counsel and reported to the Audit

and legislation, in addition to ensuring that their actions do not

and independent contractors to communicate with their supervisors

operations in any way.

Committee of the Board. We expect all directors, officers, employees
and managers, or other appropriate personnel, about suspected

illegal or unethical behaviour, and when in doubt, to make inquiries
about the best course of action for any particular situation.

Our General Counsel provides the highest level of executive

oversight of LifeWorks’ ethical compliance program, with results
reported by management to the Board.

Anti-corruption and bribery
The Company has zero tolerance for corruption and bribery of

any kind. Our Anti-Corruption and Bribery Policy prohibits bribes

impact the Company’s reputation or impede our business and

2021 performance
vaccination requirements at our Canadian, United States and

of Canada

updated the Code to support our return-to-office and mandatory
Australian locations. We successfully transitioned our core training

and annual Code sign-off program to our LifeWorks Fundamentals
online learning platform. We maintained our strong compliance
record across all areas of ethical conduct. Our results and
performance include:

such payments or gifts. We expect all Company personnel and

бб Reporting zero substantiated cases of corruption and bribery.
All of our employees (100 per cent) completed training

with respect to the Company’s business anywhere in the world.

Political donations
LifeWorks does not donate to any political party or individual
candidates, either monetarily or in-kind. We do uphold the

democratic right of our employees to participate in the political
process by providing support to a political candidate or their

political party of choice. While we will do our best not to interfere
in the political activities of our employees, it is a delicate balance

and we do require employees to abide by all relevant regulations
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our support of two influential not-for-profit organizations,

contributing $10,612 to the C.D. Howe Institute (Human Capital

бб Reporting zero substantiated breaches of the Code

contractors to adhere to both the spirit and the letter of this Policy

бб Reporting zero dollars spent on political donations in all
jurisdictions where we operate. In 2021, LifeWorks continued

We continued to advance our compliance program in 2021. We

or other improper or unauthorized payments, or acts that create
the appearance of promising, offering, giving or authorizing

бб Recording zero incidents and zero fines regarding
anti-competitive behaviours

and communications pertaining to anti-corruption and bribery
over the past year

бб Delivering approximately two hours of compliance training,
the LifeWorks minimum requirement, to all employees
бб Meeting our compliance target of 100 per cent employee and
Board of Director sign-off on the Code

Policy Council membership) and $20,000 to the Business Council

бб Working with the Chief Compliance Officer (CCO) at LifeWorks
Investment Management to support its rigorous compliance and
governance framework, including a comprehensive compliance

structure, firm-wide policies and procedures, regular compliance
training and a governance oversight committee

Where we are heading
Maintaining our strong record across all areas of ethical conduct,
including zero code-related matters, will remain a top priority.

We will conduct our annual review of our Code and core policies

to reflect best practices in compliance and will continue to enhance
our training program. To support the continuous improvement in
ESG, we plan to consider new metrics to enhance measurement,

benchmark performance and support transparency in key areas of
ethical conduct.

бб Receiving zero substantiated complaints of employee
discrimination via our Whistleblower Policy
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Supply chain
Why it matters

Our Supplier Code of Conduct is foundational in establishing

бб Fulfill a requirement of SOC 2 audits

It is critically important to LifeWorks to be the best, most trusted

LifeWorks. Drawing upon the ten principles of the United Nations

бб Identify opportunities to enhance efficiencies and
reduce spending

business partner we can be. With over 14,260 suppliers across our
global supply chain, clear guidelines for supplier conduct and a

a clear set of principles and expectations for all suppliers to

Global Compact, our Supplier Code spans critical topics such

as appropriate business conduct and compliance with the law;

бб Monitor, measure and track supplier performance over time

labour rights including no child labour, and no forced labour/modern

бб Facilitate contract review and supplier approvals

company supplying valued services to our broad base of clients and

We expect all suppliers to abide by the tenets of LifeWorks Supplier

бб Support our ongoing efforts to enhance transparency
in ESG reporting

and participate in the due diligence processes they require of us.

is to ensure that our expectations for responsible procurement are

What we are doing

program underscore our position as a trusted provider of products

strong vendor risk management program are vital to our business

success. We expect our suppliers and contractors to share our values

for ethical and responsible business conduct, including human rights,
health and safety, and environmental stewardship. In turn, as a

their employees, it is imperative that we meet their high standards

Working collaboratively with LifeWorks’ suppliers, our goal is to

ensure that our expectations for responsible procurement are being
met, and that our own performance supports our ongoing goal to
remain a trusted provider of products and services to our clients.

employee practices and acting ethically including human rights laws,
slavery; health and safety; and environmental requirements.

Code. Working collaboratively with LifeWorks’ suppliers, our goal
being met, and that our performance and supplier due diligence
and services to our clients.

Through our Vendor Risk Management (VRM) program, we want to
meet the needs of our stakeholders, manage third-party risks and
enhance efficiency. Our VRM enables us to:

Our approach is strategic, pragmatic and functional and is intended

бб Support our clients in their vendor risk management processes

business continuity and strengthen our understanding of risk across

бб Reduce Company-wide exposure to our top risks including privacy,
security and business continuity

to facilitate and enable our valued supplier relationships, support
our supply chain.
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While LifeWorks has a strong track record of vendor management,
the VRM program further strengthens oversight in those areas of
greatest risk to the Company. Rolled out in 2021, we are focused

initially on managing our highest risk/critical vendors, which includes
those Tier 1 vendors that are most strategic to our business. In

tandem with the VRM requirement for vendor registration through
our online vendor risk management portal, we have also signed

on to EcoVadis, a third-party supply chain due diligence service, to

rate the ESG performance for our top suppliers. The results will
improve our understanding of ESG measures across our supply

chain and enhance transparency in our ESG reporting and among
our suppliers.
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Throughout LifeWorks, accountability for the day-to-day

implementation of the VRM resides with designated vendor

managers across our LOBs. Corporately, the Director, Procurement

Compliance and Environmental Management is responsible for VRM

implementation along with our Senior Director, Risk and Compliance.
Executive accountability resides with LifeWorks’ Executive Vice
President, General Counsel and Corporate Secretary. Matters

pertaining to our VRM performance are reported regularly to the
Executive Risk Committee and then to the Risk Committee of the
Board on a quarterly basis.

2021 performance
We made significant progress in advancing our commitment to

Table of contents

бб Continuing to advance our work to enhance the diversity of our
supplier base including a dedicated procurement resource to
facilitate greater supplier diversity

бб Becoming a corporate member of the National Minority Supplier
Development Council in the United States. The Council’s globallink program has worked with non-governmental organizations
in the United States to link historically excluded populations

with corporate purchasing entities to create mutually beneficial
economic partnerships

бб Advancing our green procurement program including the
purchase of net-positive products for LifeWorks’ new corporate
office. To learn more, see Green Procurement

responsible procurement in all areas, including our supplier diversity
and green procurement programs. Key achievements include:

бб Launching the Supplier Code of Conduct, establishing a clear set
of principles for LifeWorks’ suppliers and customers
бб Developing our VRM program and completing our enterprisewide rollout across all LOBs including specific training for all
vendor managers and users of the Risk Management System
portal. Guidance documents to support the program were

published on Panorama and Microsoft Teams SharePoint is used
for documentation

бб Earning a bronze rating from EcoVadis as a measure of our ESG
performance and achieving a strong ranking globally with our
first submission

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Advancing inclusion
and diversity across
our supply chain
As a large, global enterprise, we have an important

opportunity to advance inclusion and diversity through our
supply chain. We encourage our vendor managers across

our LOBs to expand opportunities in sourcing for businesses
owned and operated by diverse racial and ethnic groups,

women, variously abled people, veterans, and the LGBTQ2+

Table of contents

Our supplier diversity program also involves:
бб Offering opportunities to be a part of our supplier network
and assisting in the certification process
бб Providing technology (software and hardware) for
suppliers’ staff
бб Seeking out opportunities to partner with organizations
to identify and gain access to large networks of diversity
suppliers

бб Ongoing review of the Company’s diversity supplier
program and suppliers

community, and we request our vendors to do the same. We

бб Exploring innovative ways to expand supplier diversity
across all LOBs

and are working to establish new initiatives to support

Our commitment to fostering diversity across our value chain

have a range of partnerships in place across our Company,
inclusion and diversity across our supply chain.

Where we are going
With our Supplier Code of Conduct and VRM program in place,
we are moving forward with rollout and implementation across

our supply chain. To support LifeWorks’ due diligence program,
we have signed on to use the EcoVadis ESG ratings to support

and facilitate assessment of ESG factors across our supply chain
beginning in 2022.

Our goal is to have our Tier 1 suppliers, representing 80 per cent

of our total spend, covered under the EcoVadis assessment by the

end of 2022. We are also working to establish a method to better

identify and track suppliers with diversity and inclusion certifications
across the enterprise.

is longstanding. In our US Administrative Solutions business,
which represented approximately 65 per cent of our U.S.

revenue in 2021, we have spent US$3.9 million through our

MBW/WBE program, and a total of $21.2 million since 2014.
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Human rights
Supporting and respecting human rights
Why it matters

What we are doing

affiliation, religion, gender, sexual orientation, age, marital and

Protection of and respect for human rights is a fundamental tenet of

LifeWorks is a signatory of the United Nations Global Compact

of Business Conduct and Ethics and our Supplier Code of Conduct

where we operate, it is critical to our business and to our people

our steadfast commitment to uphold and respect the protection

LifeWorks. Across our global workforce and within the communities
that we provide a work environment where fundamental human

rights are upheld, valued and protected. In doing so, we ensure that
our people are free from any form of harassment or discrimination

based on applicable laws and other human rights legislation in the
jurisdictions where we have a presence.

(UNGC), including the Global Compact’s Ten Principles, reinforcing
of internationally proclaimed human rights, including the UN

Declaration of Human Rights. Our commitments are also entrenched
in our LifeWorks Human Rights Policy and in our support of the

also entrench our human rights commitments, including in the area
of modern slavery, and are in compliance with the UK Modern
Slavery Act of 2015.

For LifeWorks, with 90 per cent of our workforce located in the

UN Guiding Principles on Business and Human Rights.

developed countries of Canada, the United States, the United

Our Human Rights Policy reaffirms our respect for the dignity of

rights, the potential human rights risks posed by the Company or

every person and our commitment to ensuring that employees have
access to equal opportunities to contribute fully in the workplace.

For our employees and contractors, as well as third parties, including
clients, service providers and suppliers to the Company, our Human
Rights Policy provides guidelines and prohibits discrimination,

whether intentional or not, on the grounds of race, ethnicity, political
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family status and mental or physical disability. The LifeWorks Code

Kingdom and Australia with existing laws in place to protect human
through its business relationships are considered to be negligible.

Nevertheless, LifeWorks has a zero-tolerance policy for any conduct
that is discriminatory or harassing, or that otherwise infringes

upon an individual’s human rights. As a professional/commercial

services company, there are no material security-related or conflict
minerals-related human rights risks facing the Company.
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Labour rights
As a supporter of the UN Global Compact and its Ten Principles,

we are committed to the International Labour Organization (ILO)
core conventions, including support for freedom of association,
the elimination of all forms of forced and compulsory labour,

the effective elimination of child labour, and the elimination of

discrimination in respect of employment and occupation. In 2021,

zero per cent of our workforce was represented under any collective
agreements or by independent trade unions.

Given the nature of our business and the products and services we
offer, as well as the jurisdictions where we operate, there is no risk
of child labour, forced labour/modern slavery, and/or human
trafficking among our employee and contractor workforce.

Table of contents

2021 performance
Over the past year, we focused our attention on updating our human
rights policy framework with a focus on our supply chain and vendor
risk management, including:

бб Establishing our new Supplier Code of Conduct, which
encompasses our commitment to and comprehensive supplier

Where we are heading
In 2022, we will be completing our update of LifeWorks’ Human

Rights Policy to reflect the ongoing evolution of human rights and

ESG risks relating to our business. We also will issue a stand-alone
Modern Slavery Policy reflecting our strong stance on this issue.

requirements in the areas of human rights and employment
practices, including provisions covering human rights laws,

non-discrimination and anti-harassment, no child labour, no

forced or compulsory labour/modern slavery or human trafficking
бб Launching human rights-related training via our online learning
portal in support of LifeWorks’ Code of Business Conduct and
Ethics and our Human Rights Policy

бб Reporting zero material substantiated cases of employee
discrimination received via our Whistleblower Policy
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Tax transparency
Meeting our obligations with integrity and transparency
Why it matters
We are committed to compliance with the law in all our business
activities. When it comes to taxation, LifeWorks complies with

both the letter and spirit of the law. Our approach to taxation,

including our governance practices, financial controls and reporting
practices, helps reassure our stakeholders that LifeWorks is

meeting its tax obligations with integrity and transparency while
managing potential risks.

What we are doing
With a presence in 14 countries, LifeWorks is subject to various taxes
as determined by the laws where we operate. Our approach to tax
governance consists of:

бб Complying with all applicable tax laws, rules and regulations
бб Executing our financial tax obligations based on economic
factors relevant to our business in each jurisdiction
бб Effectively managing risks related to taxation
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бб Working cooperatively and transparently with
government authorities
бб Seeking the expert advice of legal and accounting taxation
experts on tax matters, as needed

tax refund under the US CARES Act and other tax overpayments
from prior years, 100 per cent of the taxes we paid were outside
these two jurisdictions.

Taxes we collect

Oversight of the Company’s financial reporting, including the review

LifeWorks collects a range of taxes on behalf of governments in

the financial statements, resides with the Audit Committee of the

to employee taxes collected. We do this in compliance with

of tax and tax planning matters that are financially material to

the jurisdictions where we operate; they range from sales taxes

Board of Directors. We follow the Organisation for Economic

applicable law.

tax legislation. We work transparently with the Canada Revenue

Tax transparency

Co-operation and Development (OECD) Guidelines and all relevant
Agency to ensure compliance with the Canadian Income Tax Act
and other tax authorities as required.

The majority of LifeWorks’ taxes are paid in Canada and the

United States. For details regarding taxes paid, see our 2021 Annual
Report, Management’s Discussion and Analysis and Financial

2021 performance

Statements and Notes.

Taxes we pay

Where we are heading

LifeWorks pays corporate income taxes, as well as various taxes

incurred in our business operations, the majority of which reside in

Canada and the United States. In 2021, however, due to a significant

We will continue to maintain compliance with the letter and spirit
of the tax laws in the jurisdictions where we operate.
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Social
Our social priorities are focused on five core areas:
бб Differentiate our employees’ experiences on mental health and wellbeing
бб Attract, engage and develop diverse talent
бб Advance a culture of inclusion and respect where every employee
feels that they belong
бб Re-open our offices safely and enable flexible work
бб Advance our community strategy as a trusted mental health and
wellbeing partner
In this section:
Our people

45

Employee experience

48

Diversity, equity, inclusion and belonging

52

Employee engagement

63

Human capital development

66

Advancing mental health and wellbeing

69

Keeping our people safe

74

Supporting communities
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Our people
Why it matters

Our people strategy

The strength of our Company resides with our people. Our success

We do our utmost to embrace leading human resources programs

by a safe and healthy workplace where our employees feel they

growth. As our business continues to evolve, our goal is to ensure

relies upon an engaged, stable and productive workforce supported
belong and their contributions are valued.

A great employee experience is fundamental to our people and to
our short- and long-term business success. This means:

and initiatives that help our people thrive and advance our global
that our people strategy continues to meet the ever-changing needs
of a contemporary workforce and the expectations of our people.
As the COVID-19 pandemic has challenged society at large,

LifeWorks continued to concentrate our efforts on supporting our

бб providing our people with fulfilling work

talent, adjusting our strategy to meet the dynamics of shifting local

бб recognizing our purpose-driven people in our critical
front-line roles

for flexibility with the strategic needs of our business and our

бб encouraging opportunities for learning and professional
development and growth
бб providing a psychologically safe and healthy environment that
contributes to mental health and overall wellbeing
бб a steadfast commitment to a respectful and inclusive
corporate culture

labour markets, and balancing meeting employee expectations
future growth.

In 2021, we updated our people strategy, increasing our focus on

talent acquisition, development and retention, and on continuously
improving our work environment and leveraging our own products
and services to support employee mental health, wellbeing and

belonging. We implemented a global human capital management
(HCM) system to enhance and provide a consistent employee

experience globally, modernizing our human capital management

tools for our people, and enhancing our global talent management
processes to enable us to know our diverse talent globally, their

career aspirations and support them in realizing their full potential
at LifeWorks.
LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Our people strategy incorporates four priorities:
бб Differentiate our employees’ experiences on mental health
and wellbeing

Table of contents

2021 global workforce overview
by employment type

Five-year total workforce
(as of December 31, 2021)

(as of December 31, 2021)

8,000

бб Attract, engage and develop diverse talent

7,297
7,000

бб Advance a culture of inclusion and respect, where every employee
feels that they belong
бб Re-open our offices safely and enable flexible work
Our people strategy is the accountability of our centralized Human
Resources (HR) function with our Chief Human Resources Officer

leading that strategy. Across our lines of business (LOBs), our HR

recognizes the unique characteristics of each line of business
and the needs of its workforce.

5,440

6,000

84% (6,320) Full-time

9% (683) Part-time
5,000

4% (286)
Contractor

partners provide support, ensuring that our corporate policies

and programs are followed, while being applied in a manner that

7,531

3% (242)
Temporary

4,000

4,565
4,000

3,000
2,000
1,000
0

2017

2018

2019

2020

2021

ЖЖ Number of employees
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Implementing a human capital management system through Workday
A cornerstone of our people strategy, we completed the implementation of our new,
integrated human capital management (HCM) system in November 2021 through Workday.
Aimed at simplifying and streamlining our HR systems across

Through Workday, our people leaders now have access to a

Looking ahead, we remain on track to expand the tools and

lead and support our digital workforce and the global growth

view of their people organization, ensures the alignment of the

and continue to adapt to meet the evolving needs of the

the Company, our investment in Workday is already helping us
of our business.

Our implementation began initially to support our people leaders

during the COVID-19 global pandemic. We implemented a tool to

help our people leaders gain a better view of their organizational
workforce and to support overall business continuity across the
Company. In February 2021, we also launched a new module to
support our annual compensation review.

With Phase One completed in 2021, Workday offers us an

enterprise-wide analytical lens, providing an organizational

view of our talent pool and enabling us to improve measurement
across all aspects of our workforce. It will play a pivotal role in

supporting strategic workforce planning and become the single
source of real-time people data to support our business.

new integrated system that provides a more comprehensive

right talent with the needs of our clients and business, and helps
managers support the “life cycle” of every employee. For our

functionality of Workday over time to support our business
contemporary workforce.

employees, Workday enables them to identify opportunities for
learning, access a talent-skills and job marketplace and chart a
course for personal growth and development.

Workday is also critical to advancing our diversity, equity,

inclusion and belonging (DEIB) strategy. As we advance our

strategic DEIB objectives, it is imperative that we understand our
workforce demography and track employment equity. Workday

is providing us with detailed insights into workforce composition,
offers our employees the tools they need to voluntarily self-

identify across a range of diversity categories, and strengthens
our ability to track our performance against objectives.

Importantly, the system will enable us to share our progress and

to better support our clients’ DEIB strategies and business needs
across every jurisdiction.

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Employee experience
An essential pillar of our people strategy
Why it matters

What we are doing

The LifeWorks employee experience encompasses:

As an industry leader in mental health and wellbeing, we know

We strive to offer an employee experience that sets the industry

Workplace culture

business productivity is critically important. A workforce that feels

that serves as a role model for our clients. It’s an essential part of

that the relationship between employees who are well and

respected, valued and cared for, working in a culture where mental
health and wellbeing are encouraged and enabled, performs

significantly better and contributes constructively to the goals of
the organization.

standard for mental health and wellbeing in the workplace, and

our people strategy to ensure that our employees feel well cared for,
fulfilled and eager to perform to their full potential.

Our workplace culture is important in supporting the mental health
and wellbeing of our people. This means fostering an inclusive

and equitable workplace culture where our employees feel they
belong and diverse perspectives are welcomed and valued. We

Our workplace practices and policies are reviewed and adapted

challenge the stigma associated with mental health, and actively

critical connection between meaningful work, flexible work, mental

wellbeing for their teams and belonging for all. To learn more,

to meet the needs of our modern workforce and acknowledge the

support managers through training and policies that support

health and wellbeing, and performance. We support our people and

see Diversity, equity, inclusion and belonging.

right time to perform at their best. Our employees are able to work

A purpose-driven flexible workplace

of individuals, teams, our business and our clients, based on our

purpose-driven culture and the work they do to improve lives and

been committed to flexible work, a commitment recently reaffirmed

workplace is appreciated by our people, matching the type of

Policy and Guidelines.

their tasks is important. For example, remote work might be ideal

their teams in carrying out their work in the right location and at the
entirely remotely, hybrid and in-office, which balances the needs

We know that our current and prospective employees value our

different operating environments and roles. LifeWorks has always

improve business. We also know that, while our purpose-driven

through updates to our Core Working and Flexible Arrangement

work they are doing to the work environment that best supports

for focused time, while brainstorming with the team is best achieved
together in the office.

LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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Support for employees and their families
Our employees are supported with tools to help them balance
their family and work responsibilities. We offer a varied range
of dependent care options, such as eldercare and maternity/

parental leave, depending upon the jurisdiction where our people
live and work. We meet, and in some jurisdictions exceed, the

legal requirements for parental leave, including supplemental
financial benefits. Our “Care Givers” empathy circle provides
additional support.

Table of contents

2021 performance
Working through the second year of a global pandemic, we were
steadfast in supporting our people, over 90 per cent of whom

continued to work from home for most of 2021. Mental health,
wellbeing and engagement remained critical priorities across

our global workforce. We heightened our focus on supporting

бб Delivering critical financial support to 73 employees experiencing
crisis through the LifeWorks Global Disaster and Hardship
Employee Relief Fund, launched in January 2021

бб Providing a COVID-19 rapid screening program primarily for
employees in five Canadian provinces who are predominantly in
clinical roles meeting directly with clients

our therapist and counsellor network, who together have been so

instrumental in helping our clients and their people throughout the
pandemic. Our performance and results include:

Access to LifeWorks products and services
Across the Company, employees have access to our suite of

leading and innovative programs to support their mental health

and wellbeing such as LifeWorks iCBT internet-based cognitive
®

behavioural therapy in Canada, telemedicine services in North

America, and others to support physical and financial wellbeing.
As users of LifeWorks products and services, our people are also
our clients, and their feedback is important to us. Globally, all

eligible employees have access to our LifeWorks mobile-first digital
platform, including through Microsoft Teams, as well as traditional
Employee and Family Assistance Programs (EFAP). We also make

monthly client-oriented LifeWorks Learning webinars available to
our employees on a range of wellbeing-related topics.

Employees also have access to retirement savings plans to support

бб Introducing a clinician recognition program for our employees
working on the front lines, who are managing the increased
complexity of mental health and wellbeing issues, as part of

our talent attraction and retention strategy. See Supporting our
clinical talent

бб Establishing five global empathy circles to bring our diverse
communities together to build awareness, empathy and allyship,
and help our clients introduce similar programs for their people.
Read Diversity, equity, inclusion and belonging

бб Continuing to provide meaningful benefits across our workforce.
By the end of 2021, at least 39 per cent of our global workforce

was accessing at least one activity/program through the LifeWorks
mobile platform

their financial wellbeing. Additionally, we offer eligible employees
opportunities to be employee-shareholders through LifeWorks’
Employee Share Purchase Plan.
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Attracting and retaining talent through competitive Total Rewards
Our compensation program rewards
employees for meaningful results and
contributions to our Company’s financial
and business success.
Our philosophy is to provide our employees with a competitive
rewards package in the jurisdictions where we operate.

For all of our people, our approach to compensation is guided
by the principles of:

бб Rewarding our employees when meaningful results, aligned
with our strategic goals and shareholder interests are achieved
бб Attracting and retaining the best talent that will continue to
support the evolution of our business through programs that
reflect our values and market practice

бб Keeping compensation programs simple to ensure they are
easily communicated and understood by our employees and
transparent for our shareholders

бб Ensuring good governance by developing compensation
programs that are aligned with our approach to managing risk
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We provide our employees with a diverse suite of market-

competitive Total Rewards. Given the wide range of employee
roles and the geographies where we operate, there is no “one

Programs that promote total wellbeing among our
employees worldwide:

size fits all” for Total Rewards. Depending upon the jurisdictions

Mental

eligible employees.

бб Employee and Family Assistance Program
бб CareNow self-guided mental health programs

we operate in, we provide some of the following Total Rewards to

бб Competitive base salaries and annual salary review and
merit programs
бб Vacation and paid time-off for individuals
бб Wellness days paid time-off for individuals
бб 1billionlives – annual paid time-off community day
volunteer program

бб LifeWorks iCBT

Physical
бб LifeWorks Telemedicine
бб Virtual fitness sessions

бб Personal Wellbeing Challenges
бб Health coaching (nutrition, weight,
sleep and more)

бб Supported disability programs

Financial

бб Various short-term and long-term incentive programs for
eligible employees

бб Retirement savings matching program
бб Employee Share Purchase Plan

бб Group benefits (medical and dental)/insurance programs
for individuals and employee families

бб Perks + Savings with Cashback on scores of
popular brands

Social
бб LifeWorks Newsfeed + Recognition
бб Group Wellbeing Challenges
50
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Supporting our
clinical talent
For the past two years, our Integrated Health Solutions (IHS)

clinical team has been on the front line of the pandemic supporting
our clients and their people in the face of unprecedented strain

on their mental wellbeing. Along with the introduction of a new

“Clinical Excellence” recognition program in 2021, we are working
to help ensure they feel supported in other ways, including:

Where we are heading
We are working to adapt our people strategy to ensure that we can
support the needs of our people as the hybrid workforce becomes
the new normal. Our goal will be to nurture a corporate culture

where every employee feels supported and can meet their personal
and development goals, while supporting the overall business

productivity of LifeWorks. To meet that challenge, we will continue

to assess and adapt our workplace practices, offer flexibility to our

employees, and leverage digital tools and technology to help deliver
a best-in-class employee experience that engages and inspires
our workforce.

бб Providing development opportunities such as licensing
support for practitioner accreditation, peer support and
leadership training

бб Driving engagement and communication through access
to our online training portal and LifeWorks Learning courses,
as well as our IHS Centre for Excellence

бб Focusing on retaining our clinical teams through competitive
compensation, more time to rest and recharge, and a strong
recruitment pipeline

бб Continuing our work to understand the drivers of the clinical
talent pool
Supporting and engaging our clinical talent pool will remain an
ongoing talent and retention priority.
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Diversity, equity, inclusion and belonging
Our ultimate goal is to support the wellbeing of our people by embracing our uniqueness
as individuals and ensuring everyone belongs.
Why it matters

What we are doing

An inclusive and diverse workforce is simply consistent with our

Across the Company, we are broadening our approach to better

to top talent, higher employee engagement, deeper client insights,

engagement, and the importance of diversity, equity and inclusion

purpose. It improves lives and improves business. It offers access

better decision-making and greater innovation, all of which fuel
sustainable growth and allow employees to thrive. As a global

company, we know how important it is for our workforce to reflect
the diversity of our clients and our communities across the 160

countries where we operate. We rely on a diverse workforce that

both reflects and understands the needs of our global client base
and their people. When workplaces are free from discrimination

and micro-aggressions, and where progress is made in eliminating

Objectives
бб Embrace an inclusive
workplace where all

our people are valued

бб Empower a diverse
workforce through

reflect the critical connection between belonging and employee

structural and

behavioural inclusion

to our workplace and our culture. Our diversity, equity, inclusion and

бб Be market leaders in
inclusive practices that

belonging (DEIB) strategy extends our commitment to support the

wellbeing of our employees, clients and communities, by embracing

foster wellbeing

and including the diverse range of people and abilities across our

workforce, to ensure everyone belongs. We have zero tolerance for
acts of racism and any form of discrimination.

Vision
We’re in this together

unconscious biases and inserting consciously inclusive steps in our

We support the wellbeing

at their best. For LifeWorks, our business success depends upon a

and communities by

talent programs and processes, employees are able to perform

culture where our people feel they belong, where the voice of every
employee is heard and their contributions are respected, valued
and recognized.

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

бб Engage with community
partners to create a
more inclusive world

of our people, clients

embracing our uniqueness
as individuals and

ensuring everyone
belongs.

52

Social

Our people

Diversity, equity, inclusion and belonging

Table of contents

Our framework of policies, including our Code of Business Conduct

As part of our commitment to DEIB, we are committed to pay equity.

and inclusion in the workplace. Together, they enshrine our

applicable legislation and industry standards in the jurisdictions

and Ethics and Respectful Workplace Policy, support diversity

commitment to an ethical, respectful and inclusive workplace, one
that is free from discrimination, bullying and harassment and has
a zero tolerance for discrimination. We expect our employees

and contractors to comply with these policies. When suspected

issues and complaints arise, our Whistleblower Policy provides a

confidential reporting mechanism for all employees without reprisal
and for our people leaders to respond accordingly.

The Respectful Workplace Policy includes an incident reporting,
escalation and resolution process to guide employees and

management in resolving workplace issues and escalating where
necessary. This enables employees to foster positive working

LifeWorks conducts ongoing periodic review of pay equity against
where we operate in. We keep salary ranges up to date by

participation in annual salary surveys. In addition, in all of our salary
reviews and internal salary promotions, we continue to monitor, as

part of our analysis and year-end calibration exercises, gender pay
equity and any biases that may be apparent in our performance
distribution curves, annual merit, bonus and long-term incentive
recommendations, by looking at outcomes by gender. With our

newly launched human capital management (HCM) system, we

have launched a diversity self-identification survey globally, which

will enable the next step to perform pay equity analysis along other
dimensions of diversity, including racial diversity.

relationships with their co-workers and resolve issues in a

Through our employee engagement surveys, we also seek employee

micro-aggressions and unconscious bias, which we are all capable

inclusion and diversity, we continue to receive consistently strong

professional manner through open communication. Particularly with
of committing unintentionally, educating each other enables us to

grow, share resources and raise awareness. We’re in this together.
In tandem, our DEIB strategies – building awareness, capability and
belonging through speaker events and webinars, recognition of

diverse celebration and observance days, empathy circle discussions

feedback on our DEIB performance. Across core measures of

scores in areas indicative of an inclusive and respectful culture.
We apply these results and comments provided by employees
to advance our strategy, evolve our understanding of the

interconnectedness of DEIB and mental health, and to inform
our work in creating a culture of inclusion and belonging.

and events and formal training programs – are helping to build

and nurture a culture of inclusion and belonging across our global

workforce. Including our employees in these events and encouraging
our employees to share their stories and experiences in a safe

environment creates an educational learning environment and
inclusive culture.
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LifeWorks Global Diversity, Equity,
Inclusion and Belonging Council
Our Global Diversity, Equity, Inclusion and Belonging (DEIB)

Council, comprised of senior leaders from across our LOBs and

geographic regions, plays a critical leadership role in DEIB. The
DEIB Council is responsible for shaping and evolving our DEIB

strategy, for providing oversight of its execution, championing

enterprise DEIB initiatives within their LOBs, and helping secure and
prioritize resources to support key initiatives. Supported by a high

level of engagement and commitment from the CEO and Executive

Committee, the DEIB Council and supporting regional structures are

facilitating implementation of enterprise-wide DEIB initiatives across
our geographies and initiating and implementing local initiatives.
In early 2022, Kaytek Przybylski, Chief Data and Technology

Officer and Executive Vice President, LifeWorks was appointed
the Executive Sponsor and Chair of the DEIB Council. He was

specifically chosen for this position given the critical role he plays

with our digital product roadmap and his commitment to ensuring

inclusive design principles are embedded throughout each stage of
our product development cycle.

The DEIB Council’s current focus is on advancing our global

commitment to supporting the mental health and wellbeing of our

people, clients and communities by embracing individual uniqueness
and ensuring everyone belongs. This will help us address injustices

“At LifeWorks, our longstanding commitment to diversity, equity, inclusion and belonging
touches all aspects of our business. As the new chair of the DEIB Council I’m particularly
passionate about ensuring our technology is accessible and inclusive for all – which
comes to life when we thoughtfully and intentionally design our products and
experiences with a DEIB lens.”
Kaytek Przybylski, Chief Data and Technology Officer and Executive Vice President,
LifeWorks Executive Sponsor and Chair of the DEIB Council.

and inequalities based on race, gender and any other dimension of

diversity. While all leaders are accountable for fostering a culture of
inclusion, we look to our DEIB Council, including our regional DEIB

chairs, country leads and employee participants, as champions and
role models to advance DEIB at LifeWorks.
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2021 performance
We made significant progress in advancing our DEIB strategy in

2021, the third year of our three-year strategy. We continued our
work to advance gender parity, address racial discrimination of
all kinds and combat systemic inequality, while introducing new

initiatives to achieve our DEIB goals. LifeWorks received the 2020

Gold Level Women in Governance Certification. Granted in March
of 2021, the certification was accompanied with a report on what

38%

33%

39%

of independent Board
members – women

of total Board
members – women

of GLT – women

30%

61%

31%

of executive
officers – women

of global
workforce – women

of U.S. workforce –
represented by racial and
ethnic communities

distinguished LifeWorks and where we have opportunities to evolve

our gender diversity strategy and initiatives further, which we are in
the process of embedding. Above-average gender diversity rates

continued to be a hallmark of our global workforce in 2021. Our key
DEIB results comprise:

бб Exceeding our Board diversity target of 30 per cent women
directors at 33 per cent (three out of nine), and 38 per cent of

independent directors (three out of eight) in 2021. We continued

our membership in the 30% Club Canada. Eleven per cent of our
directors are also members of a racial and/or ethnic minority
as of 2021

бб Maintaining 39 per cent women representation on the Global
Leadership Team (GLT) for the second consecutive year, exceeding
our target of 30 per cent representation for both men and women

бб Reporting 31 per cent racial and ethnic composition for our
U.S.-based employees, which represents 21 per cent of our total
global workforce
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2021 workforce diversity by gender

2021 workforce diversity by age

(as of December 31, 2021) (%)

(as of December 31, 2021) (%)

ЖЖ Men

Executive officer roles

ЖЖ Women

70
30

22%
> 50 years of age

Senior leadership

57
43

25%
< 30 years of age

Global leadership

53%
30-50 years of age

61
39
Junior management

46
54
Total workforce

39
61
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Building awareness, capability and belonging

Understanding representation and taking action to close gaps

бб Successfully launching our five empathy circles with one of each
circle in each of our LifeWorks locations to build safe spaces for all

бб Achieving a 30 per cent employee response rate within the first
month of our inaugural “Count Yourself In” self-identification

3

of our employees, where they can be heard, valued and engaged

бб Implementing employee listening sessions with our CEO and
CHRO, on themes aligned to one of the five empathy circles,

campaign to collect employee demographic data leveraging

Workday. Read Fostering belonging through Count Yourself In

including three “coffee chat” sessions hosted in 2021, with 15-20

Evolving talent policies and practices to be more
consciously inclusive

бб Conducting an audit of key talent policies, programs and practices
through a third party and prioritized a set of recommendations
made by the third party on how we can evolve them to be more
consciously inclusive. Recommendations will be implemented
throughout 2022

participants from across all levels and geographies. These sessions
provide invaluable opportunities for executives to hear from

employees and to gain insights into their perspectives on critical
topics. Employees feel empowered to share their stories

бб Enhancing our DEIB employee-directed programming and
engaging our employees through events and education sessions
linked to our calendar of inclusion and diversity events and

celebrations, such as Mental Health Awareness Month, Pride

Celebrations, Black History Month, International Women’s Day,
Celebrating Global Diversity Awareness Month, and Canada’s

first National Day of Truth and Reconciliation. Read Healing and
resilience: Truth and Reconciliation

3

Empathy circles are also known as “affinity groups”, “employee resource groups” or “networking groups.”
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Strengthening leadership accountability for DEIB

Helping clients with their DEIB and wellbeing journeys

бб Embedding inclusion and diversity competencies in our leadership
profile to ensure that our leaders and employees at all levels

бб Enhancing our understanding of our clinician workforce to
support alignment with client needs, improving the availability of

understand expectations and are measured and held accountable
for DEIB

бб Continuing our focused leadership training on leading inclusively
to enhance awareness and capability
бб 100 per cent of our Executive Team completed DEIB
assessments, one-on-one coaching, individual action planning
and team training and action planning

бб 92 per cent of our global leadership team completed
foundational DEIB, Anti-Racism and Inclusive Leadership

counsellors who are representative of Black, Indigenous People
and People of Colour communities. All of our full-time clinician

employees are actively part of our self-identification initiative and
have been supported through a micro-learning series to enhance
cultural competency

бб Developing an iCBT Indigenous program to support individuals
with anxiety and depression symptoms. The program primarily

supports First Nations and Métis nations. The modules integrate
Cognitive Behavioural Therapy (CBT) and traditional teachings

and take a holistic perspective with the mind, body and spirit as

training with the senior leadership team of each line of business

a practice for wellness. The program adopts teachings from an

leadership team to advance DEIB in their lines of business and

acknowledging there are many more Nations (we will endeavour

Engaging with community partners to create a more
inclusive world

бб Advancing our work to meet our BlackNorth Initiative and the
CEO Action for Diversity & Inclusion commitments to anti-Black
systemic racism While there is work to be done, over the past

year, we have exceeded our hiring commitment of five per cent

of student hires and continue to cascade anti-racism education
across the enterprise to our people leaders

бб Exchanging lessons learned and I&D best practices as part of our
pledge commitments to the CEO Action, ILEO and BlackNorth.

LifeWorks’ self-identification program, as well as our approach to
measuring progress against the ILEO, including our metrics and
dashboard, are among the strategies and tactics shared

бб Pledging our commitment to the Dear Everybody Campaign,
a national movement to end stigma and eliminate bias against

identifying one or two actions they would take as a senior

Anishinaabe perspective with Nehiyawak and Ojibwe elements,

functions

to integrate additional teachings and perspectives in the future).

people with disability from Toronto-based Holland Bloorview,

and cultural teachings to support the user in their journey

representation, bullying, friendship, education, media and health

бб Cascading a 2022 employee engagement survey and active
support of our diversity initiatives goal to people leaders at all
levels – executives to front-line leaders

The program integrates relationship building, storytelling,

which concentrates efforts on major issues such as employment,

toward wellness

care. LifeWorks will be applying a global lens in support of this

бб Ongoing development of flagship training and development
programs to support our clients’ learning needs in critical areas
of diversity, equity and inclusion, and integrated into service
offerings. Read Supporting our clients: the diversity, equity
and inclusion journey

initiative to provide more equitable representation of people of
all abilities in all our brand-related content and materials

бб Advancing our work to support the United Way of Greater
Toronto Inclusive Local Economic Opportunity (ILEO) initiative,
including working with community partners and providing
free access to products and services, such as AbilitiCBT®.
See Community section for update on ILEO
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Supporting our clients:
the diversity, equity
and inclusion journey
We believe that an inclusive and diverse
workforce is critical to organizational
productivity and success.
High-performing organizations have embraced this need for
diversity, equity and inclusion interventions by launching DEI

initiatives, employee resource groups, diversity councils and more.
Workplace inclusion has numerous benefits, among them better
relationships with customers and higher financial performance
and employee engagement. Beyond our DEIB program across
LifeWorks, we are applying our knowledge and expertise by
providing services to our clients to help them advance their

diversity, equity and inclusion journey within their organizations.
Among our contributions, we developed Building Awareness of

a Diverse, Equitable, and Inclusive Workplace, an on-demand,
eight-part eLearning series for people leaders and employees

to help them foster a culture of inclusion. This program is helping
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organizations foster a workplace culture where every voice is

them learn more about how racial inequities are manifested in

series include unconscious bias, micro-aggressions, impacts of

with each other.

welcomed, respected and heard. Critical topics covered by the
discrimination and mental health, and cultural competence.

Since the series was launched midway through 2021, over 2,000
people from across our client base have participated in the
LifeWorks program.

Our LifeWorks program, The Equitable Workplace: Cultivating

Attitudes of Anti-Racism and Allyship series is also supporting
a broad range of organizations. Through this one-of-a-kind

society and the workplace, and how this affects our interactions

As part of our DEIB program, we are continuing to develop and
provide our clients with the products and services that will not

only advance their DEIB goals, but move us closer to a society
where racially inclusive and diverse environments, whereby

everyone belongs, become the norm both within and outside
of the workplace.

program, LifeWorks is helping to address the social ills of racism

that affect all members of our workplace community. It is a timely
resource that supports organizations in bringing awareness

to the problematic behaviours that negatively affect the lived
experiences of members of their workforce, which inevitably
impact company culture, job satisfaction, workplace mental
health and performance outcomes.

The workshop series assists Canadian-based organizations to
effectively promote an atmosphere that is free from socially

constructed barriers. Participating organizations explore the
critical adoption of anti-racist and allyship attitudes in three

sessions that are designed to provide insights and best practices

to foster a healthy working environment for all people regardless
of their racial identity. Since the program was launched, 65

organizations have benefited from LifeWorks’ expertise in this

area and over 250 sessions have been hosted by us. It has helped

“We are so fortunate to
have been able to work
with you on these sessions…
you helped us explore
some difficult topics by
creating a very safe space.
I appreciate how you brought
such a deep knowledge of
racism, diversity, equity and
inclusion to the discussion.”
Progam participant
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Where we are heading
We plan to strengthen our DEIB focus in the areas of representation

and leadership as we embark on the next phase of our DEIB strategy
and initiatives. We will continue to strengthen the impact of our

empathy circles, strengthen our ability to take data-driven actions
and begin to identify where we have gaps and set goals to close

those gaps, and continue to build awareness and capability through
the celebration of global thematic events, speaker series and formal
training. Among our priorities for action, we expect to:

бб Improve our data collection through our self-identification
initiative, launched in our HCM, including identifying and

Table of contents

бб Advance supplier diversity and strategic community partnerships,
including developing a systematic approach to manage, measure
and track supplier diversity. We will continue to meet ongoing

pledge commitments for BlackNorth Initiative, the CEO Action
and the ILEO at the local level

бб Work to ensure that our products and services are inclusive and
supportive of our clients’ DEIB journeys. A critical component

will be continuing to leverage our expertise in mental health and
create unique service offerings and learning opportunities to
support DEIB across our client base

addressing gaps

бб Evolve our talent attraction, development and progression policies
and practices to be more consciously inclusive
бб Continue to strengthen leadership accountability for DEIB,
integrating related measures into people leader goals
бб Extend and deliver our DEIB training to all LifeWorks people
leaders at the director and manager levels
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Fostering belonging through
Count Yourself In
Understanding the breadth of our diverse workforce is essential to
building an inclusive, empathetic culture and a workplace where
everyone at LifeWorks feels that they belong.

We need our employees to feel that they are seen and heard, and
that their views are valued. In turn, we want to be sure to help our

clients and their employees feel that they are supported by a global
team of LifeWorks professionals who empathize with them through
shared experiences and perspectives.

Among our flagship initiatives, we launched our first global Count

Yourself In program to encourage our employees to self-identify –
to show us who they are and why they are different.

Launched in November 2021, our Count Yourself In campaign

has already exceeded expectations. With our You Matter video

available globally, and supported by the CEO and senior leaders,

within the first month of the campaign, many of our employees had
already self-identified.

The results are strengthening our awareness and insights into the

“As a Black clinician, I know the value of lived
experiences for our clients. Knowing the
representation of our clinicians ensures that
LifeWorks continues to be a global leader
and partner of choice when serving clients
during the moments that matter.”
Noi Quao

“Having been with LifeWorks for nearly 25
years, and as an openly gay man, knowing
that the company that I professionally grew
up in is collecting self-identification data
to build an inclusive culture is so important
because it helps others like me know that we
belong here.”
Michel Arsenault

composition of our workforce.

Through regular employee communications to drive awareness of the
importance of self-identification to foster belonging and inclusivity,

we are on track to have the majority of our employees participating
in Count Yourself In by the end of 2022.
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Healing and resilience: Truth and Reconciliation
Canada’s first National Day for Truth and Reconciliation was held in September 2021.
This inaugural event gave our employees the chance to recognize
and commemorate the intergenerational harm that residential

schools have caused to Indigenous families and communities, and
to honour those who have been affected by this injustice.

Hosted by LifeWorks’ Rob Rosenfeld, Vice President, National
Capital Region and Public Sector Lead, the virtual event

featured guest speakers from the Métis and Mi’kmaq Indigenous
communities. Colette Trudeau-Bailey (British Columbia Métis)
is Senior Director of Operations and Administration at Métis

Nation British Columbia and Andrea Dykstra (Mi’kmaq people
of Nova Scotia) is Senior Policy Analyst, Anti-Racism and Anti-

Discrimination Team, Health Canada. All speakers participated

as individuals, sharing their personal perspectives, rather than as
representatives of their respective organizations.

By recognizing the day, we also took an important opportunity
to stand as allies with LifeWorks’ over one hundred
Indigenous clients.

To support the reconciliation process in Canada, we have

undertaken several important initiatives across the organization.
Among them, we are:
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бб Participating in the Métis virtual job fair hosted by the
Rupertsland Institute, an affiliate of the Métis Nation of Alberta
бб Establishing a partnership for internships with the University
of Toronto and its Factor-Inwentash Faculty of Social Work
бб Onboarding four Indigenous elders to support our client,
Aboriginal Peoples Television Network, to offer

While the history and present-day context of Aboriginal

Australians is very different than the experience of Indigenous
Peoples in Canada, reconciliation is a shared priority in both

countries. LifeWorks in Australia continued to advance its work in

this area in 2021. Our Australia I&D team took significant strides in
creating our first Reconciliation Action Plan regarding Aboriginal
and Torres Strait Islander reconciliation in Australia.

Indigenous counselling

бб Increasing the number of counsellors who identify as
Indigenous Peoples
бб Introducing an Indigenous bursary program to support
Indigenous students completing a Masters or Doctorate.
Total funding is $1,500 per recipient with a total of three
awards annually

бб Working through our clinical team and with universities, we
have a specific Indigenous program designed to bring them into
program development work. We provide Indigenous Peoples
with priority for placement as well as potential for hire upon
completion of the program

“This was such a thought-provoking event.
The stories and experiences of our Indigenous
communities have been silenced for far too
long and bringing our employees together in
a thoughtful forum like this made me aware
of my power, privilege, and blind spots.”
National Day for Truth and Reconciliation Event,
LifeWorks employee-participant
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Employee engagement
Our vision is to have a pulse on the engagement of our employees throughout the year and
to take quick and meaningful action to mitigate risks to engagement.
Why it matters

What we are doing

leaders have quick access to engagement survey data enabling

Employee engagement is a cornerstone of our people strategy

Employee engagement is a priority for every people leader at

critical insights and take meaningful action to quickly support their

a stable, engaged workforce of people who feel valued and

engagement and every member of our Executive Team is

and integral to our Company. Successful organizations rely upon
supported. In turn, a highly engaged workforce comprised of people
who share our values and support our purpose has an overall

positive impact on business productivity. For LifeWorks and our

stakeholders, a steady focus on employee engagement is essential
to delivering on our business strategy, increasing organizational
strength and driving our future growth.

LifeWorks. Our CEO champions our commitment to employee

accountable for improving engagement scores across the Company.
Our CEO regularly recognizes leaders, directly and via our

LifeWorks platform, for high and/or improving engagement scores
among their teams and for high scores on items that reflect a

manager’s commitment to employee mental health and wellbeing,

reinforcing the importance of engagement to our strategic success.
Our approach to engagement is one of continuously listening and

them to measure, analyze and digest the results quickly, extract

teams as matters arise. As each survey is closed, people leaders

are provided with training to help them interpret their data, focus

on what topics are most important, and take meaningful action to
enhance the employee experience within their team.

Regular and timely measurement
Our employees provide us with insight into how we are doing in

the rapidly changing world they live and work in. To measure and

track changing perceptions and needs, we conduct three employee

includes the following core elements.

pulse surveys each year. We also use a similar survey tool for new

People leader accountability

from leaves, to learn more about their perspectives and employee

All our people leaders are accountable for engagement. We
provide them with the tools and resources they need, as well
as comprehensive training enabling them to deliver on this

hires, departing team members, and those employees returning
experiences. This allows us to capture themes along the various

points of the employee life cycle and to take action where needed to
improve their experience.

responsibility. Working with a technology-leading vendor, people
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In the latter part of 2021 engagement declined slightly, indicative of

Employee engagement

of strain as people suffered through year two under pandemic

(Average annual score4)

Our engagement surveys provide a window for us to hear from

broad societal trends among working populations, notably feelings

topics pertaining to LifeWorks’ strategy. Through our regular pulse

conditions of isolation, uncertainty and mental deterioration.

employees and to better understand employee perspectives on

surveys, we also inquire into employee views on important initiatives
or events affecting our people and our business such as integrating
acquisitions; our response to the pandemic; our part in fighting

racism; and our progress on DEIB commitments. We also carry out
special additional surveys as significant events arise.

Communicating results
Our employee engagement program relies upon a focused

communications program over the life cycle of each survey. Our CEO
launches each survey and reports back directly to employees on

LifeWorks’ engagement scores for 2021 also reflect the tremendous
strain of the pandemic on our people on the front lines. For our
counsellors, therapists and disability managers, the sustained,

high-volume demand for mental health support, combined with the
intensity and severity of the crises for people needing LifeWorks

Indicator

Metric

2021

2020

2019

2018

Employee
satisfaction/
engagement

Average score
for the year

72

72

69

67

Coverage

% of total FTEs

77

82

81

78

support across our global client base, contributed to higher levels
of fatigue and burnout. With over 13 per cent of our employees
working in this area, measures of engagement have been
impacted proportionately.

results and actions. Every LOB leader also shares their LOB-specific

Despite the difficult circumstances, our managers continue to do an

their respective organization. Keeping our employees informed

on items related to managers taking an interest in employees’

input on identifying priorities for action, help ensure the most impact.

helpful feedback and creating an environment where diverse

2021 performance

scores, a significant proportion of employees gave LifeWorks top

We conducted three pulse surveys in 2021 to measure levels of

respect and dignity and where the work is meaningful to them.

results and actions with their team, which in turn cascade through

exceptional job caring for employees, as evidenced by top scores

about results and how they are being addressed, and seeking their

wellbeing, communicating effectively with employees, providing

72
points
2021 average employee
engagement score

perspectives are valued. In addition to giving their managers top
scores for being a workplace where they feel they are treated with

employee engagement across our organization. Our results showed
an average score of 72 for 2021 at an average participation rate of

77 per cent. From mid-2020 to mid-2021, we saw engagement scores

increase despite the difficult environment in which we were operating.

4

Represents the average score across three surveys during the reporting period.
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Engagement measures for management
(Average annual score5)

5

2021

2020

2019

Wellbeing – manager
My manager takes a genuine
interest in my wellbeing.

83

81

-

Communication – manager
My manager communicates
effectively.

82

80

-

Respect and dignity
At LifeWorks, I am treated with
respect and dignity.

81

81

-

Feedback
My manager provides me with
feedback that helps me improve
my performance.

79

Inclusion – team
Our team has a climate in which
diverse perspectives are valued.

78

Purpose
The work that I do at LifeWorks
is meaningful to me.

78

75

77

76

73

75

76

Following a record-low voluntary turnover rate in 2020, when
economic uncertainty prevailed and employee mobility was at
historic lows, we experienced an expected increase in employee
turnover, in line with global trends and pre-pandemic levels. 2021
voluntary turnover of 22.3 per cent is indicative of both tight global
labour markets and a general pent-up demand among working
populations to move to other opportunities. Voluntary turnover rates
remained higher for women employees, indicative of the ongoing
strain of the pandemic on many who balance work and traditional
caregiving roles. For LifeWorks, our voluntary turnover rates are
heavily influenced by the high percentage of LifeWorks employees
working in our call centres.
Throughout 2021, we also relied upon our intensive program of
employee outreach and communications to help connect and
engage our people with their colleagues and our workplace culture,
as well as engender a sense of belonging across the organization
despite a largely virtual workplace. Several important initiatives
over the past year include:
бб Launching our new Panorama digital platform within our modern
digital workplace. Since its launch in 2021, Panorama has
become an invaluable resource for employees, a source of news,
information and tools, and complements our Microsoft Teams
enterprise collaboration and communication platform. Through
our Panorama site, we took the opportunity to solicit employee
feedback on our enterprise-wide communications activities.
Employees confirmed the value of a multi-channel approach to
Company communications to support engagement. We are also
leveraging our In-Touch weekly newsletter, our LifeWorks app
to share news, email announcements and our LifeWorks TV

network, along with regular employee webinars and town halls
to share information and foster a culture of belonging in the
digital workplace
бб Holding six Company-wide all-employee webinars and an
additional 12 calls with the GLT, as well as eight CEO-employee
virtual coffee chats. Nine sessions were dedicated to equity,
inclusion and diversity topics

Where we are heading
Employee wellbeing will continue to be a primary focus of our

engagement strategy going forward. Our goal is to support our
people as they navigate their return to office and successfully

manage the new challenges and anxieties of the post-pandemic
workplace. Creating a sense of belonging will be critical as we

adapt our engagement efforts, employee programs and advance
communications initiatives to best support a hybrid workforce.

Among our priorities, we are working to equip our people leaders

and our employees with the skills and tools they need to help ensure
that, regardless of whether someone is physically present, all

employees have equitable access to development opportunities, are
fully engaged and contributing positively to business productivity,
and receiving appropriate recognition for their contributions. In

parallel, we are proactively advancing our multi-channel employee
communications strategy with a substantial focus on wellbeing

delivered with more digestible and short communications. Rollout of
LifeWorks TV will also continue.

Represents the average score across three surveys during the reporting period.
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Human capital development
Successful organizations rely on a thriving, stable and engaged workforce.
This means fulfilling our responsibility to provide employees with

for employees to develop their talent to their full potential. It is

them develop to their full potential. By supporting the training and

deliver on our commitment to consider internal candidates first.

meaningful opportunities for learning and growth, and to help

development of our people, we help to ensure that our Company

has an able, knowledge-based, future-ready workforce to advance
our business strategy and fulfill our purpose of improving lives,
improving business.

important to us that as new positions and roles open up, we

Setting development objectives

unique titles, including hundreds of role-based and skill-based

Working with their managers, all LifeWorks employees and leaders

Developing our employees is one of our people strategy priorities.

requirements, personal career aspirations and business strategy and

Support Policy, articulates our belief that the key to our success is

people leaders and employees to ensure their development goals

are shared and development goals are aligned with evolving role

Our commitment, embedded in our Learning and Development

needs. We believe in the 80:20 rule for development and encourage

meeting and exceeding our clients’ expectations by investing in our

have sufficient on-the-job experiential elements.

personal development. We believe that professional growth and
development is a shared responsibility between employees and

our people leaders. Working in tandem, people leaders encourage
employees to take charge of their careers, set their personal goals
and achieve them, while helping identify opportunities
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eLearning educational and training opportunities to help them

advance their development goals. Our immersive online learning

What we are doing

All of our employees are offered opportunities for learning and

All of our employees have access to a wide range of in-person and

Our approach to training and developing our people includes:

establish annual performance and development goals. Perspectives

people and enabling them to experience more and grow with us.

Employee learning

Conducting regular performance appraisals
All LifeWorks employees participate in regular performance

discussions. Both formal and informal, our review process provides

an opportunity for employees to understand their progress against
goals and how they have performed. Regular check-ins between
people leaders and employees and continuous feedback are
encouraged and facilitated by our new HCM, Workday.

platform, which is available to all employees, features over 16,000
micro-learnings. Employees have access to monthly LifeWorks

Learning webinars, developed by LifeWorks for our clients, including
on important mental health and wellbeing topics, among others.

LifeWorks Fundamentals compliance training is also provided on the
platform. DEIB training on topics such as unconscious bias, antiracism, allyship and inclusive leadership is also available.

Training our leaders
We work closely with our leaders, managers, and emerging leaders

to provide them with the professional training, managerial skills and
development tools they need to be successful. We offer a broad

range of learning programs, including leadership and management
skills training, leadership coaching, assessments, peer-to-peer

learning and mentoring, where appropriate, to help our leaders
deliver outstanding client and employee experiences.
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Supporting continuing education
We provide financial support for tuition and related expenses at

recognized educational institutions to help our employees achieve
degrees and certifications. Our Actuarial Support Policy provides
our employees pursuing actuarial accreditations with a broad

range of resources, such as facilitating training hour requirements,
monetary support to cover fees and tuition and time away from
work for exam preparation. We also provide a similar level of

support to employees pursuing certifications such as the Certified

Financial Analyst (CFA) and Certified Employee Benefit Specialist

(CEBS) designations. Our EFAP counsellors have access to a range
of training and education programs to keep current with research

practices and professional skills. We reserve five paid days for them
annually per full-time equivalent (pro-rated to match the number
of days worked) for training.

At an enterprise level, we identify short- and long-term skill

requirements and adjust our learning and recruiting requirements
accordingly. With our new HCM in place, we will now be able to
track the skills and experiences we have across the enterprise,

anticipate gaps as our strategy and the market evolve and take
proactive steps to close such gaps.

Table of contents

2021 performance
Supporting our employees on their learning journey is an ongoing

priority. All of our employees (100 per cent) are eligible for training.
We achieved record levels of employee training and development
via our eLearning platform in 2021, as employees honed their

professional skills via our online learning platform, participated
in our LifeWorks Learning series focused on mental health and

9,450 unique courses for approximately 11,000 learning hours,
a 275 per cent increase over approximately 4,000 learning
hours in 2020

бб Providing over 161 wellbeing webinars during the year, 15 per
month, as part of our virtual wellbeing learning series. Over

wellbeing topics and participated in technical/role-specific

4,900 employee attendees participated for a total of 789,222

COVID-19 pandemic continued to present barriers to face-to-face

healthy eating and cooking demonstration workshops, mental

training through their lines of business, as needed. While the

hours of learning. Topics included: practical financial planning,

development opportunities, we met our learning and development

health awareness and stress reduction tools

goals in these key areas:

бб Delivering an average of 14 hours of training per full-time
equivalent (FTE) employee and an average spend of $400 per
FTE during the year6

бб Conducting performance appraisals against management
objectives for 100 per cent of employees
бб Awarding 12 per cent of new positions to internal candidates, an
increase from 10 per cent in 2020, and doubling the percentage
of positions filled internally since 2019

бб Offering employees access to over 2,000 unique online courses
and approximately 13,000 unique video modules designed for the
modern learner, to support their individual development goals

6

бб Increasing the number of unique learners to approximately
3,500 in 2021 from 2,700 the prior year. They completed over

бб Achieving a 100 per cent completion rate for LifeWorks’ annual
cycle of employee compliance training through LifeWorks
Fundamentals, which included Code of Business Conduct and

Ethics, Data Privacy and Cybersecurity, Anti-Harassment and
Violence, and Human Rights topics. All LifeWorks employees
completed a minimum of two hours of compliance training

бб Expanding our LifeWorks Fundamentals training with new modules
on anti-bribery and return to office
бб Providing over 1,125 hours of DEIB training for the GLT, each
completing nine hours of training
бб Delivering over 1,320 hours of leadership training to 180 leaders
бб Supporting our 377 actuarial employee candidates with
36,743 hours of training in 2021

Based on full-time equivalent employees for 2021. These training figures do not include the extensive technical and role-specific training at the line of business level.
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Where we are heading
We will continue to provide meaningful opportunities for education
and development, including experiences designed to meet the

ongoing needs of our hybrid workforce and our current and future

business needs. With our robust and accessible eLearning platform
firmly established and becoming the definitive digital platform for

employee learning, we will continue to migrate courses and content
to the digital platform with a focus on micro-learnings as well as
hard- and soft-skills training. For our employees and our people

leaders, we are enriching the content to foster the skills for career

success and leadership, respectively, in a hybrid modern workplace.
In 2022, our Integrated Health Solutions business will move its

clinical training content online to support their front-line people as

eLearning continues to grow as a vital and accessible development
tool and to track completion and performance. Adaptation

will be an ongoing priority to help ensure equitable access to a

broad range of developmental opportunities such as mentorships
and sponsorships for all employees regardless of their choice

12%

2,296

100%

new positions
filled internally

new hires in 2021

received performance
appraisals
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Advancing mental health and wellbeing
Employee mental health and wellbeing are critical to the health of our business.
Why it matters

What we are doing

all LifeWorks regions. By tracking and understanding the mental

There are many aspects of employee wellbeing, all of which impact

As a leader in mental health and wellbeing, we seek to treat our

that our people feel supported and have access to the resources and

significantly influences a broad range of business success factors,

Our ultimate vision for mental health and wellbeing is to ensure that

organizational performance. The mental health of a workforce

such as employee turnover, creativity and innovation, daily problem
solving, customer service, internal collaboration and employee

collaboration, and if not supported could contribute to higher health
benefit and absence costs. Mental Health Index by LifeWorks™

research conducted over the past several years has also shown that
the mental health of working populations is becoming increasingly
strained. Rising customer service expectations, the fast pace of

change due to frequent industry disruption, and the changing nature
of the work environment such as more unstructured work situations,
have increased the mental demands of work itself. Geopolitical

tensions given the war in Ukraine, rising inflation, and the threat
of new coronavirus variants as the pandemic continues, are all
expected to add to existing mental strain.
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people in the same way we want our clients to treat their employees.

health and wellbeing of our people, we are better able to ensure
services they need to be well.

LifeWorks leads the market as a place where employees are inspired

We recognize the crucial connection between the mental health

of mental health research to benchmark our performance, and use

We are advancing three primary objectives:

Assessment (TWA) to understand the stresses and challenges facing

бб Provide a psychologically safe and healthy environment that
contributes to mental health and overall wellbeing

Mental health in the context of workplace anxiety or stress is

бб Ensure employees feel encouraged and enabled to manage their
mental health and wellbeing

and supported to flourish. We look to our comprehensive program
our engagement pulse surveys and the LifeWorks Total Wellbeing
our people, and the impacts on their mental health.

also tracked on a quarterly basis through our various providers.
Through our regular pulse surveys, we also monitor the mental

wellbeing of our people benchmarked against the Mental Health

Index by LifeWorks™. The results help us track the mental health of

and wellbeing of our people and our organization’s success.

бб Create and maintain a supportive community that fosters
belonging and takes a genuine interest in each other’s wellbeing

our people relative to the scores of the working population across
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Our workplace mental health and wellbeing strategy is

As our mental health and wellbeing strategy unfolds,

enterprise. As a strategic driver of our business, we regularly assess

mental health expertise, thought leadership and innovative products

shaping our initiatives and programs. We look to our employee

to inform our strategy and actions. Our 2021 Employee Wellbeing

multidimensional. As a mental health leader, we are applying our

and services to shape our actions across our workplace. Among our
priorities for action, we are:

Providing education, awareness and a community of support for

our people – Among our initiatives, we offer an extensive calendar

of mental health and wellbeing webinars on critical topics, as well as
access to a dedicated wellbeing channel of eLearnings. Our leaders
are trained and supported in the development of their skills to help
foster a mentally healthy workplace. And, we are beginning to

leverage our empathy circles to support a culture of belonging that
we know supports mental health and overall wellbeing.

Curating offerings along the mental health continuum that support
optimal wellbeing – With a broad range of mental health services

and supports, we are building awareness of and promoting benefits
and programs offered to our people and facilitating access to these
resources. We regularly review our benefits programs and make
recommendations to meet emerging employee needs and as a
strategic differentiator in the competition for talent.

Adopting ways of working that create a psychologically safe and
healthy work environment – We leverage our digital tools, such as
Microsoft Teams, Viva and others, to promote healthy work habits
that help employees make the most of their time away from work.

We are in the process of adopting policies to support the employee’s
right to disconnect.
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measurement plays a critical part in tracking our progress and

employee wellbeing across our workforce, and the results are used

engagement scores pertaining to wellbeing, sense of belonging

Report provides insight into our performance and scores against

benchmarked against the LifeWorks Total Wellbeing Assessment

assessments of the LifeWorks workforce conducted in 2021.

and psychological safety, as well as burnout risk factor scores,

and the Mental Health Index by LifeWorks™, to help us assess our

the Total Wellbeing Index (TWI) and Mental Health Index (MHI)

progress and inform our actions. An example of one of the actions

2021 LifeWorks Employee Wellbeing Report

health and wellbeing of our employees is the addition of a number

In this Report, we disclose LifeWorks scores against the available

among our employees, not unlike the employees of our clients, was

the Total Wellbeing Assessment, the Mental Health Index and the

we have taken in response to our closely monitoring the mental

of employee workshops on burnout when the potential for burnout

global benchmarks in total wellbeing and mental health, specifically

beginning to show up as a potential risk.

new Wellbeing Strategy Index for Mental Health. Using these

2021 performance

providing needed supports to key at-risk groups including our data

We advanced our mental health and wellbeing strategy over the

mental health-related supports to our clients.

course of 2021. We continued to offer our employees access to

insights, we are focusing attention on monitoring burnout and

and technology team, and those working on the front lines delivering

our services and products including our internet-based cognitive

behavioural therapy program LifeWorks iCBT® and our LifeWorks

mobile platform with its extensive offering of modules and resources
such as Health and Wellness Coaching, as well as CareNow™ for
self-directed mental health support.

We place critical importance on benchmarking the mental health

and wellbeing of our workforce against global trends. Leveraging
our research expertise, and measuring and tracking against

benchmarks, in aggregate and across our jurisdictions, provides us

with an invaluable lens into mental health and wellbeing across our
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Total Wellbeing Assessment – June 2021
In June 2021, we conducted the second Total Wellbeing Assessment (TWA) of our global workforce.

The TWI results continued to demonstrate high confidence levels year-over-year and are above benchmark in all measures of wellbeing.

The Total Wellbeing Index – LifeWorks 2021
Employee Wellbeing Report
We believe employee wellbeing is a critical measure of social performance. As a strategic driver of our business,
we regularly assess employee wellbeing across our workforce. In this report, we report LifeWorks scores across

69

Mental wellbeing

8

Benchmark: 61

63

Physical wellbeing

2

Benchmark: 61

79

Financial wellbeing

6

Benchmark: 73

74

Social wellbeing

5

Benchmark: 69

71

Total wellbeing

the available global benchmarks in total wellbeing and mental health, specifically the Total Wellbeing Index (TWI)
and the Mental Health Index.

Total Wellbeing Index™ – 2021
Confidence level: Very good
The level of the organization’s data is representative

71 out of 100

Recommended focus:

Driver of work stress:

бб Burnout
бб Anxiety

бб Inefficiencies in
work processes

бб Repetitive strain and
sedentary behaviour

hinders productivity

Our TWI assessment scores indicate that burnout, anxiety

and sedentary behaviours remain key areas of concern for

81

Total wellbeing reflects the amalgam of all scores

Productivity
Productivity reflects absence, presenteeism
and discretionary effort

Prior year: 72
Benchmark: 67

Prior year: 82
Benchmark: 75

our organization.
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Mental Health Index – 2021
Drawing on the results of the Mental Health Index (MHI) has enabled us to better understand how our employees are managing under the sustained pressures
arising from living and working under pandemic conditions, and the rise in both demand for and the intensity of our services. Results for the MHI in 2021 show

that while the ongoing mental health strain of the past two years is continuing to impact all, the scores for LifeWorks employees remain well above benchmark.

The Mental Health Index – LifeWorks 2021
Confidence level: Very good

+6.1
Global LifeWorks
average above
benchmark

Australia

-3

The level of the organization’s data is representative

Variance from regional scores
Australia

+9.6

Canada

+7

United Kingdom

+6.1

United States

+3.2

Canada

-3.7

extent of improvement/decline in mental health compared to the benchmark.
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The comparison chart
shows the MHI scores

for LifeWorks, relative

-10.7

to the scores for the
United Kingdom

-4.8

United States

-1.3
-4.5

working population

in each region for the
noted month.

-10.8

The Mental Health Index (MHI) score reflects the deviation from the benchmark period 2017-2019.
The scores of the benchmark period are normalized to zero. A positive/negative score shows the

ЖЖ June Country MHI

-12.6

LifeWorks is faring better than the general working

population in each region by between 3.2 and 9.6 points.

ЖЖ LifeWorks

The 2021 MHI data
for LifeWorks was

collected as part of a

Total Wellbeing Index
assessment.
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Wellbeing Strategy Index
We conducted our first assessment against the Wellbeing Strategy Index (WSI) in early 2022. A companion to the MHI, the WSI provides insight into LifeWorks’ ability to support
worker mental health and wellbeing. The WSI will enable us to better determine needs that are specific to various groups within LifeWorks and to measure our ability to adapt to

meet those needs over time. Together, the TWI, WSI and MHI results will inform our strategic planning in those areas pertaining to mental health and support our social reporting.

The Wellbeing Strategy Index for Mental Health – LifeWorks 2021
80
Wellbeing Strategy
Index score for
mental health

Your organization is Compliant with basic risk management.
Your organization is Leading in your mental health strategy
with a score of 80 overall and strong scores in each level.
Your next focus should be improvement in your
Cultural Integration.

You show a strong commitment to and strategic investment in
Scores for the Compliance level of the
maturity model:
Non-compliant

0-99

Compliant

100

Scores for Foundation, Programming,
Cultural Integration and overall maturity:
Developing

0-49

On Track

50-70

Leading

80-100

The industry benchmarks are not currently
sufficient to include in the reporting

Compliance – complying with basic risk management relating to mental health
Non-compliant

Compliant
100

Foundation – basic mental health and wellbeing supports
Developing

On track

Leading
80

workplace mental health.
Key recommendations:

бб Evaluate and address the psychosocial risks related to more
job categories than those that are currently addressed

бб Use objective data to inform continuous improvement of your
mental health communications
Your full report shows additional and more detailed
recommendations for your next steps in continuous
improvement.
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Programming – Proactive programs and practices to optimize mental health and wellbeing
Developing

On track

Leading
72

Cultural Integration – visible integration of wellbeing in leadership and norms
Developing

On track

Leading
68
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Where we are heading
We are committed to ensuring that no one is left behind. Everyone

Table of contents

Keeping our people safe

deserves to be at the top of their own scale for mental health and
wellbeing. For this to happen in our workplace and through our

services, we will continue to focus on eliminating stigma, ensuring

Why it matters

available to our employees to make it easy to take the first and

Protecting the health and safety of our employees comes above

health and wellbeing will also remain a cornerstone of our wellbeing

our business are low relative to more industrial workplaces, a safe

people leaders in the mental health and wellbeing of our people.

productivity, and essential to attracting and retaining the best talent.

health and wellbeing of our people through access to training and

health are integral to the wellbeing of our people and fundamental

inclusivity and belonging, and simplifying the landscape of services

everyone, safety is also every colleague’s responsibility, shared
equally by employees and managers.

next steps. Advancing education and awareness around mental

all other priorities. While the physical safety risks associated with

Every colleague must ensure his or her own safety by working in

strategy across the Company. We recognize the critical role of our

and healthy workplace is critical to organizational success and

procedures established by the Company.

We will continue to support our leaders in their role in the mental

As a responsible company, safety as well as mental and physical

creating data-driven insights so the best actions can be taken for

to our core purpose of improving lives and improving business.

each individual and each organization.

What we are doing
The health and safety of our employees is a core component of
our corporate responsibility program and one of the ESG risks
we manage day to day. Our goal is to provide and maintain a

safe and healthy work environment for all of our employees while

meeting industry workplace standards, compliance and legislative
requirements in every jurisdiction where we have a presence.

Our Occupational Health and Safety Policy is reviewed annually
and embeds our commitment to health and safety across the

Company. It ensures that our LifeWorks management and employees
equally share responsibility for reducing accidents and absenteeism
by performing jobs in a safe and healthy manner. While supervisors
are responsible for ensuring that the work environment is safe for
LifeWorks Inc. | 2021 Environmental, Social and Governance Report

compliance with the law and with safe work practices, policies and

Our Joint Health and Safety Committee (JHSC) provides a forum

for employee and management representatives to bring health and

safety issues forward and meets on a regular basis to deal with such
issues. The JHSC promotes collaboration and cooperation within

our workforce toward solving health and safety issues, and it is the
responsibility of the JHSC to ensure their resolution.

At any time, our employees have the right to refuse to perform tasks
without penalty if they perceive the work environment to be unsafe.
First aid teams and kits are available in all of our offices. In the
case of a medical or safety emergency, we rely on community
emergency services.

We track and report employee absences through our recently

implemented Abiliti Reporting tool across all of our regions. We
also monitor extended absences through our various short-term
disability providers, ensure that all workplaces are accessible,
and create facilities and workplaces that meet the ergonomic
needs of our people.
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2021 performance

Ensuring safety measures are in place to support a safe Return-

Highlights of our 2021 performance also include:

Over the past two years, the health, safety and wellbeing of our

PWG. The Company implemented numerous pandemic-related

бб Reporting zero work-related fatalities and zero material incidents
of non-compliance and zero fines/penalties pertaining to health

employees have remained the driving force behind everything we
do in response to the global pandemic, which has presented new

and unique challenges. Governed by our Pandemic Working Group
(PWG), we continued to embrace a careful and precautionary

approach to mitigating the spread of COVID-19 in our workplace.
The PWG remained informed of and aligned with public health
recommendations and industry standards, thus successfully

preventing workplace outbreaks during the course of the pandemic.
Most of our offices have largely remained closed to clients and
employees working on-site, with the exception of employees

providing essential services. Nothwithstanding, we continued

to prioritize providing our people with the resources they need
to support their physical, mental and financial health from a

the importance of the ongoing support we continue to offer our

employees at this unique and challenging time so they feel safe,

supported and connected to our Company during the pandemic.

to-Office (RTO) program has been an ongoing priority of the
policies including a Mandatory Vaccination Policy where the

Company encouraged vaccinations and provided paid time off
for employees and their children to get vaccinated. Under the

direction of the PWG, the Company also implemented mandatory
employee training, a rapid screening program, Safety Plans for

each office globally, COVID-19 screening health questionnaires,
safety protocols, travel and access restrictions, resources for

supporting our leaders, town hall meetings to provide current
information, Company branded posters, regular emails to

communicate the status of the Safety Plans and re-opening plans,
frequently asked questions, reporting, and a “COVID-19 office

re-opening resources” page on the Company’s intranet to provide
employees with access to up-to-date information at all times.

Our RTO program has unfolded on a regional basis, as public
health legislation and guidance vary by region. Our offices

will re-open through a controlled phased approach from Phase 1

(offices closed) to Phase 2 (offices open with restrictions) to Phase

3 (offices fully open). To remain committed to supporting flexibility

and safety

бб Completing the year with a low absentee rate of 0.53 per cent
of total days scheduled in 2021 compared to 3.6 per cent of total
days scheduled in 2020, based on 85 per cent of LifeWorks’ FTEs

бб Achieving 100 per cent employee representation on JHSC
in Canada, and 62 per cent employee representation across
the Company

бб Providing 1,549 hours of employee health and safety training
across our workforce
бб Introducing a mandatory COVID-19 occupational health and
safety training requirement for all employees, including remote
workers, and reporting a completion rate of 97 per cent

бб Providing all of our employees with paid time off to receive
COVID-19 vaccines for themselves and for their children

and personal choice, the phased re-opening is based not only on
local regulations, but also office readiness, team readiness, client
readiness, community readiness and employee readiness.
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бб Establishing pandemic-related policies, including the Pandemic
Travel Policy, Access Distancing and Hygiene Policy, Policy for

Table of contents

Where we are heading

the Prevention of Infectious Diseases in the Workplace, and the

In the year ahead, we will continue to support our employees as

North America choosing to go into a LifeWorks office

our offices and client sites as public health restrictions/laws are

Mandatory Vaccination Policy for all LifeWorks employees in

бб Maintaining a rapid screening program primarily for employees
in five Canadian provinces who are predominantly in clinical roles
meeting directly with clients

the Company transitions to Phase 3 and our employees return to
gradually relaxed. We expect to continue to adapt our safety

policies and programs to ensure that we are meeting the needs of
our hybrid global workforce.

бб Adding emergency health supports for our India-based
employees facing extraordinarily high rates of COVID-19 arising

from the Delta variant around the globe. India was hit hard during
this time. To help protect our employees working in Gurgaon,

special kits were sent to the home of every employee containing

personal protective equipment, vitamin supplements, disinfectant
and other needed items. We also provided access to additional

digital healthcare for round-the-clock medical assistance for our

employees and their families and access to additional laboratory
services and testing. In the face of India-wide oxygen shortages,
oxygen and oxygen concentrators were made available to our
employees in case of any medical emergency. These measures
helped us keep our employees safe, effectively preventing
widespread illness across our Indian workforce
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Supporting communities
Improving one billion lives is our shared aspiration.
Why it matters

What we are doing

For LifeWorks, community wellbeing is core to our values, our brand

Fostering good mental health and wellbeing across communities

and economically prosperous communities, we are advancing

strategies. Whether we are supporting communities experiencing

and our business. We believe that by supporting strong, socially

our purpose of improving lives and improving business. While the

essence of our business is to help improve the lives of our employees,
our clients and their people, we also believe that contributing to

the mental health and wellbeing in the community is fundamentally
important to our employees, our broad community of stakeholders
and our business. Through our contributions, we maintain our

position as a trusted community partner, attract, retain and engage
our employees, and contribute to the wellbeing, mental health and
overall productivity of broader society.

is at the centre of LifeWorks’ business and our community investment
difficult times, delivering on our long-term strategic partnerships,

or supporting new initiatives, our priority is to contribute our mental
health support and expertise where we believe we can have the

greatest positive impact on people and communities. Integral to

our strategy, we also place high importance on opportunities for
engagement with our employees and clients across our LOBs in
our communities. As a UNGC participant, we also seek broad

alignment of our community initiatives with the advancement of the
Sustainable Development Goals (SDGs) where our business and
community intersect.

Our approach is multifaceted. We contribute broadly to our

communities through strategic corporate partnerships, employee

LifeWorks’ employees volunteer at the foodbank,

monetary support and in-kind donations. LifeWorks provides

to those in need.

volunteerism, grassroots projects and initiatives, as well as direct

Moisson Montréal, helping to provide food security

support at the national, regional and local levels.
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Providing our people with opportunities to contribute positively in

2021 performance

At the regional and local level, pandemic conditions necessitated the

culture of engagement. Our employees play an invaluable role in our

Supporting the mental health and wellbeing of our communities

and volunteer-based initiatives across our geographies in line with

corporate initiatives, such as our partnership with the UNHCR,

program in 2021. As the COVID-19 pandemic continued to strain

employee volunteerism program, we also provide our employees

extreme weather events, violence and social justice, the need for

at the grassroots level.

greater. We have been helping to meet these needs, over the past

Oversight of community programs resides with our Executive Vice

especially impacted by the pandemic, including vulnerable groups,

their communities is important to our purpose and to supporting a

citizenship efforts. We encourage our people to support our flagship

continued to be the primary focus of our community investment

known as the “Kakuma Project”. Through our Improving1billionlives

society for a second year, combined with global challenges of

with one paid day annually to contribute their time in the community

community assistance and mental health services has never seemed

President, General Counsel and Corporate Secretary. Accountability
for our community investment strategy and community programs

is the responsibility of our Senior Vice President, Global Corporate

year, by providing mental health support generally and for those
while renewing our enduring programs as a trusted and reliable

public health measures and pandemic restrictions for the second
consecutive year.

Community spending by category
64% Community
investments

community partner.

Communications and Sustainability. For the local communities and

Corporately, we renewed LifeWorks’ flagship strategic partnerships

responsibility of our regional leaders.

Canada, the UN Refugee Agency and the Canadian Olympic

regions where we have a presence, community initiatives are the

postponement or cancellation of most of our community programs

with the United Nations High Commissioner for Refugees (UNHCR)
Committee. We also initiated a review of LifeWorks’ governance

28% Charitable
donations

and management framework for community investment to ensure

alignment with our mental health objectives and business strategy.
The results will enhance our community investment and donations

program, streamline decision-making and strengthen oversight and

8% Commercial
initiatives

reporting across our geographies.

In Canada, through community contributions and strategic

partnerships, we continued to provide and expand free access to

our mental health products and services to support mental health
and wellbeing in the broader community.
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An overview of our 2021 community investment initiatives follows.

in Kakuma Refugee Camp, Kenya. While the future of the Kakuma

Refugee Camp is uncertain, our support for UNHCR and belief in the
importance of the Kakuma Project are steadfast. Read Renewing
our partnership with the UN Refugee Agency: The Secondary

Canadian Olympic Committee (COC)

School for Girls at Kakuma.

We renewed our long-standing partnership with the Canadian
Olympic Committee (COC) until 2028. LifeWorks is the Official

Mental Health Partner of Team Canada and a founding partner

of Game Plan, Canada’s national team athlete wellness program.

Since the partnership began in 2015, the initial offering has included
career management support, networking, education, mental health
Photo credit: Andrew Lahodynskyj/@lahophoto on IG

“Thanks to our partnership with LifeWorks,
Team Canada athletes have one of the
most robust mental health and wellness
plans in the world. With LifeWorks as
a foundation and crucial resource, a
specialized network of mental health
professionals, and Game Plan, our athlete
wellness program, Team Canada has
never been in a better position to support
athletes’ success on and off the field of play,
especially throughout the pandemic.”
David Shoemaker, Chief Executive Officer and Secretary
General, Canadian Olympic Committee
LifeWorks Inc. | 2021 Environmental, Social and Governance Report

training, personal and life skills development, and awareness and

access to health resources. Under the renewed agreement, LifeWorks
will continue to offer Team Canada, its coaches, staff and their

family members mental health resources as well as access to digital
services from LifeWorks Total Wellbeing Platform, providing 24/7

counselling and online wellbeing resources to keep users connected,
informed and engaged with health risk and fitness challenges, and
access to LifeWorks AbilitiCBT. The renewed partnership will cover
the next four Olympic Games, including Beijing 2022, Paris 2024,
Milano Cortina 2026 and Los Angeles 2028.

Supporting the UNHCR, the UN Refugee Agency:
the Kakuma Project

Together with the contributions from our employees, we are proud
of our long-standing commitment to the UNHCR, the UN Refugee

Agency, to provide support for the girls and young women attending

the Secondary School for Girls. In 2021, we renewed our commitment

Supporting the Inclusive Local Economic Opportunity Initiative
As a signatory of the United Way of Greater Toronto’s Inclusive

Local Economic Opportunity (ILEO) initiative, LifeWorks’ community
and inclusion and diversity strategies come together. Initiated

in early 2020, the ILEO initiative’s goal is to reduce poverty by

fostering public and private investment in Greater Toronto Area
(GTA) neighbourhoods. The Greater Golden Mile (GGM) is the
neighbourhood identified to receive support, a racialized and

economically disadvantaged Toronto community. To support these

objectives, we made good progress in a number of important areas

in 2021. We hired 11 residents from the GGM, far exceeding our 2021

target of five new hires. We advanced our local procurement efforts,
spending over $10 million on goods and services in the GGM. In

keeping with our strategic focus on mental health, we continued to

offer free access to AbilitiCBT™ to GGM residents. To date, close to

700 community members have accessed iCBT support. Our program
to procure artwork from GGM artisans is ongoing. Looking ahead,

we are building a mentorship program to increase employability and
social capital for GGM residents.

to the UNHCR and our support for the Secondary School for Girls
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LivingWell Podcasts: Supporting the wellbeing of Canadians

Brothers Who Care

Since the early days of the pandemic, we have been helping

Our support of Brothers Who Care (BWC) began in late 2021. In

need as they navigate pandemic life. We produced 14 Living Well

LifeWorks is contributing to BWC’s “Mental Health Hour”. Through

Canadians by providing them with the support and resources they
podcast episodes with host Mark Henick in 2021, as we continued
to provide an international audience information on an array of
wellbeing topics. Among the episodes in 2021, LifeWorks CEO

Stephen Liptrap and Paula Allen, Global Leader and Senior Vice
President, Research and Total Wellbeing, along with Amy Morin

and Jonny Benjamin, explored the topic of resilience. Since launch,
407,748 Living Well podcasts have been downloaded and the
audience continues to grow. Listen to LivingWell.

keeping with our focus on mental health and our DEIB strategy,

monthly sessions, this new program is helping to reduce the stigma of
mental health and normalize the conversation about mental health
in the Black community. Among its goals, the program is intended

to help raise awareness of mental health resources and topics and
direct the Black community to valuable services that are available

to serve and strengthen the community. Considering mental health
topics through the Black male perspective, Mental Health Hour

areas of discussion will address a broad range of topics – children,

youth, relationships with women, racial trauma, as well as the social
determinants of health.

Improving 1 billion lives
one river at a time
LifeWorks employees have found creative ways to volunteer
safely during the COVID-19 pandemic. Calgary-based
counsellor Bradley Olorenshaw (above) paddled his

way to cleaning up the Bow River in Calgary, Alberta
in 2021. During the clean-up, Bradley removed an

assortment of discarded items including a bicycle, a tire
and a shopping cart.

Mark Henick, host of LivingWell.
LifeWorks Inc. | 2021 Environmental, Social and Governance Report
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2021 trauma event crisis lines supported

Supporting the mental health of communities during times of crisis

Attack on the U.S. Capitol, Washington, D.C., United States

January 2021

year, we continued our trauma support program, offering assistance

Shooting, Boulder, Colorado, United States

March 2021

Derek Chauvin verdict/conclusion of George Floyd murder case, Minneapolis, Minnesota, United States

April 2021

Killing of Daunte Wright, Brooklyn Center, Minnesota, United States

April 2021

Residential School mass graves discovery, Kamloops, British Columbia, Canada

May 2021

Active shooter, Moncton, New Brunswick, Canada

May 2021

Terrorist attack, London, Ontario, Canada

June 2021

Residential School mass graves discovery, Saskatchewan, Canada

June 2021

and Australia, as well as for significant international events. More

Building collapse, Miami, Florida, United States

June 2021

invasion of Ukraine on February 24, 2022.

Assassination of Haitian President, Haiti

July 2021

Withdrawal from Afghanistan

August 2021

Hurricane Ida, Gulf Coast of the United States

August 2021

National Day for Truth and Reconciliation, Canada

September 2021

School shooting, Arlington, Texas, United States

October 2021

Severe weather and floods, British Columbia, Canada

November 2021

Tornadoes and severe weather, Arkansas, Illinois, Kentucky, Missouri, Mississippi and Tennessee, United States

December 2021

is a mainstay of our corporate citizenship program. Over the past

through specialized counselling to communities experiencing natural

disasters and traumatic events. Launched soon after the 9/11 tragedy,
we have continued to open up our crisis lines and dispatched our

on-site trauma team as the need arises. Using every tool available
to us – clients, employees, local officials and traditional and social

media channels – we strive to promote the availability of counselling
support for those who need it.

During 2021, we opened up our bilingual crisis hotline to 16

significant emergencies in Canada, the United States, Europe
recently, we also opened our crisis lines following the Russian
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Renewing our partnership with UNHCR:
the Secondary School for Girls in Kakuma
Our partnership with UNHCR Canada, the UN Refugee Agency

and support for the girls and young women of Kakuma has been

an ongoing source of pride for our employees and our Company

for over a decade. This year we renewed our financial commitment
to the Secondary School for Girls in the Kakuma Refugee Camp,
pledging support for operating costs from 2021 to 2025. Since

opening its doors in 2014, the school has successfully provided girls
and young women with a safe and secure place to learn and is

consistently named one of the top schools in northwestern Kenya
based on national exam results.

The Secondary School for Girls was founded with the mission of

creating a better quality of life for young women in Kenya’s Kakuma
Refugee Camp, upon recognizing that many young girls were

routinely denied access to education. Through a partnership with

LifeWorks and UNHCR Canada, the UN Refugee Agency, the school
has established a foundation of inclusive learning and furthered

Table of contents

International Kenya and a team of 18 teachers, including eight

women and a supporting staff of some 20 people, many of whom
are refugees living in the Kakuma Camp.

To date, 437 young women have graduated from the school,

including 24 women who are currently pursuing post-secondary
education throughout Africa, Canada and Costa Rica.
Meet Esther: Life away from Kakuma.

LifeWorks is one of the largest corporate donors to UNHCR Canada.
Affectionately known as the “Kakuma Project” across our Company,
our employees have historically played an important role in

helping the girls of Kakuma overcome systemic disadvantages.

2021 Update: the Secondary School
for Girls in Kakuma
Like so many people around the globe, the lives of the girls and

young women of the Secondary School for Girls in Kakuma were

also affected by the global COVID-19 pandemic. Kenyan schools
were closed partway through 2020 for an extended period of

time, reopening in May, with 93 per cent of the students from the

Secondary School for Girls in Kakuma returning to class to complete
their academic year.

Due to the pandemic’s continued presence in Kenya and across the
globe, the school introduced a range of new safety guidelines and

Our work with UNHCR to support the people of Kakuma is

enhancements, including:

Development Goals (SDGs): Zero Hunger, Good Health and

бб Wearing reusable cloth masks and encouraging frequent
handwashing

contributing to the advancement of several UN Sustainable

Well-being, Quality Education, Gender Equality, Decent Work
and Economic Growth, Reduced Inequalities and Partnership
for the Goals.

бб Regular sanitation of classrooms, washrooms, dormitories and
other common areas

the education of young women across the region. It is making an

appreciable difference by providing access to quality education to
young women that would otherwise not be available.

The school is now a centre of excellence and empowerment for those
girls who show academic promise. Students are multi-faith, multi-

ethnic and are chosen based on their academic record and degree
of vulnerability, with 20 places reserved for girls from the local

catchment area. Daily operation of the school resides with Windle
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бб Establishing an isolation facility to prepare in advance for
potential cases of COVID-19

Kakuma Refugee Camp

бб Adding more toilets to avoid congestion in the washroom during
breaks

Location: Northwestern Kenya

бб Conducting daily body temperature screenings of staff, students
and visitors

Camp population: 173,735

(excludes the Kalobeyei settlement)

During the year, there were 38 staff working in the school as

teachers, cooks, security staff and matrons. Twenty-four of the

Established: 1992

teaching staff were also refugees residing in the camp. A testament

Status: Refugees/asylum seekers

to the quality of education provided at the school, many of the

students have received recognition for top academic performance
through the years. In 2020, the Secondary School for Girls in

Kakuma was ranked second out of 15 schools in the national exams

in the Turkana West sub-county. Among the recent individual student
achievements, one student earned the distinction of top female

student out of 531 who sat for the Kenyan Certificate of Secondary
Education exam. The same student also ranked in the top 20 out

of 2,100 students who sat exams in the camp. In December 2021, a
fellow student also received the inaugural Christopher Allen Prize

for Writing in the first year of the competition for secondary school
students of South Sudanese descent living in Africa.

In 2021, the Government of Kenya announced its intent to close

Primary countries of origin: South Sudan, Somalia,

the camp remains uncertain, LifeWorks’ commitment to UNHCR

Sudan, Uganda, Eritrea, Rwanda

the Kakuma Refugee Camp after 30 years. While the future of

Canada and our students remains steadfast. We are encouraged
by the Joint Roadmap on Solutions for refugees in Kenya, signed

by the Government of Kenya and UNHCR, which emphasizes the

importance of sustaining education services for refugees to enhance

Number of schools serving region: 27 primary,

9 secondary (includes two satellite schools set up to

accommodate high school populations in the camp)

refugee protection while durable solutions remain imperative.

Average class size: 100+ students

of refugees in national and sub-national development plans and

Estimated student population: 90,000

The Refugee Act 2021 also underscores the importance of inclusion
the importance of promoting the development of accredited skills

Among this year’s 71 graduates, four students were awarded World

and qualifications as a key to building resilience whether for living

to Canada for 2021–2022.

for resettlement to a third country. Our ongoing support for the

University Service of Canada Student Refugee Program scholarships

Democratic Republic of Congo, Burundi, Ethiopia,

in displacement, for reintegration in countries of origin, and/or
Secondary School for Girls in Kakuma is well-positioned to
contribute to these goals.
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Meet Esther: Life away
from Kakuma
From the heat and dust storms of
the Kakuma Refugee Camp in Kenya,
to Canada’s University of Toronto,
Esther is following her dreams.
A determined 23-year-old, originally from South Sudan, Esther

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

on studying.

Esther’s story is one of perseverance and hard work. Now living
in Canada and attending post-secondary school, Esther’s life

changed forever upon receiving the opportunity to attend the

School in Kakuma. She credits her tough but nurturing teachers
at the School, and the prospect of opportunities for higher

education, as a source of strength to succeed and study. Cultural
Day remains one of her favourite memories as the girls from

nine countries learned about each other and celebrated their
differences together.

During her attendance, she took on leadership roles as Head

one of the over 400 young refugee women who have graduated

opportunities at the School helped her develop strong public

their lives.

the well-regarded Kenyan education system provided a strong

For the girls and young women who attend the School, Esther

Kakuma, post-secondary education in Toronto wouldn’t have

in 2014, and was part of the first cohort of students. Today, she is

Girl and Library Captain, and alongside her studies believes that

from the School and are making their mark in the next phase of

speaking skills. She also believes that being educated through

When the girls arrive at the school, they come from different

Canada, as well as volunteering as a mentor for Black youth.

share a small living space, and provides an opportunity to focus

entered the Secondary School in Kakuma shortly after it opened

acknowledges that life in the Kakuma Camp is very difficult.

Esther is thriving academically at the University of Toronto,

environment, where households of up to 20 people sometimes

foundation for university. Without her years at the School in
been a reality for Esther. The School opened doors for her.

backgrounds and bring different challenges. Some of the girls

Upon graduating from the Secondary School, Esther received

them fresh hope and the physical and mental space to support

A high achiever and natural leader, Esther continues to thrive

are feeling hopeless by this point of their lives. The School gives

a scholarship enabling her to attend the University of Toronto.

learning. It is an important escape from the overcrowded living

academically. Working as volunteer mentor for Black youth

Continued on next page >
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Meet Esther, continued
in the community, she is drawing upon and sharing her own

experiences. “There is that one person that plants that seed

that says, I believe in you, this is possible,” comments Esther.
“They see you and they think, this is someone who’s made it
right,” she says as she reflects on her work to inspire others.

Table of contents

When asked about advice she would give to others, she

reflects upon the sage words of Madam Irene, the School’s

Over the next year, our continuing focus will be on contributing

giraffe has a very long neck, it sees far in the distance, not just

With pandemic restrictions easing across our geographies, we are

principal, to “think like a giraffe”. She explains that because a

positively to mental health through our community programs.

what’s around them. Along with her time at the School, Esther

looking forward to:

life. While graduate school or law school are currently in her

бб Launching our renewed Improving1billionlives employee
volunteer program, administered through Workday, to support

credits this advice as changing her way of thinking and her

By mentoring Black youth, Esther says, she hopes to help them

sights, Esther remains undecided about her next steps. She is

and to know that they have a future. “Sometimes, they need

of her dreams or define who she is and, to this day, is heeding

feel like they belong, empowered to have success in university

determined not to let environmental factors stand in the way

a little push” she adds, and in her words, “they do need to

Madam’s advice to “think like a giraffe.”

embrace and love their skin.”

Alongside her studies and volunteer work, Esther has worked
for LifeWorks as a summer student. She truly considers

working for LifeWorks, the organization that helped her

realize her goals, as a “dream come true.” Always learning,
she notes that her summer employment is enabling her to

develop her computer and customer service skills, while also
making important new friends.

Where we are heading

our employee engagement goals and to help our people make
a difference in their communities

бб Launching our updated community investment governance
framework including an updated Donations Policy and guidelines
to strengthen our program and associated reporting

бб Continuing our collaboration with our community partners to
support mental health and wellbeing as they transition to a
post-pandemic world

бб Maintaining our trauma support program to provide mental
health support for communities in crisis
бб Enhancing the measurement and reporting of our community
investment programs to better reflect and track socio-economic
outcomes, the number of people reached as well as employee
participation rates
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Environment
Our environmental priorities are focused on five core areas:
бб Maintaining our exemplary record of environmental compliance
бб Reducing our environmental footprint
бб Advancing our strategy of net-positive and green procurement
бб Progressing our understanding of climate change risks and opportunities
бб Ongoing improvement in data collection and reporting
In this section:
Environmental stewardship

87

Climate change and energy

94

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

86

Environment

Table of contents

Environmental stewardship
As a company with a purpose focused on improving lives, we believe there is a strong
connection between the ecological wellbeing of the planet and the mental health and
wellbeing of our society.
We look to our commitment to environmental stewardship and

What we are doing

our employees to manage and creatively reduce our footprint by

We have a strong environmental governance framework, which

innovation to keep us moving forward. We work together with

embracing new opportunities for conservation and embedding

guides our behaviours where our business and the environment

we do.

to the UNGC and its Ten Principles, underscores our environmental

sustainability practices into our business strategy and everything

Why it matters
As a responsible citizen, environmental stewardship is core to our

values and our business. While the environmental footprint arising
from our business activities remains relatively small compared to

more industrial sectors, it is critical to us and to our stakeholders that
we comply with all environmental laws, protect the environment

by managing and striving to minimize our impacts, and integrate
sustainability considerations into every aspect of our business.

intersect. Our Environmental Policy, together with our commitment
priorities and our commitment to:

Our environmental strategy focuses on the five priority areas where
LifeWorks has the greatest impact:

Facilities
To support our environmental objectives, wherever possible, we
strive to locate in buildings that are LEED® and/or BOMA BEST

certified facilities. LifeWorks does not own property. Our offices

бб Managing our own behaviours

and call centres are located in buildings where we are a tenant.

бб Identifying, pursuing and promoting opportunities for efficient
use of natural resources, specifically water and energy

source of energy we consume and for the water used. We also rely

бб Strengthening opportunities for stakeholder engagement and
to inform environmental priorities

Consequently, we depend entirely on local utilities for the type and
on the types of local waste management services available from

our landlords and municipalities where we are located to enable us
to maintain and advance our waste reduction programs, including
access to recycling and composting.

бб Considering the precautionary principle in our business
decision-making
бб Embedding environmental protection and sustainability factors
across our Company
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Employee engagement

Waste reduction and diversion

Our employees play a vital role in our environmental program and

Reducing the volume of waste we create is an important way that we

the environment, our “Green Team” initiative is designed to manage

to support initiatives to reuse materials and reduce waste, even when

conservation initiatives. A framework for employee engagement on
our impacts on the environment, promote environmental awareness
and conservation and advance sustainability across LifeWorks.

Green teams raise employee awareness and find opportunities for
conserving energy and reducing waste at work and at home. We

look to our over 40 regional Green Team champions, across all of

our main offices/regions in Canada, the United States, the United

Kingdom and Australia, to promote the program and engage their
peers on the environment.

Paper use
Reducing paper use continues to be a primary focus of our

responsible consumption and waste management program. Through
strategic elimination of printers and by mandating two-sided

printing, we have made real progress in creating a paperless culture
across our Company. We have eliminated physical file storage in

our new Greater Toronto Area corporate office, and there are only
two printers per floor. In parallel, our Green Procurement program

mandates that our offices only purchase Forest Stewardship Council

(FSC) certified paper with greater than 50 per cent recycled content,
including post-consumer paper waste.

can minimize our environmental footprint. We expect our employees
working remotely. Our offices and call centres have eliminated all
single-use plastics, including water bottles and cutlery, as well as

paper coffee cups. Used coffee pods are collected and recycled by
the vendor. We also recycle our e-waste. Given the nature of our
business as a professional services company, LifeWorks does not

use or generate any hazardous wastes, and there are zero material
environmental impacts associated with packaging.

Green procurement
Our commitment to responsible procurement is rooted in

LifeWorks’ Supplier Code of Conduct and our long-standing Green

Procurement Program. Aligned with our business and a cornerstone

for procurement decisions that are aligned with our commitment to

sustainability in the workplace and the community, and demonstrate
leadership in green building.

Our responsible procurement guidelines also integrate green

attributes, including the “3Rs”: reusability, recyclability and reducing
waste. A wide range of environmental considerations are taken into
account, such as locally purchased items, percentage of recycled
content, and environmentally certified products like Eco-Logo,

Green Seal Certification, FSC and Energy Star, as well as sourcing
renewable fuel alternatives. We are also focused on reducing
environmental impacts from solid and liquid waste, airborne

pollutants such as greenhouse gases (GHGs), PM10, Volatile Organic
Compounds (VOCs) and chlorofluorocarbons (CFCs), energy

consumption, resource depletion and hazardous materials. To read
more, see Supply Chain.

of our ESG strategy, our Supplier Code of Conduct embeds our

At the Board level, oversight of LifeWorks’ environmental stewardship

expectation that all suppliers to us do the same. At a minimum, we

our environmental program resides with our Chief Financial

and regulations. We also encourage suppliers to LifeWorks to share

management and performance rests with LifeWorks’ Vice President,

commitment to protecting and respecting the environment and our

resides with the Risk Committee. Executive accountability for

count on our suppliers to be compliant with all environmental laws

Officer and day-to-day accountability for environmental

our commitment to environmentally responsible practices including

Corporate Services.

tracking and mitigating greenhouse gas emissions (GHGs), reducing
waste, and promoting the responsible use of business travel to
manage and minimize carbon footprints.

Along with our Supplier Code, our Green Procurement Program

supports purchasing practices that contribute positively to social and
environmental systems and provides a framework and guidelines
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2021 performance
For the second consecutive year, the COVID-19 pandemic kept many
of our offices and call centres closed for much of 2021, placing many

Table of contents

Environmental compliance

Green facilities

(As of December 31)

(As of December 31)

Indicator

Metric

such as our Green Team program, on hiatus since early 2020.

Incidents of noncompliance (spills)

program: we enhanced our data collection to improve transparency

Fines/penalties

of our workplace-related environmental stewardship initiatives,

We focused our efforts in other critical areas of our environmental

2021

2020

2019

2018

Indicator

Metric

number

0

0

0

$

0

0

0

0

Occupancy in LEED-certified/
BOMA BEST buildings

0

and reporting, and also continued to advance our workplace

digitization initiative. Over the course of the year, we completed the
design and construction of our new state-of-the-art LEED-certified
and WELL-certified corporate headquarters.

Among our priorities, we also advanced the development and launch
of our vendor risk management program and specifically our work

with EcoVadis to support sustainability assessment across LifeWorks’
supply chain and ensure alignment with our commitment to green

procurement. In other areas of performance, our accomplishments
through 2021 include:

бб Maintaining our strong track record of environmental compliance,
with zero material incidents of non-compliance with environmental

2020

# of facilities

18

17

Percentage of talent located
in LEED-certified/BOMA BEST
buildings

% of employees

34

34

Green real estate per FTE

Square footage
per employee

193

138

laws and regulations, as well as zero fines and non-monetary
sanctions across our global operations

бб Advancing the digital transformation of our workplace as part
of our “Go Green” and “Workplace of the Future” initiatives,
adapting our daily work practices and workflows to create a

robust digital workplace for our employees, while ensuring we
meet regulatory requirement and the needs of our clients and
others stakeholders. Read Creating a digital workplace
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2021

бб Increasing our occupancy in LEED-certified/BOMA BEST buildings
to 40.4 per cent of LifeWorks’ 149 facilities in 2021 from 12 per cent
in 2020 following the amalgamation of our three GTA locations
into one state-of-the-art corporate office. Read An office for

our people and planet. By the end of 2021, 34 per cent of our

talent, or 193 square feet per employee, was located in “green”
real estate facilities
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LifeWorks paper reduction 2017-2021
2017
baseline

Yearover-year
reduction
(# of sheets)
Year-overyear (%)
reduction

2017-2018

2018-2019

2019-2020

2020-2021

LifeWorks paper reduction 2017-2021

Waste management

(sheets of paper, millions)

(tonnes except as noted)

(As of December 31)
100

11,315,000

17,015,000

37,510,000

(As of December 31, 2021)

97.9

- 1,505,000

86.5
80
69.6

12

20

54

-5

60

wide paper reduction and recycling program. Since the program

32.1

33.6

and approximately 26 million litres of water7. Overall paper

46.6

Total waste reused/recycled/sold

23.1

Total waste disposed

23.4

E-waste generated

0
5.1
11%

Note: *LifeWorks does not use or generate any hazardous wastes
0

2017

2018

2019

2020

consumption increased by five per cent in 2021 from the record low

2021

бб Recycling 5.1 tonnes of total e-waste, representing 11 per cent of
total e-waste generated, as a result of consolidating three offices
into one head office in 2021

in 2020 given that LifeWorks offices were completely shut down

бб Improving our understanding and reporting of our carbon
footprint drawing upon available energy and GHG data.

for six months in 2020 due to the pandemic. Over 2021, recycling
efforts have successfully diverted 48 per cent of waste from
landfill, amounting to 23 tonnes of waste.

Total waste generated

E-waste – volume recycled (%)

20

began in 2017, we have achieved a 66 per cent reduction in

paper use over our baseline, saving approximately 7,700 trees

2021

Total hazardous waste generated*
40

бб Pursuing our effort to create a paperless culture and reduce the
volume of paper sent to landfill through our aggressive Company-

Indicator

66%

Read Climate Change and Energy

decline in paper consumed
over five years
7

Source: https://c.environmentalpaper.org/individual.html

LifeWorks Inc. | 2021 Environmental, Social and Governance Report

90

Environment

Environmental stewardship

Creating a digital
workplace
The digital transformation of our
workplace is playing an important
part in our ongoing strategy to
reduce our environmental footprint.
Influenced by our “Go Green” initiative and heightened

efforts to reduce paper use, LifeWorks’ document retention
and storage practices came into focus as one of the more
significant environmental hurdles we needed to tackle.

Part of a larger transformation initiative, dating back to 2019,

our traditional approach to workplace and document retention
was identified as contributing to high volumes of paper use

and required considerable office storage space. To address
this challenge, we established a cross-functional and multistakeholder team to explore the development of a digital

retention policy framework and consider a strategy to support
our workplace-of-the-future initiative and advance our
ESG goals.

Table of contents

As our employees and our clients pivoted to working digitally
during the pandemic, this created an additional need for the

adoption of new practices to support a virtual and more agile
workplace. We implemented a system to digitize incoming

mail and deliver it electronically. Our scanning team began

converting hard copy files to digital storage, remaining vigilant
and compliant with retention and regulatory requirements,
including those related to privacy and security, across our

businesses. We eliminated printers and implemented a “clean

desk policy” to support our transition from a paper-based to a
digital culture.

Two years into our five-year digital transformation strategy, we
have made good progress against our goals, achieving a high
rate of adoption of a digital file system. We have 100 per cent

compliance on incoming document convergence to digital across
our LOBs. Our plan is to digitize all existing files on-site at our
North American offices by 2024 and we have converted a

significant portion of our files to date. Our new corporate office
has no file rooms and, reflecting our new way of working in an
agile workspace, there are only two printers per floor.

Moving forward, and as digital transformation continues, legal
and privacy considerations will remain first and foremost while
ensuring that our strategy best meets the informational and
documentation needs of our clients and their employees. To

support our program, we are working to implement a system

of checks and balances and audits to ensure the integrity and
compliance of our digitizing teams today and into the future.
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An office for our people
and planet
2021 marked a milestone for LifeWorks
with the design of our new corporate
headquarters.
Our new state-of-the-art facility speaks to our DNA as a mental
health and wellness leader. We set out to create a workplace

of the future – an environment where our people can connect,

collaborate and concentrate in ways that enable our best work.

Table of contents

We have reduced our overall GTA square footage to

Paper recycling

Organics recycling

efficiency and reducing our energy and waste footprint. Our

бб Office paper
бб Magazines

бб Food waste
бб Bones, meat & fish

бб Newspaper
бб Moulded pulp

бб Tea bags & coffee grinds
бб Compostable takeout

118,000 sq. ft. from approximately 300,000 sq. ft., increasing
relocation also improves our understanding of our carbon

footprint and supports our ESG reporting through access to

better energy and water performance data. Through our “Green
at Work” initiative, employees will be able to contribute to an
overall reduction of waste headed to landfill by participating
in a sophisticated waste diversion program made possible

by the building.

the interior design and selection of office furnishings. The office
has been designed for the maximum penetration of natural

light for all workstations. All employees have access to “stand

and sit” desks and ergonomically designed seating. Our office

wellbeing, inclusivity and diversity. In support of our DEIB goals,

Living Future Institute vendor. By choosing a supplier of “green

a workspace that represents LifeWorks’ values and emphasizes

furnishings were sourced from a certified net-positive International

the new facility includes features such as a lactation and a

products”, our net positive impact included offsets in the area of

faiths. The design meets and exceeds all the Ontario Disability

and approximately 2.8 tonnes of ocean plastic. Zero red-listed

Act requirements.

The new space accommodates the technological and physical
requirements of our hybrid workforce seamlessly.

We have successfully amalgamated three separate GTA offices
into one central location. The new office is a LEED Platinumcertified and WELL-certified workplace that supports our
sustainability objectives on several fronts.
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бб Cardboard
бб Boxboard

Ergonomic and environmental considerations have influenced

Informed by feedback from our employees, our goal was to create

wellness centre, and a focus room to support employees of all

бб Envelopes
бб Clean kraft paper

2.8 tonnes of CO2e, 9,823 litres of water, 3,890 kWh of energy
chemicals were used in the manufacturing process. Our new

workplace is adaptable and inclusive. Whether our people choose
to work in the office, or join virtually, we are excited about how

our new workplace will improve the experience of our people and
contribute to the wellbeing of the planet.

бб Wooden & bamboo
products

containers

бб Tissues & napkins
бб Compostable cutlery
бб Compostable plates

Plastic, metal &
glass recycling
бб Plastic bottles
бб Glass bottles

бб Plastic takeout cups
(no straws)

бб Coffee cups & lids
бб Aluminum & steel cans

бб Plastic cups, tubs & lids
бб Milk cartons

бб Plastic takeout containers
бб Juice boxes (no straws)

Landfill waste
бб Takeout containers
бб Cling wrap &
aluminum foil

бб Waxed paper lining
бб Disposable gloves

бб Creamers, sugar packets &
stir sticks
бб Wrappers & packaging
бб Straws
бб Plastic cutlery
бб Cold drinks cups

бб Plastic bags & ziplock
бб Paper & foil wrap
бб Styrofoam
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Where we are heading
Looking ahead, our priority focus will be to develop a better

understanding of LifeWorks’ most significant environmental risks,
including climate change, and determine the best path forward
to mitigate the most important risks for our business and our

stakeholders. The results will help inform the development of systems
we need to ensure the effective management and mitigation of
those risks that are most salient to our day-to-day business.

We are advancing our rollout of our sustainability assessment

requirement for vendors using EcoVadis’ online assessment tool.
Our goal is to have 80 per cent of total spend, representing

210 vendors over the $250,000 threshold, assessed through the
tool in 2022.
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Climate change and energy
We have a responsibility as a business and as a corporate citizen to understand how
we can best contribute to addressing climate change.
Why it matters

What we are doing

Transportation represents a significant source of GHG emissions

Climate crisis is upon us. One of the defining issues of our

Across the Company, the energy we use depends upon the location

transportation, we encourage video-conferencing, have a flexible

temperatures, increased frequency of extreme weather events, and

(GHG) are directly related to the means of electricity generation

time, climate change is being felt globally, with average rising

the related impacts of drought, famine and other exigencies facing
humankind. For LifeWorks, it is both our responsibility as a business

and as a corporate citizen to understand how we can best contribute
to addressing climate change. For our Company, our investors and
other stakeholders, it is both imperative and expected that we

understand the potential short- and longer-term climate-related

impacts and opportunities facing our business, including societal

mental health and wellbeing, supported by a transparent account of
climate change governance, management and strategy.
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of our offices and facilities. LifeWorks’ greenhouse gas emissions

provided by the local utilities where we work. In the Greater Toronto
Area (GTA), our facilities are powered by grid electricity generated
from renewable, low-carbon hydro-electric and nuclear sources.

As a tenant, because we do not have control over the energy source
powering our facilities, we focus our strategy on energy reduction.
We are continuing to work with our landlords to strengthen

measurement of energy use and to align our energy reduction
strategies with our actual operations.

across society. While there is no Company-wide approach to

workplace to support a hybrid workforce and telecommuting,

and provide bus passes to employees in some locations. For our

employees based in India, we provide transportation to and from

work. LifeWorks encourages all our employees to take public transit,
use video-conferencing or work from home, and has a flexible work

space and offers bus passes to lessen our impacts in this area where
possible. Given the nature of our business, we do not rely upon

transportation to bring our products and services to market and,
as a result, this is not material.
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2021 performance

Greenhouse gas emissions

Energy consumption

Beginning in 2021, we are reporting our energy use and GHG

(As of December 31) (CO2e tonnes)

(As of December 31)

emissions estimates for the first time, representing 22 per cent of our

Indicator

2021

2020

employees to continue working remotely over the past two years,

Scope 1*

422

460

two other GTA sites into a 118,872-square-foot LEED- and WELL-

Scope 2*

2,864

3,122

certified facility, have contributed to a slight overall reduction in

Total GHG emissions

3,286

3,582

consumption from 8,278 MWh to 7,596 MWh based on 22 per cent

Total GHG emissions/revenue
(CO2e tonnes/$)

0.003

0.004

facilities. While the COVID-19 pandemic has required most of our

the relocation of our Toronto corporate office, and consolidation of

energy consumed during the year. We reduced our total energy
of our facilities .
8

As indicated in our 2020 ESG Report, LifeWorks committed to

consider reporting in alignment with the Task Force on Climate-

related Financial Disclosures (TCFD). The TCFD establishes a set of
recommendations to support voluntary and consistent reporting

*Represents total estimated emissions. LifeWorks does not own property and is a
tenant in the facilities where we have offices and call centres. Our ability to report
data pertaining to emissions depends upon data provided by landlords and the
local utility. Coverage for 2020 and 2021 data is 26% and 22% respectively
(U.S./Canada only).

Indicator

2021

2020

7,586

8,278

% of energy from grid electricity* (%)

8

8

% of energy from grid –
renewable* (%)

5

5

% of energy from grid –
non-renewable* (%)

87

87

Total energy consumed* (MWh)

*LifeWorks does not own property and is a tenant in the facilities where we have offices
and call centres. Our ability to report data pertaining to energy consumption depends
upon data provided by landlords and the local utility. Coverage for 2020 and 2021
data is 26% and 22% respectively (U.S./Canada only).

on climate change. With the growing interest across capital

markets for TCFD reporting, and in keeping with our commitment to

transparency and continuous improvement in our ESG reporting, we

made the decision to begin to align our reporting on climate change
with the TCFD recommendations. While our work in this area is in its
infancy, the Task Force on Climate-related Financial Disclosures:

LifeWorks overview provides an overview of our actions to address
climate change within the core TCFD components of governance,
strategy and risk management, metrics and targets.

8

Figures shown are estimates based on costs.
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Task Force on Climate-related Financial Disclosures: LifeWorks overview
Aspect

Recommendation

Description

Governance
Disclose the organization’s governance around climate-related
risks and opportunities.

Describe the board oversight and climate-related risks
and opportunities

LifeWorks’ Board has a Risk Committee with primary oversight of a broad range of risks, including
climate change, as well as the overall risk process. At present, the Committee considers climate
change-related matters on an ad hoc basis as the need arises.

Describe management’s role in assessing and managing
climate-related risks and opportunities

LifeWorks’ Chief Financial Officer (CFO) is responsible for managing climate-related strategy
and issues and for reporting to the Risk Committee of the Board. The Vice President, Corporate
Services reports to the CFO and is responsible for managing the Company’s climate change
strategy. The Senior Vice President, Global Corporate Communications and Sustainability is
responsible for climate-related reporting as part of LifeWorks’ enterprise-wide ESG strategy.

Describe the climate-related risks and opportunities the
organization has identified over the short, medium, and
long term.

Given the nature of our business, and the locations where we operate, we consider the direct
impacts of climate-related risks and opportunities on LifeWorks’ business not material to the
organization’s business strategy and financial planning. As a result, they are not disclosed at
this time.

Describe the impact of climate-related risks and
opportunities on the organization’s businesses, strategy,
and financial planning.

We are in the process of developing a better understanding of the impact of climate-related
risks and opportunities on LifeWorks’ LOBs, our strategy and financial planning. At present, these
impacts are considered not to be material to our business.

Describe the resilience of the organization’s strategy, taking into
consideration different climate-related scenarios, including a
2°C or lower scenario.

To date, LifeWorks has not undertaken any scenario analysis and we do not have any plans to
have this type of study undertaken at least over the next 18 to 24 months.

Describe the organization’s processes for identifying and
assessing climate-related risks.

Climate-related risks are identified and assessed through our Enterprise Risk Management
program. In early 2022, we commissioned a third-party risk assessment to help us update our risk
portfolio. The assessment is expected to consider climate-related risks.

Describe the organization’s processes for managing
climate-related risks.

LifeWorks manages risks through our Enterprise Risk Management program. As we move
forward with our commitment to report in line with the TCFD, climate risks are expected to be
identified and managed through the corporate ERM program. These risks will be managed
at the corporate level.

Strategy
Disclose the actual and potential impacts of climate-related
risks and opportunities on the organization’s businesses,
strategy, and financial planning where such information
is material.

Risk management
Disclose how the organization identifies, assesses, and
manages climate-related risks.
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Aspect

Recommendation

Description

Metrics and targets
Disclose the metrics and targets used to assess and manage
relevant climate-related risks and opportunities where such
information is material

Disclose the metrics used by the organization to assess climaterelated risks and opportunities in line with its strategy and risk
management process.

LifeWorks tracks a variety of environmental metrics. We disclose metrics pertaining to Scope
1 and Scope 2 greenhouse gas (GHG) emissions estimates for FY2021 and FY2020 including
total GHG emissions per revenue dollar. LifeWorks does not own property and is a tenant in the
facilities where our offices and call centres are located. As a result, our ability to report data
pertaining to emissions is dependent upon data provided by landlords and the local utility.

Disclose Scope 1, Scope 2, and, if appropriate, Scope 3
greenhouse gas (GHG) emissions, and the related risks.

2021 – Scope 1: 422 tonnes CO2e (based on 22 per cent of sites and offices U.S./Canada only).
2021 – Scope 2: 2,864 tonnes CO2e (based on 22 per cent of sites and offices U.S./Canada only)
We do not report Scope 3 emissions at this time.

Describe the targets used by the organization to manage
climate-related risks and opportunities and performance
against targets.
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LifeWorks does not have any climate-related targets at this time.
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Where we are heading
We are committed to advancing our work to align with the

recommendations of the TCFD. At present, our roadmap to
TCFD alignment is on track to achieve the following:

2022

2023

2024

бб Update governance frameworks
and policies concerning material

бб Identify ongoing processes for
managing and monitoring climate-

бб Disclosure against all recommended
areas of TCFD, including setting

бб Develop strategy along with a better
understanding and integration into

бб Improve metrics disclosures
and reporting

бб Enhance understanding of financial
implications arising from climate-

financial-related climate disclosures

Enterprise Risk Management (ERM)

related risks and opportunities

realistic targets

related risks, such as costs associated
with tenancy in a LEED-certified/
BOMA BEST-certified site

бб Conduct climate risk assessments
(including scenarios with a
2°C increase)
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ESG content summary
ESG Content Guide
LifeWorks disclosure pertaining to Environmental, Social and Governance (ESG) topics is reported across
a number of our annual disclosure documentation. For our 2021 performance, this includes:

2021 Annual Report – including Management’s Discussion and Analysis and the Company’s
consolidated financial statements and notes to the consolidated financial statements

2021
ESG
Report

2021
Management
Information
Circular

2021
Annual
Information
Form

77 to 85

42

13

30 to 31

16 to 24

19

Communities
Community investment
Governance
Board of directors
Structure and oversight

2021 Annual Information Form (AIF)

Board independence

2021 Management Information Circular

75 to 79
30 to 31

Chair independence

2021 Environmental, Social and Governance Report

Description of business

2021
Annual
Report

2021
Annual
Report

2021
ESG
Report

10

9

2021
Management
Information
Circular

2021
Annual
Information
Form

5 to 9

Environment
Environmental stewardship

87 to 93

Climate and energy

94 to 98

42 to 43

13

77 to 78

Board diversity

31

Average tenure

31
34

Director nomination process

15

Director education

34 to 35

Board assessment

37 to 38

Executive officers

20
44 to 70

Shareholder/Stakeholder engagement

15 to 18

43

ESG governance

28 to 30

41

Ethical compliance

36 to 37

38 to 39

Our people

45 to 51

Diversity, equity, inclusion and belonging

52 to 62

Employee engagement

63 to 65

ESG risk management

32 to 35

Human capital development

66 to 68

Privacy compliance and cybersecurity

33 to 35

Mental health and wellbeing

69 to 74

Supply chain

38 to 40

Safety

74 to 76

Human rights

41 to 42
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Appendix – ESG data tables
Governance
Board of Directors at a glance
(As of December 31, 2021)
Indicator

Metric

Target

2021

2020

Size of Board

Directors (#)

n/a

9

10

Independent directors

Directors (#)

100% except for CEO

8

9

Independent directors

Directors (%)

100% except for CEO

100

100

Board mandates limit (independent directors)

Number of directors with mandates <4

4

6

7

Average annual Board attendance

Meetings attended (%)

>75

100

100

Average Board tenure

Years on Board (#)

n/a

4

4

Women directors

Directors (#)

n/a

3

3

Women directors (full board)

Directors (%)

30 women/30 men

33

30

Women directors (independent directors)

Directors (%)

38

33

Directors who are representative of racial/ethnic communities

Directors (%)

n/a

11

22

Directors with ESG/corporate responsibility expertise

Directors (#)

n/a

5

5

Directors with risk management (enterprise) expertise

Directors (#)

n/a

5

5

Directors with cybersecurity/privacy expertise

Directors (#)

n/a

5

5
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Ethical conduct and compliance

Data security and privacy

(As of December 31, 2021)

(As of December 31, 2021)

Indicator

Metric

Target

2021

2020

Indicator

Metric

Employee sign-off on the Code of
Business Conduct and Ethics

Percentage completion

100

100

Employee training on Code of
Business Conduct and Ethics

Percentage trained

100

Code of Business Conduct and
Ethics – material breaches

Number of
material breaches

Substantiated cases of corruption
and bribery

100

Substantiated material
data breaches

100

100

0

0

0

Number of cases

0

0

0

Significant fines or non-monetary
sanctions for non-compliance with
laws/regulations

Number of
significant fines

0

0

0

Cases of discrimination received
via Whistleblower Policy

Number of
substantiated cases

0

0

0

Reported incidents and fines
regarding anti-competitive
behaviours

Number of
incidents/fines

0

0

0

Political donations

$ spent

0

0

0
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Target

2021

2020

Number of material
data breaches

0

0

0

Substantiated material data
breaches pertaining to confidential
business/personal information

Percentage of breaches

0

0

0

Material substantiated complaints
from regulatory bodies

Number of complaints

0

0

0

Employee compliance on
cybersecurity training

Percentage completion

100

100

100

Employee training on cybersecurity

Number of hours

n/a

5,899

See note*

* Included in the compliance training numbers for 2020.
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Social performance
Global workforce

Workforce diversity

(As of December 31, 2021) (# of employees)

(As of December 31, 2021)

Indicator

Global workforce
Men
Women
Other/not disclosed

2021

2020

2019

Indicator

7,531

7,297

6,176

Women

2,731

2,705

2,122

4,506

4,321

3,802

294

271

252

Employee category
Full time

Metric

2021

2020

Women on Board

Percent of directors

30

30

Women on Board – Independent directors

Percent independent directors

38

33

Top Management (Executive Committee)

Percent top management

30

27

Senior Management*

Percent senior management

43

43

Senior Management
(Global leadership team)

Percent GLT

39

39

6,320

6,081

5,021

Part time

683

675

626

Junior management

Percent junior management

54

54

Temporary

242

271

277

Global workforce

Percent global workforce

61

60

Contractor

286

270

252

Directors – members of racial/
ethnic communities

Percent of directors

11

22

Racial and ethnic composition
(U.S. workforce only)

Percent of workforce represented

31

–

< 30 years of age

Percent of global workforce

25

22

30-50 years of age

Percent of global workforce

53

53

> 50 years of age

Percent of global workforce

22

25

By country
Australia
Canada
India
Ireland
United Kingdom
United States
Netherlands
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67

0

4,868

4,931

4,693

703

530

n/a

14

13

n/a

218

207

n/a

1,584

1,547

1,481

41

n/a

n/a

Racial/Ethnic diversity

Workforce by Age

* Includes executive committee and two reporting levels from CEO
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Workforce turnover and hiring

Training and development

(As of December 31, 2021)

(As of December 31, 2021)

Indicator

2021

2020

Indicator

Metric

2,296

2,414

Average hours of training and development per FTE

Number of hours/FTE

Percentage of new positions filled internally (%)

12

10

Percentage of new positions filled by women (%)

64

61

Average amount spent on training per FTE

Dollars spent/FTE

Percentage of new positions filled by men (%)

34

39

25.3

15.5

Involuntary

2.6

2.0

Retirement

0.3

0.3

Voluntary

22.3

11.1

New hires (#)

Turnover (total)* (%)

Turnover by gender (%)
Female

Involuntary

1.5

1.1

Retirement

0.2

0.2

Voluntary

14.4

7.2

16.1

8.5

1.1

0.9

Total
Male

Involuntary
Retirement

0.1

0.1

Voluntary

7.9

3.9

Total

9.2

7.0

<30

9.8

10.6

30-50

11.3

13.9

>50

4.2

5.0

2021

14
400

*Average hours of training and average dollars spent are based on LifeWorks FTEs not total headcount. These training figures
do not include the extensive technical and specific role-training at the line of business level.

Employee engagement
(As of December 31, 2021)
Indicator

Metric

2021

2020

2019

2018

Employee satisfaction/
engagement

Average score
for the year

72

72

69

67

Coverage

% of total FTEs

77

82

81

78

Turnover by age (total) (%)

*Based on total global workforce, including call centre employees. Excluding call centre employees, representing 11% of our
workforce, total turnover for 2020 and 2021 was 9% and 15% respectively.
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Environmental performance

Health and safety
(As of December 31, 2021)
Indicator

Metric

2021

2020

Employee health and safety training

Number of hours

1,549

n/a

Workplace fatalities

Number

0

0

Lost workdays

Number of days

7,400

62,786

Absentee rate*

% of total days
scheduled

0.53

3.6

Employees represented by health and safety
committees

% of sites

62%

n/a

Fines and penalties associated with non-compliance

$

0

0

*represents 85% of the LifeWorks FTEs
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Environmental compliance
(As of December 31, 2021)
Indicator

Metric

2021

2020

2019

2018

Incidents of
non-compliance (spills)

Number

0

0

0

0

Fines/penalties

$

0

0

0

0

2021

2020

Green facilities
(As of December 31, 2021)
Indicator

Metric

Occupancy in LEED-certified/BOMA BEST buildings

Number of facilities

18

17

Percentage of talent located in LEED-certified/BOMA
BEST-certified buildings

% of employees

34

34

Green real estate per FTE

Square footage
per employee

193

138
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Waste management

Energy consumption

(As of December 31, 2021) (tonnes except as noted)

(As of December 31, 2021)

Indicator

2021

Indicator

Total waste generated

46.6

Total energy consumed* (MWh)

2021

2020

7,586

8,278

Total waste reused/recycled/sold

23.1

% of energy from grid electricity* (%)

8

8

Total waste disposed

23.4

% of energy from grid – renewable* (%)

5

5

87

87

Total hazardous waste generated*

0

E-waste generated

5.1

E-waste – volume recycled (%)

11%

% of energy from grid – non-renewable* (%)

* LifeWorks does not own property and is a tenant in the facilities where we have offices and call centres. Our ability to report data
pertaining to energy consumption depends upon data provided by landlords and the local utility. Coverage for 2020 and 2021 data
is 26% and 22% respectively (U.S./Canada only).

*LifeWorks does not use or generate any hazardous wastes

Greenhouse gas emissions
(As of December 31, 2021) (CO2e tonnes)
Indicator

2021

2020

Scope 1*

422

460

Scope 2*

2,864

3,122

Total GHG emissions

3,286

3,582

Total GHG emissions/revenue (CO2e tonnes/$)

0.003

0.004

* Represents total estimated emissions. LifeWorks does not own property and is a tenant in the facilities where we have offices and
call centres. Our ability to report data pertaining to emissions depends upon data provided by landlords and the local utility.
Coverage for 2020 and 2021 data is 26% and 22% respectively (U.S./Canada only).
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About LifeWorks
LifeWorks is a global leader in delivering technology-enabled

solutions that help clients support the total wellbeing of their people
and build organizational resiliency. By improving lives, we improve

business. Our solutions span employee and family assistance, health
and wellness, recognition, pension and benefits administration,
retirement and financial consulting, actuarial and investment

services. LifeWorks employs over 7,000 employees who work with

more than 25,000 client organizations that use our services in more
than 160 countries. LifeWorks is a publicly traded company on the
Toronto Stock Exchange (TSX: LWRK).
For more information, visit:
lifeworks.com
twitter.com/lifeworks
linkedin.com/company/lifeworks

