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ImmediateIMPACT LEVEL:

Update 2: Teleperformance - Health Authorities
Order Temporary Shut Down of Call Center -
Lisbon, Portugal

Portugal’s health authorities have ordered Teleperformance to temporarily shut one of its Lisbon call centers, which remained
open after five employees tested positive for coronavirus
Lisbon’s regional health authority, ARS, asked Teleperformance to suspend all non-essential activities and transfer employees to
remote work from home and to get building disinfected
The Call Center Workers Union (STCC), claimed that the company’s office was fully operational even after five confirmed positive
cases of Coronavirus
STCC also informed that over the past weeks, Teleperformance started to move workers home but the process had been too slow
given the gravity of the situation
The firm has not provided any comment on the situation

Source(s)
https://in.reuters.com/article/health-coronavirus-portugal-teleperforma/call-centre-firm-teleperformance-under-fire-in-portugal-
over-coronavirus-concerns-idINL8N2BP560

Teleperformance

Targets Affected:

Guidance
Actions to consider:

Assess Teleperformance's possible service disruptions in
Lisbon, Portugal and validate mitigation plans to ensure
continued level of service
Ensure that Teleperformance Disaster Recovery and
Business Continuity Plans are tested and account for
increased levels of employee absenteeism or
unavailability of resources
SW Subscribers should ensure that the third party
establishes site to site VPN tunnels and remote work
guidelines; ensure every remote employee has secured
VPN access/authorization, laptops, mobile phones, video
conference tools, internet connectivity, permission to use
personal devices, etc. and should have the
experience/training necessary to use tools provided to
them
Ensure remote workers can be relied on to perform
critical business functions by conducting drills and tests
regularly
It is advised to set up a team with excellent Information
Technology (IT) skills who are available 24*7 to guide
employees working remotely to ensure no or minimum
disruption to business operations
Ensure that Teleperformance adheres to all regulations
and guidelines set by the governing authorities
Senior leaders should be made aware of the latest
information on COVID-19 by consulting reports
from WHO (https://www.who.int/emergencies/diseases/novel-
coronavirus-2019/situation-reports)
and CDC (https://www.cdc.gov/coronavirus/2019-
ncov/index.html) 
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Related Alerts

April 1, 2020 High
Update 1: Teleperformance - Accused
of Forcing Employees to Work from
Office Amid Coronavirus Outbreak -
Lisbon, Portugal

March 26, 2020 High
Teleperformance - Accused of Forcing
Employees to Work on Weekends -
Portugal
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https://app.supplywisdom.com/#/alertview/39412
https://app.supplywisdom.com/#/alertview/39241


Impact level Definitions
Impact
Level Definitions

Immediate Certain - Supply Wisdom recommends considering prompt action. Examples of Immediate level alert events may include bankruptcy filings, data breaches, unexpected
curfews, strikes, power black-outs, major geo-political events etc.

High Highly likely to occur in the near term (within 3 months) - Supply Wisdom recommends being in a state of readiness to take quick action. Examples of High level alert
events may include withdrawal of rating by ratings agencies, hostile takeover, multiple cyber-attacks, new business policies causing significant hardship etc.

Medium Likely to occur in the mid-term (within 3 to 6 months) - Supply Wisdom recommends reviewing current mitigation steps and being ready to take proactive actions if and
when situation deteriorates further. Examples of Medium level alert events may include unplanned C-level exits, suppliers caught in bribery cases, economy slipping into
recession.

Low Possible in the long-term (after 6 months) - Supply Wisdom recommends taking proactive action if situation does not resolve. Examples of Low level alert events may
include lawsuits filed against suppliers, client losses, air pollution alerts issued by country’s local authorities, unexpected holidays announced for the location etc.

Informational The event is pertinent information but does not have a risk element associated with it. Examples of Info level alert events may include launch of new solutions, partnerships
signed, industry outlook, positive changes in government policies, announcements regarding launch of software parks/ free trade zones/special economic zones etc.
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