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Welcome to Alorica! 
We believe the success of our business is largely due to the quality 

of its employees (that’s you!), and the development of each 

employee’s potential. 

 
You’re here because you deserve to be…your skills, your passion, 

and your commitment to making lives better got you here. And 

we’re counting on you to help us continue to lead the industry, 

year after year. This handbook applies to all employees of Alorica 

Inc. (“Alorica”) in the United States, including Alorica subsidiaries 

and affiliated entities (sometimes referred to as the “Company” 

in this document). 

 
As an employee, it is your responsibility to read and comply with 

the policies in this Handbook. If you have any questions or need 

additional information, please ask a member of management or 

your site Human Resources representative for assistance. 

 
This handbook is designed to familiarize you with our major 

policies and highlight Alorica’s practices and benefits. And, of 

course, it can’t address every question, but we’re always here to 

help. So, any lingering questions regarding Alorica’s policies or 

procedures should be referred to Human Resources or a 

supervisor. 

 
Employment with Alorica is “at-will.” Alorica or its employees 

are free to terminate the employment relationship at any time, 

with or without cause or advance notice for any reason not 

prohibited by law. 

 
This “at-will” relationship cannot be modified, except by a valid 

employment contract or a written agreement signed by the 

President of the Company. The policies in this handbook and 

benefit plan documents are not intended to create a contract 

for employment and do not guarantee the continuation of 

benefits or employment. This handbook contains the policies 

and practices in effect at the time of publication. 

 
All previously issued handbooks and any prior inconsistent 

policy or benefit statements, or memoranda are superseded by 

this document. 
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Because Alorica is an evolving organization, circumstances will 

require policies, practices, and benefits described in the 

handbook to change from time to time. 

 
As allowed by applicable law, the Company reserves the right to 

amend, supplement, rescind, or make exceptions to any provision 

of this handbook and/or any other Company policy at any time, 

as it deems appropriate at its sole discretion. In the event of a 

conflict between the policies in this handbook and any applicable 

law, the governing law applies. 

 
This handbook is Company property for internal use only. It’s here 

to help guide you and help you grow your career, so please refer 

to it often. Just don’t share it outside the Company—because this 

is for Aloricans only! 
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THE LEGAL-ISH PART 

EMPLOYMENT POLICIES 
They’re not just the law, 
they’re how we roll here. 
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Equal Opportunity 
At Alorica, everyone’s welcome! 

 
Alorica ensures that applicants and employees are not 

discriminated against in any way due to race, color, religion, sex, 

national origin, age, marital status, veteran status, sexual 

orientation, condition of mental or physical disability, genetic 

information, gender identity, including status as a transgender 

or transsexual individual, pregnancy, and/or sexual orientation. 

Seriously, we walk the talk on this. 

 
Employment decisions will be made on the basis of each applicant’s 

qualifications, experience, and abilities. 

 

 
 

The continuous development of an inclusive work environment 

yields great returns, not just in our organizational effectiveness 

and efficiency, but also to Alorica’s bottom line. 

 
The objective of this policy is to ensure that individuals are 

treated consistently and according to the law throughout the 

employment process at Alorica. This policy applies to all aspects of 

the employment relationship, such as recruitment, hiring, 

training, promotion, compensation, benefits, transfer, discipline, 

lay-off, and dismissal. 

 
 
 
 
 

 
 

 
 

 
Maria 

 
 
 

 
 
 
 
 

 

 

Gigi 
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Career Opportunities 
Come for the job. Stay for the career. 

 
We want you to work here as long as it makes sense for both of us. 

We pride ourselves in making sure ambition and dedication are 

acknowledged. It’s our goal to help you develop a life-long career 

with Alorica, so go ahead and check out the job openings posted 

on the Company Intranet and on Company bulletin boards as 

often as you want. 

 
As a general rule, employees are required to remain in a position 

a minimum of six (6) months before being eligible for promotion 

or transfer to another department. An employee on active 

corrective action may not be considered for promotion or 

transfer. 
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Communications and Media Policy 
We’re industry leaders and innovators, so there’s always 

something exciting to share here at Alorica. But we have policies 

to ensure what’s being shared is accurate and appropriate.  And 

that’s where our Communications and Media Policy comes into 

play. 

 
Alorica has put in place the following Communications and 

Media Policy to make sure 

(1) that clear and factual information is given to the public on 

behalf of the Company, (2) that you or any other employee of 

Alorica are not victims of inaccurate reporting, and (3) to make 

sure that any privacy and confidentiality concerns of both you 

and our clients are protected. 

Communication from the Company 
By accepting employment with and continuing to work for the 
Company, you are providing express written permission and 
consent authorizing the Company (including its affiliated entities 
and employees) to contact you manually or through automated 
means via any telephone number, including mobile/cell or similar 
device, or email address you provide at any time related to 
employment or property of the Company (or property of its clients) 
regardless of your employment status at the time of the 
communication. 

 
If you provide a phone number for which you are not the owner, 

you confirm you are authorized to provide that number. You agree 

to pay any fee(s) or charge(s) that you may incur for incoming 

communications from us or outgoing communications to us, to or 

from any such phone number or email address, without 

reimbursement from Alorica. 

 
To change your communication preferences or to revoke consent 

please email your request to the Company at 

HumanResources@alorica.com . You may revoke your 

authorization for most communications; however, you cannot 

revoke authorization for emergency or other legally required 

communications. 

 

 

mailto:%20HumanResources@alorica.com
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Internal And External Communications  

Communication on behalf of Alorica and any of its affiliates is 

restricted to Corporate Human Resources, the Company’s 

Executive Management, Corporate Communications, or VP of 

Marketing. 

 
This policy applies to any kind of Company communications and 

announcements, including, but not limited to, email, posts, 

tweets, and verbal communications made internally or externally. 

 
This means all communications of any kind made on behalf of the 

Company with members of the media or any other external party 

(including interviews, answering any questions, providing 

quotes to be used in printed form, giving access to our facilities 

to the media) may only be done with the expressed prior consent 

of Corporate Human Resources, the Company’s Executive 

Management, or the VP of Corporate Communications or VP of 

Marketing. 

This policy applies across the board to all Alorica employees, 

including our agents and Site Directors. 

The Press and Other Media 

Only specifically authorized people (Corporate Human Resources, 

Company Executive Management, and the VP of Corporate 

Communications) can do interviews on behalf of Alorica with the 

press. In other words, if you do not know whether or not you can 

speak to the media on behalf of the Company, then you should 

not. 

 
Every once in a while, a member of the Local Management team 

may be given authorization from Corporate Human Resources, the 

Company Executive Management, or the VP of Corporate 

Communications to communicate with the press on Alorica’s 

behalf. 

 
Discussions about the identity of the Company’s clients, their 

services, or other client information may be in violation of 

confidentiality obligations to the Company as an employee and 

may be grounds for dismissal. 
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What Should You Do If Contacted? 

If contacted, questioned, or requested for an interview by 

anyone from the media (press) regarding Alorica, including either 

by phone, by email or in person: 

• Respond, “No comment.” (Here’s your official chance to say that!) 

• Tell your immediate supervisor, Human Resources contact, and 

Site Director about the request. 

• Tell the person to contact the Vice President Communications for 

all media inquiries. 

 
This policy should not be interpreted to interfere with your rights 

to discuss terms and conditions of your employment as provided 

under the National Labor Relations Act. 

Corrective Action 
Alorica wants to provide a productive work environment for 

you, to encourage the maximum in human relations skills, and 

to take consistent and positive steps to resolve attendance, 

conduct, or performance concerns. 

 
In cases where an employee doesn’t follow the policies or meet 

job requirements, the employee will be issued a corrective 

action notice. The corrective action notice may be a Step I – 

Verbal Warning; Step II – Written Warning; Step III – Final 

Written Warning; or Step IV – Involuntary Separation of 

Employment. Management may, at their discretion, elect not to 

proceed through any or all steps in the corrective action 

procedure as some breaches of policy may warrant more 

advanced applications up to and including immediate 

termination. 

 
Corrective action may begin at any step appropriate to the 

seriousness of the offense. Nothing in this Corrective Action 

plan alters or restricts the at- will employment relationship 

described earlier in this handbook. 
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Criminal Conduct and Background 

Checks 
Because of the nature of our business, criminal conduct may 

result in an employee’s reassignment or corrective action—up to 

and including termination (subject to applicable law). 

 
The following provides you with some additional information about 

Alorica’s background check process. 

 
Types of Background Checks 

Pre-employment. A pre-employment, post- conditional offer 

background check is required for any candidate being considered 

for employment (including rehires). Employment offers are 

conditional pending successful completion of a background 

check. 

Post-Hire. An existing Alorica employee may be subject to a job-

related background check for reasons including but not limited 

to the following: 

 

• Change in job duties (e.g., transfer to a new role; change in 

responsibilities [including but not limited to job-related client 

requirements]; change in Company policy) 

• Safety (e.g., circumstances which lead the Company to 

conclude an employee poses a risk to the safety or security of 

the Company, client, or customer; any of their employees; or 

member of the public) 

• Audit result (e.g., determination, following a routine or ad hoc 

Company audit, that a required pre-employment background 

check was inadvertently not conducted) 

 
 
 
Post-hire follow-up 

• Where employment or continuing employment was 

conditioned on resolution of a job-related criminal charge 

which was pending when original background check was 

conducted 

• Where an existing employee is arrested or charged with or 

convicted of a job-related crime, the employee must report 

the arrest, charge, or conviction to Human Resources. Reports 

must be made within five (5) days of the arrest, charge, or conviction. 

In such circumstances, the report may result in an employee’s 

reassignment or disciplinary action up to and including termination 

including termination of employment. Failure to make such a report 

may result in corrective action up to and including termination of 

employment. 
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If an employee is not certain whether a crime is job-related, the 

employee should contact his/her supervisor, other member of 

management, Human Resources, or the Company’s reporting 

hotline. 

 
Components 

Subject to applicable law and by way of example only, Alorica’s 

background check may include the following components: 

• SSN validation 

• Criminal history 

• Employment verification 

• Education verification 

• Professional references 

• Personal references 

• Motor vehicle records 

• Credit history 

• Debarment 

• Fingerprinting 

 

Criminal History 

The Company will only inquire about convictions and guilt, no 

contest, and nolo contendere pleas (subject to applicable law). 

Unless expressly required by law, the Company will not inquire 

about arrests which are no longer pending and did not result 

in a conviction; a criminal charge which was erased, dismissed, 

or nulled; a conviction which has been expunged, sealed, or 

statutorily eradicated, impounded by the Court, or 

absolutely pardoned. Anything pertaining to a juvenile record or 

matters which may not be considered by an employer in 

determining employment eligibility as a matter of law. 

 
Authorization 

If and as required by law, the Company will require and obtain 

written authorization from an applicant or employee (if already 

hired) and provide any appropriate documentation, including any 

legally required disclosures, prior to conducting a background 

check. Authorizations previously obtained from an applicant or 

employee will remain valid during employment as permitted by 

law. 

 

Individuals may refuse to complete or sign a background check 

authorization form. However, such refusal may make the 

individual ineligible for employment or continuing 

employment, which in turn may result in a withdrawal of the 

individual’s employment offer or termination (if already 

employed). 
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Evaluation of Criminal History 

A criminal conviction or plea is not an absolute bar to employment, 

but the information provided may be considered by the Company 

in its employment decisions as permitted by law. Criminal history 

will be evaluated on an individualized, job-related basis and used 

only as needed for legitimate business purposes. 

 
Various factors may be considered in determining the impact of 

criminal history on one’s eligibility for new or continuing 

employment including but not limited to nature of the job or job 

sought and the relevance of the offense to the specific position; 

nature and gravity of the offense; number of offenses; time that 

has passed since the conviction or plea and/or completion of the 

sentence; any relevant evidence regarding rehabilitation; 

whether employment or continuing employment of the individual 

would pose an unreasonable risk to the business; and any other 

relevant information, including information submitted by the 

individual. 

 
Depending on the job or job sought and by way of example only, 

job related offenses may include, without limitation, those 

pertaining to violence, theft, and dishonesty. 

Impact of Background Check 

If the Company determines that an applicant or employee has not 

satisfied the background check requirements specific to the position 

the individual has or is seeking (as applicable), the employment offer 

may be withdrawn, or employment may be terminated (as 

applicable). 

 
If an existing employee does not satisfy a background check 

conducted in connection with a new role, the employee may be 

ineligible for not only the new role, but also the employee’s existing 

role, which may result in the employee’s termination of employment 

depending on the job requirements of the existing role and job-

relatedness of the background check results to that role. 

 
If background check results make an applicant or employee ineligible 

for the role the individual is seeking or holds, the individual may elect 

to apply and may be eligible for other positions, depending on the job 

requirements of the other role and the job-relatedness of the 

background check results to that role. 
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Notification and Dispute Process 

A notification will be sent to an individual if the background check 

results may in whole or in part affect the individual’s eligibility for 

employment or continuing employment (if already hired). This 

communication will include a letter providing the 

individual an opportunity to dispute the background check results, 

a copy of the background check, and any other legally required 

documentation. 

 
Candidates have a right to dispute the accuracy and/ or 

completeness of the background report obtained by the 

Company from a third-party background check vendor (a 

Consumer Reporting Agency or CRA) by directly contacting the 

CRA. The CRA does not participate in any employment decision by 

the Company and will not be able to provide specific reasons the 

Company may choose to take an adverse employment action. If 

candidates successfully dispute the results of their background 

check, consideration for employment will be re-evaluated in light 

of post- dispute, updated background check. 

 
In addition, an individual is entitled to provide directly to the 

Company any additional information and/or explanation which 

the individual believes may be relevant to the Company’s 

decision-making process. 

Such information will also be considered by the Company in 

evaluating an individual’s eligibility for employment. 

 
If the individual does not, within the reasonable time frame 

specifically provided by the Company, (i) satisfactorily explain to the 

Company his/her background check results, or (ii) successfully 

dispute with the CRA the accuracy or completeness of the record 

provided by the CRA, the Company will proceed with the proposed 

adverse employment action (including, but not limited to, a 

decision not to hire or termination). 

 
Accurate Reporting 

The Company reserves the right to withdraw any offer of or 

terminate employment (if already hired) upon concluding the 

individual has engaged in falsification, omission, or other 

misrepresentation of any fact provided in connection with one’s 

application for employment or continuing employment (including, 

without limitation, resume, application form, and verbal 

statements), regardless of when the discovery is made. 
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Disabilities and Reasonable Accommodations 

Alorica’s Commitment 

Alorica values its diverse workforce and is dedicated to complying fully 

with the Americans with Disabilities Act (as amended) and similar state 

and local laws. 

 
To further our commitment, the Company will provide reasonable 

accommodations for known physical and mental disabilities of 

qualified individuals to enable them to apply for employment, 

perform essential job duties, and enjoy the benefits of 

employment—unless the accommodation would impose an undue 

hardship on the Company or pose a direct threat of substantial 

harm. 

 
The Company will also provide reasonable accommodations related 

to pregnancy, childbirth, lactation, and religion, as required by 

applicable law. 

 
What is an Accommodation? 

Examples of an accommodation include, without limitation: making 

facilities accessible, job restructuring, modifying work schedules, 

providing, or modifying equipment, reassignment to a vacant 

position for which an employee is otherwise qualified to perform, 

and/or leaves of absence .1 

 

The Accommodation Process 

To request an accommodation related to a disability, employees 

should contact the Leaves & Accommodations (L&A) 

Department using the Company’s designated self-service portal, 

ESS or by email at helpatwork@alorica.com. 

 
Applicants may alert their recruiter or email 

talentoperations@alorica.com . Other accommodation requests 

such as religious accommodation should be directed to local 

Human Resources. 

 
Employees simply need to let their manager, Human Resources, 

or the L&A Department know they need an adjustment or change 

at work for reasons related to their own disability. 

 
The request can be verbal or written and can be made by an 

applicant, employee, or someone on their behalf. Managers, 

Human Resources, and Recruiters who receive disability-related 

accommodation requests will promptly notify the L&A 

Department, which will take the lead on managing the process. 

 
 
 
 

1. Employees granted a leave of absence, including but not limited to a leave as an 

accommodation, are required to apply accrued but unused PTO during an otherwise unpaid 

leave of absence, subject to applicable law. 

mailto:%20helpatwork@alorica.com
mailto:%20talentoperations@alorica.com


EMPLOYMENT POLICIES 
 

|16 
 

Internal use only—not for distribution. 

 

 
 
 

To allow Alorica to effectively consider and make an informed 

decision about the individual’s request, the Company (through 

the L&A Department) may ask for information from individuals 

and their healthcare providers where authorized . 

 
This information may include, for example, confirmation that the 

individual is disabled (if not known or obvious), the 

accommodation requested, disability-related limitations, and 

how the accommodation will help the individuals in their 

employment. 

 
The Company will not ask for more information or documentation 

than is needed to effectively evaluate and respond to an 

accommodation request. All information collected in connection 

with this process will be treated as confidential and will be 

maintained separately from the individual’s personnel file, in 

accordance with applicable law. 

 
Alorica is committed to working with employees to identify and 

provide reasonable accommodation, and we encourage 

employees to suggest specific accommodations. The Company is 

not required to grant the requested accommodation and can 

provide alternative reasonable accommodation as long as 

effective. The Company will assess each request on a case-by-case 

and individualized basis. 

An individual is not required to accept accommodation offered by 

the Company. 

However, employees are expected to perform the essential 

functions of the job with or without accommodation; rejecting 

effective reasonable accommodation may interfere with the 

ability to satisfactorily perform their job. 

 
The accommodation process is an interactive one, requiring 

collaboration by both the Company and the individual with a 

disability. An individual who does not meaningfully cooperate in the 

interactive process might jeopardize his or her ability to receive 

reasonable accommodation. 

 
The accommodation process is also ongoing. Therefore, if a request is 

denied, an accommodation does not seem to be effective, an 

employee’s job duties are modified, or their limitations or work 

restrictions change, the employee is encouraged to provide 

additional information and/or request a different or additional 

accommodation, as applicable. 
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Religious Accommodation 
Alorica prides itself on diversity and respects the religious beliefs 

and practices of all employees. 

If you request accommodation for such observances, when a 

reasonable accommodation is available that does not create an 

undue hardship on the Company’s business, we will do our best 

to make it work. If your religious beliefs or practices conflict with 

your job, work schedule, or with the Company’s policy or practice 

on dress and appearance, or with other aspects of employment, 

and you seek a religious accommodation, you must request the 

accommodation through Human Resources. 

 
You may make the request verbally or in writing, although written 

requests are encouraged. In order to help us meet your needs and 

reach an accommodation in the shortest possible time, it is useful 

if you provide the following information: 

1. A description of the accommodation you are requesting. 

2. The reason you need the accommodation. 

3. A brief explanation of how the requested accommodation will 

help resolve the conflict between your religious beliefs or 

practices or lack thereof and one or more work requirements; 

and 

4. Any additional information about your religious beliefs or 

practices and the request that will be useful in evaluating your 

request. 

 
We are committed to working with you to identify reasonable 

accommodation. Please keep in mind that while we encourage you 

to suggest specific accommodations that will meet your needs, the 

Company is not required to grant the specific requested 

accommodation and reserves the right to provide an alternative, 

effective accommodation to meet your needs without imposing 

undue hardship on the Company. 
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Got questions? Get answers! 

Employees may contact any member of management, Human 

Resources) or the L&A Department with questions about the 

Company’s accommodation policy or process. 

Discrimination, Retaliation, and Open Door Policy  

Alorica strictly prohibits discrimination based on all protected 

categories, including disability. The Company also prohibits 

retaliation for requesting or using reasonable accommodation. 

Employees should promptly notify Alorica using any avenue of the 

Company’s Open Door Policy, including The Integrity Center 

(Alorica’s reporting hotline, which can be reached at 

theintegritycenter.com), of any suspected discrimination, 

retaliation, or failure to provide an accommodation. 

 
Remember, if you see or hear something, say something! Acting 

with integrity—including Speak Up! If you believe something 

isn’t right— is everyone’s responsibility. 

Employment Classifications 
Employees are classified as one of the following: 

 
Full-time 

If your actual worked hours are equal to or greater than 30 hours 

per week. Full-time employees are eligible to receive Company 

benefits subject to the terms, conditions, and limitations of each 

benefit program. 

Part-time 

If your actual worked hours are less than 30 hours per week. Part-

time employees are not eligible for Company benefits. Part-time 

employees retain their status unless and until notified of a change in 

writing. 

Temporary/Seasonal 

If you work in a job established for a specific period of time or for 

the limited duration of a specific project or group of assignments. 

Temporary/ Seasonal employees retain their status unless and 

until notified of a change in writing. Employment beyond any 

initially stated period does not in any way imply a change in 

employment status. Temporary/Seasonal employees are not 

eligible for Company benefits unless required by law. 

http://www.theintegritycenter.com/
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Agency Temporary 

A temporary worker who is not an employee of Alorica but an 

employee of an agency vendor and is paid wages by the agency 

and engaged on a temporary basis, free from control and direction 

of Alorica. 

Employment of Family Members 
To prevent concerns that may result from the employment of 

family in a reporting relationship (one person being the other 

person’s boss), family members should not have a direct or 

indirect reporting relationship. For purposes of this policy, a 

family member is defined as a spouse (including domestic 

partnership), child (including stepchild), parent (including in-

law), sibling, aunt/uncle, first cousin, grandparent, 

niece/nephew, individual sharing the same household, and/or 

person within a romantic relationship. 

 
Any family member/relationship should be disclosed to Human 

Resources to determine if another working arrangement is possible. 

Alorica, at its sole discretion, may decide that the relationship in 

question creates a conflict of interest, creates legal liability, or 

raises concerns about supervision, safety, security, or morale. 

Alorica may take appropriate action, according to the circumstances, 

up to and including transfer or separation of employment. 

 
Exceptions to this policy must be approved by the Chief 

Administration Officer (CAO). 

Dating 
Alorica is fortunate to have a fantastic team of employees 

interacting and building professional relationships with each other 

in the workplace. While not recommended, we realize co-worker 

relationships may develop on a personal level that go beyond the 

workplace. This policy provides employees’ guidance on these types 

of relationships as they relate to or affect employment and the 

workplace to help: (i) foster compliance with Alorica’s other 

policies; and (ii) maintain a respectful and inclusive work 

environment. 

Co-worker Relationships 

Co-worker relationships must be consensual and conducted in a 

professional manner at all times while in the workplace or when 

employees are otherwise acting on behalf of Alorica. 
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Any relationship or interaction which interferes with the work 

environment or any employee’s productivity, creates a 

potential conflict of interest, or otherwise violates Alorica 

policy, including the Harassment, Discrimination, and 

Retaliation Policy, will be Addressed with appropriate action 

depending on the circumstances, which may include disciplinary 

action up to and including employment separation of 

employment. 

Supervisor/Management: 
Employee Relationship Limitations 

Due to the potential for conflict of interest or other impact on 

the work environment, Alorica prohibits supervisors and other 

members of management from dating or otherwise having 

romantic involvement with any employee who (i) directly or 

indirectly reports to that supervisor or (ii) is otherwise 

considered lower level relative to the other individual (i.e., a 

non-supervisory employee or lower-level supervisory 

employee in any department), unless the relationship has been 

expressly approved in writing per this policy . 

 
If in doubt, it is always better to ask Human Resources. 

Importantly, supervisors and other members of management 

are expected to lead by example by complying with policies, 

holding others accountable for compliance, and reporting any 

suspected non-compliance. 

 

Failure of supervisor or other members of management to do so 

may result in disciplinary action up to and including termination. 

 
Relationship Reporting Process 

Employees should contact their supervisor more senior 

management or Human Resources, or Alorica’s reporting hotline if 

they become aware of any relationship that may be inconsistent 

with this policy. 

If you are involved in a relationship at work that is or may be contrary 

to this policy (or you are a supervisor and become aware of an 

actual or potential relationship contrary to this policy) you MUST 

disclose it to Human Resources immediately for proper review at 

HumanResources@alorica.com. 

 
In addition, employees who are offered supervisory or higher-level 

managerial roles must disclose past and current relationships with 

any employee who would be considered a subordinate following the 

promotion. Further, you must contact Human Resources before 

getting involved in a relationship at work that is or may be contrary 

to this policy. 

 
Alorica will evaluate the nature of the relationship and take 

appropriate action, based on the circumstances. While all 

employees are required to notify Human Resources of the 

relationship per policy, failure of a supervisor or manager to notify 

Human Resources of any relationship contrary to this  

mailto:%20HumanResources@alorica.com
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policy may result in disciplinary action up to and including 
termination of the supervisor or manager. 

 
Exceptions to this policy must be approved by both a member of 

Human Resources and a business leader, each of whom must 

be at a Vice President level or above. 

 
Contact Human Resources if you have questions or need further 

clarification about this or other policies. As a reminder, Alorica 

strictly prohibits harassment of any type, including sexual 

harassment. 

Per the Harassment, Discrimination, and 

Retaliation Policy and Internal Reporting 

Procedure, employees should promptly 

escalate any concerns using any  

avenue of the Open Door Policy 

without fear of retaliation. 

Employment Records 
Keep us up to date! Please update Employee Self-Service with any 

changes in your name, address, telephone number, marital status, 

number of dependents, direct deposit/pay card, beneficiary, and 

any other data that is kept in employment records. 

Access to Employment Records 

Alorica strives to protect employee privacy. Employee personnel files 

are Company property. Access to these files is restricted to the 

employee and members of management and/or Human Resources 

who have a legitimate business need-to-know. Employees who are 

granted access to employment records are responsible for 

maintaining the privacy of employees. In some cases, current or 

former employees may be permitted to review their employment 

files by writing to Human Resources. Employees may not remove any 

portion of the record from the premises but may request a copy of 

any specific portion of their record. 

 
Former employees and third parties who are not affiliated with the 

Company will be given access to employee files only in accordance 

with federal, state, or local laws or pursuant to a valid subpoena. 
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Employment Verification 
All employment verification requests for current or former 

employees are managed by The Work Number via its website 

at www.theworknumber.com or via phone at 1-800-367-5690.  

Requesters should provide the present or former employee’s 

Social Security number and the company code 12561. 

 

Harassment, Discrimination, and 

Retaliation 
Purpose 

At Alorica, we’re committed to a workplace in which all 

individuals are treated with respect and dignity. 

Every Alorica employee has the right to work in a professional 

environment that promotes positive relationships and respect, 

and is free of discrimination, harassment, and retaliation. 

 

Policy Statement 

Alorica has a zero-tolerance policy with respect to harassment and 

discrimination because of race, religion, creed, color, national origin, 

ancestry, physical or mental disability, medical condition, marital 

status, age, military and veteran status, genetic information, sexual 

orientation, gender, gender identity, gender expression, sex, 

including sexual harassment, and any other category protected by 

law is unacceptable, and will not be tolerated, period. Retaliation for 

reporting a good faith complaint of harassment or discrimination or 

participating in an investigation relating to such a complaint, will 

likewise not be tolerated. 

http://www.theworknumber.com/
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Scope 

This policy applies to all employees of Alorica, including 

supervisors and non-supervisory employees, and prohibits 

harassment and discrimination of employees in the workplace by 

any person, including non-employees. It also extends to 

harassment by customers, vendors, independent contractors, 

and other third parties doing business with Alorica and further 

prohibits sexual harassment of applicants for employment, 

interns, contractors, and non-employees providing services to 

Alorica in the workplace. 

The Law 

Federal and various state laws prohibit discrimination—including 

harassment—based upon an individual’s protected categories 

including race, color, religion, sex, national origin, disability, and 

age. An action does not need to rise to the level of violating 

federal or state law before it will be considered a violation of this 

policy. 

 

Harassment 

Harassment is a form of employee misconduct. It is unwelcomed or 

offensive behavior based on a legally protected category and may 

take many forms, including, but not limited to, slurs, jokes, 

drawings, cartoons, gestures, physical assault, or blocking 

normal movement. Behavior that is not intended to be offensive 

can still constitute harassment. 

 
Harassment in violation of this policy can occur in person, in 

writing, by telephone (including voice or text messaging), via the 

Internet (including email and social networking sites like Facebook 

and Twitter) or any other means of communication. 

 
It may occur in the workplace and also outside the workplace, 

such as when on a business trip or attending a company event. 
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Sexual Harassment 
Sexual harassment is a form of sex discrimination and is unlawful. 

Sexual harassment includes harassment on the basis of gender, 

sexual orientation, gender identity and the status of being 

transgender. Sexual harassment may include offensive or 

unwelcome sexual advances, verbal comments, or innuendo of 

a sexual nature, words of a sexual nature used to describe a 

person or depict a situation, or the display of sexually suggestive 

objects or pictures. 

 
Comments, physical touching of another person, or other 

behaviors which are not explicitly sexual in nature, may also 

constitute sexual harassment. 

 
Unwelcome sexual advances, requests for sexual favors and 

other verbal, physical, or visual conduct of a sexual nature 

constitute sexual harassment contrary to company policy when: 

1. Submission to such conduct is either an explicit or an implicit 

term or condition of employment (including, but not limited 

to, promotion, training, timekeeping, and assignments); or 

2. Submission to or rejection of such conduct is used as a basis for 

employment decisions affecting the individual; or 

 

3. Such conduct has the purpose or effect of interfering with work 

performance, or creating or maintaining an intimidating, 

hostile or offensive work environment. 

 
Sexual harassment also includes the harassment of an individual 

based on that individual’s non-compliance with gender 

stereotypes (for example, harassment of a man for being “too 

feminine”). Sexual harassment may occur between a man and a 

woman, between two men or between two women, or between 

multiple individuals regardless of their gender. 

 
Examples of behavior that would be considered sexual 

harassment under company policy include, but are not limited to, 

the following: 

a. Unwelcome physical behaviors: 

• Physical contact 

• Unwelcome physical advances such as unwelcome 

kissing, pinching, patting, or fondling 

• Offensive body action such as leering, standing too close, 

or making sexually explicit gestures 

• Assault or coerced sexual acts 

b. Unwelcome non-physical behaviors: 
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• Offensive comments such as repeated comments about 

one’s anatomy, attire, or appearance 

• Repeated jokes or remarks that are stereotypical or 

derogatory to members of a particular gender 

• Unwelcome attention such as persistent unwelcome 

flirtation 

• Unwelcome verbal advances such as expressions of sexual 

interest or sexual inquiries 

• Unwelcome comments about an individual’s body, sexual 

prowess, or sexual deficiencies 

• Favoring an applicant or employee because that person 

has performed or shown a willingness to perform sexual 

favors for a supervisor 

• Unwelcome and persistent social invitations 

• Unwelcome sexual propositions 

• Sexually explicit or obscene messages on any medium 

including voicemail or computer 

• Repeated use of demeaning or inappropriate terms, such 

as “babe” or “honey” 

• Repeated use of crude and offensive language 

• Displays of pictures, posters, and/or cartoons that may be 

considered offensive 

• Sexual bribery, such as offering an evaluation, promotion, 

or other advantage in exchange for sexual favors or 

threatening punishment 

for refusal of favors (referred to as “quid pro quo” 

harassment) 

 
Sexual harassment is not limited to the physical workplace itself. 

It can occur while employees are traveling for business or at 

employer sponsored events or parties. Calls, texts, emails, and 

social media usage by employees can constitute unlawful 

workplace harassment, even if they occur away from the 

workplace premises or not during work hours. 
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Other Types of Harassment 
Harassment based on other protected classifications (such as 

race, religion, creed, color, national origin, ancestry, physical or 

mental disability, medical condition, marital status, age, military 

and veteran status, genetic information, sexual orientation, 

gender, gender identity, or gender expression) is also strictly 

prohibited. Examples of behavior that would be considered 

harassment under company policy include, but are not limited 

to, the following: 

• Negative verbal or written statements and/or other actions 

that are directed at an employee because of his or her 

protected classification, including use of offensive language. 

• Verbal or written statements and/or other actions that 

demean a person because of his or her protected 

classification. Such statements and/or other actions need not 

necessarily be directed to a particular employee to be 

considered harassing. Offensive actions or statements that 

are seen or overheard by fellow employees can also create a 

hostile work environment. 

 

Retaliation 

Retaliation is a form of discrimination that is unlawful and strictly 

prohibited at Alorica. Retaliation occurs when an employee or 

applicant is punished solely for asserting their right to be free from 

unlawful employment discrimination, including harassment. 

       
It is against company policy to retaliate against an employee or 

applicant for taking any of the following actions in good faith: 

• Filing, being a witness, or assisting in a discrimination charge, 

complaint, investigation, or lawsuit 

• Communicating with a supervisor, manager, or Human Resources 
employee about suspected employment discrimination or harassment 

• Answering questions during an employer investigation of alleged 

harassment 

• Encouraging a fellow employee to report harassment 

• Refusing to follow orders that would result in discrimination 

• Resisting sexual advances or intervening to protect others 

• Requesting a reasonable accommodation for a disability or for a 

religious practice 

• Asking managers or co-workers about salary information to 

uncover potentially discriminatory wages
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Responsibilities 
All Employees 

We are all responsible for complying with and enforcing this 

policy against harassment, discrimination, and retaliation. If you 

believe you have been the victim of prohibited conduct or if you 

have witnessed such conduct, you must immediately follow the 

Internal Complaint Procedure outlined below so that the 

matter can be promptly investigated and addressed as 

appropriate. Employees are also expected to make truthful 

reports and cooperate in internal and government investigations. 

 
Management 

Managers, supervisors, and Human Resources have a leadership 

role, and their behavior must provide a model of the standards 

required by Alorica. They must also ensure that employees are 

aware that harassment, discrimination, or retaliation will not be 

tolerated and that complaints will be treated seriously. 

 
Any member of management who becomes aware of a 

complaint of harassment, discrimination, or retaliation or who 

observes or becomes aware of such a situation must 

immediately report the matter. 

Zero Tolerance 
Alorica has a zero tolerance policy when it comes to any sort 

of harassment, discrimination, or retaliation. 

 
Corrective action, up to and including termination of 

employment, will be taken against any employee who engages 

in this type of behavior. While the company maintains zero 

tolerance for harassment, discrimination, and retaliation, the 

correction action taken will correspond to the relevant facts and 

circumstances, including the gravity of the misconduct. 

 
Any supervisor, manager, team manager, or Human Resources 

employee who has knowledge of any sort of harassment, 

discrimination, or retaliation must promptly notify Alorica using 

the company’s internal complaint procedure. Failure to take 

action to end or report such behavior, as required by this policy, 

will result in corrective action, up to and including termination. 
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Alorica’s Internal Escalation Procedure 
Regarding Discrimination, Harassment, and Retaliation 

1. If you believe you have witnessed or experienced harassment, 

discrimination, or retaliation, you should immediately notify 

your supervisor, team manager, a member of the Human 

Resources department, other management employee with 

whom you are comfortable, or the company’s Reporting 

Hotline. You may call Alorica’s toll-free Reporting Hotline at 

any time at 800-250-5189 or online at 

theintegritycenter.com . 

2. You may initiate an internal complaint verbally or in writing. 

While no special form is required, the Human Resources 

department has a complaint form available for use here. 

You may also submit a complaint by providing the 

information requested via the Reporting Hotline describing 

the concern and relevant details (e .g. description of 

concerning event/action/issue, location, timing, and any 

witnesses). 

3. Any supervisor or manager who is notified of any complaint 

of harassment, discrimination, or retaliation—or is aware of 

any situation that may constitute harassment, 

discrimination, or retaliation—must immediately notify 

Human Resources using the contact information above, 

either verbally or in writing . 

 

 

4. Alorica has Open Door Policy Human Resources 

representatives, management, and the company’s Reporting 

Hotline are available to receive complaints from employees 

during normal business working hours, with or without 

appointments. 

5. When Alorica receives a complaint, it will conduct an 

impartial, fair, timely, and thorough investigation which 

provides all parties appropriate due process and enables the 

company to reach reasonable conclusions based on the 

evidence collected. The investigation will be conducted by a 

qualified person trained to conduct such investigations. 

6. Alorica will take every reasonable step to promptly resolve 

complaints. 

7. Confidentiality of the complaint, complainant, and 

investigation will be maintained to the fullest extent 

possible, consistent with conducting a complete 

investigation. 

8. No one should be considered to be in violation of this policy 

because an investigation is being conducted. 

9. Alorica will interview all relevant witnesses, including the 

complainant, and review all relevant 

http://www.theintegritycenter.com/
https://engage.alorica.com/hr/forms/
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documents. Employees who are interviewed as part of an 

investigation are expected to fully cooperate and share 

information they may have regarding the investigation. 

Failure to do so may result in corrective action. Dishonest 

statements made during an investigation will likewise result 

in disciplinary action, up to and including termination of 

employment. 

10. Alorica will communicate with the complainant (in writing, 

when possible) regarding the status of the complaint, 

investigation, results of the investigation, and that 

appropriate action was taken, and give the complainant an 

opportunity to respond. However, details pertaining to other 

applicants or employees will generally not be disclosed to 

the complainant in the interest of the privacy. If the 

complainant has any complaints about the results of an 

internal investigation of sexual harassment and related 

retaliation, he or she may also contact Alorica’s VP, Workforce 

Compliance & Diversity as an additional resource at 

EEOconsultant@alorica.com. 

11. Alorica will track all investigations and maintain written 

records of all investigatory steps, any findings or conclusions 

of the investigation, and any remedial actions taken. 

12. If an investigation confirms that an allegation of a violation of 
this policy is substantiated, remedial measures will be taken, 
including appropriate discipline, up to and including 
termination of employment. 

13. Alorica shall not tolerate retaliation against any employee for 

use of this internal complaint procedure or any external 

complaint procedure, for assisting in the investigation of a 

complaint, or for otherwise assisting in a complaint. 

However, misuse of a 

complaint procedure 

or false reporting will 

not be 

condoned and 

will result in 

disciplinary 

action, up to 

and including 

termination. 

mailto:EEOconsultant@alorica.com
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Legal Protections and External Remedies 
While Alorica sincerely appreciates the opportunity to receive 

and address workplace concerns, this Internal Complaint 

Procedure does not replace the right of any employee to file a 

charge or complaint of discrimination, harassment, or 

retaliation under any available municipal, state, or federal law. 

 
If you believe you have suffered discrimination, harassment, or 

retaliation, you may—in lieu of or in addition to utilizing this 

internal complaint 

procedure—choose to pursue legal remedies with the following 

governmental agencies at any time. 

 
Federal Agency 

The Equal Employment Opportunity Commission (the “EEOC”) 

enforces federal anti-discrimination laws, including Title VII of 

the 1964 Civil Rights Act (codified as 42 U.S.C. § 2000e et seq), 

the ADA, and the ADEA. The EEOC has district, area, and field 

offices where complaints can be filed, or an individual can 

contact the EEOC through the following methods: 

Website: www.eeoc.gov 

Email: info@eeoc.gov 

1-800-669-4000 (voice)/1-800-669-6820 (TTY) 

 

 
State Agencies1 

California 

The California Civil Rights Department (CRD) enforces California 

anti-discrimination laws, including the Fair Employment and 

Housing Act (“FEHA”), codified as Cal. Gov. Code § 12900 et seq. An 

individual can contact the DFEH through the following methods: 

Website: calcivilrights.ca.gov 

Email: contact.center@dfeh.ca.gov 

1-800-884-1684 (voice)/1-800-700-2320 (TTY) 

 
New York 

The New York State Division of Human Rights (“DHR”) enforces 

the Human Rights Law (“HRL”), codified as N. Y. Executive Law, art. 

15, § 290 et seq, which applies to employers in New York State 

with regard to sexual harassment, and protects employees, paid 

or unpaid interns and non- employees regardless of immigration 

status. 

 
A complaint alleging violation of the Human Rights Law may be 

filed either with the DHR or in New York State Supreme Court. 

Complaints with the DHR may be filed any time within one year 

of the harassment. 
 

1. For a full listing of appropriate state and local agencies, please contact Alorica’s Human 

Resources Department. Additionally, if a claim of harassment involves physical touching, coerced 

physical confinement or coerced sex acts, the conduct may constitute a crime. Contact the local 

police department. 

http://www.eeoc.gov/
mailto:%20info@eeoc.gov
https://calcivilrights.ca.gov/
mailto:%20contact.center@dfeh.ca.gov
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If an individual did not file at DHR, they can sue directly in state 

court under the HRL, within three years of the alleged 

discrimination. An individual may not file with DHR if they have 

already filed a HRL complaint in state court. Complaining 

internally to Alorica does not extent your time to file with DHR 

or in court. The one-year or three years is counted from the date 

of the most recent incident of harassment. 

 
You do not need an attorney to file a complaint with the DHR, 

and there is no cost to file with DHR. DHR’s main office contact 

information is: NYS Division of Human Rights, One Fordham 

Plaza, Fourth Floor, Bronx, New York 10458. 

Website: dhr.ny.gov 

Email: complaints@dhr.ny.gov 

1-888-392-3644 (voice)/718-741-8322 (TTY) 

 
Local Protections 

Many localities enforce laws protecting individuals from sexual 

harassment and discrimination. An individual should contact the 

county, city, or town in which they live to find out if such a law 

exists. For example, employees who work in New York City may 

file complaints of sexual harassment with the New York City 

Commission on Human Rights (“CHR”). 

Contact their main office at Law Enforcement Bureau of the NYC 

Commission on Human Rights, 40 Rector Street, 10th Floor, New 

York, New York. An individual may also call 311 or (212) 306-7450 

or visit www1.nyc.gov/site/cchr/index.page. 

 

Human Trafficking 
Alorica is committed to a work environment that is 1000% 

unequivocally free from human trafficking, forced labor, and 

unlawful child labor. We strongly believe that we are responsible 

for promoting ethical and lawful employment practices. These 

practices are also required to be followed by our suppliers, 

subcontractors, or business partners worldwide. If you or 

someone you know needs assistance, please contact the 

National Human Trafficking Resource Center at 1-888-373-7888. 

 

Immigration Law Compliance 
Alorica is committed to full compliance with federal immigration 

laws. These laws require that all employees complete a Form I-9 

provided by the Department of Homeland Security and provide 

documentation of his/her identity and legal authorization to 

work in the United States. 

Alorica participates in the E-Verify program. 

http://dhr.ny.gov/
mailto:complaints@dhr.ny.gov
https://www1.nyc.gov/site/cchr/index.page
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All offers of employment and continued employment are 

conditional on receipt of satisfactory evidence of identity and 

legal authorization to work in the United States. 

 

Non-Scheduled Closings 
We’ve got a plan to unexpected events to ensure you’re aware of 

any last-minute need to close any Alorica facility: our Emergency 

Status Hotline telephone number from Human Resources/Site 

Management. 

 
For your safety and convenience, please make sure you’ve got this 

number programmed into your phone so you can call during 

severe weather conditions or other non-scheduled events. We’ll 

keep you in the loop by continuously updating the Hotline 

messages. 
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Open Door/Communications Policy 
At Alorica, we put integrity in every interaction. And an 

important part of doing that is maintaining a Speak Up! 

culture. That means we want to hear from you if something 

doesn’t seem right if you have other concerns or even if you 

have questions about your job or Alorica in general. 

 
Now, these aren’t just words—we truly believe that when 

employees Speak Up! it creates a better employee 

experience and makes us a better company. It’s also the 

right thing to do— and doing the right thing is what we’re all 

about. 
 

CHANNEL/RESOURCE 
TYPES OF QUESTIONS OR CONCERNS 

(Examples Only) 

 
 
 

Your Alorica direct 
supervisor 

Questions or concerns about day-to- day job 
expectations; office or team policies, practices 
or procedures; scheduling; training; workplace 
safety; team member or client/customer 
conflicts; or disagreement with employment 
decisions. 

 

 
Other member of Alorica 
management 

 

Same as above if you’re not comfortable 
contacting your direct supervisor, or if you’re 
not satisfied or still have questions after 
speaking with him or her. 

 
 
 

Alorica Human Resources 

Same as above if you’re not comfortable 
contacting, or not satisfied or still have 
questions after contacting your direct 
supervisor and/or other member of 
management; or if you have questions or 
concerns about Alorica policies, practices, or 
procedures. 

 
 
 

The Integrity Center (provides 
anonymous reporting option) 

Same as above if you’re not comfortable 
contacting, or not satisfied or still have questions 
after contacting any other channel of the Open 
Door Policy; or to report suspected violations of 
Alorica policy, ethics, or legal obligations; or to 
make an anonymous report of any nature. 

 

 
VP Workforce Compliance & 
Diversity 
EEOConsultant@alorica.com 

 

If you have a complaint about the results of an 
investigation into concerns of harassment, 
discrimination, or retaliation at Alorica, Alorica’s 
VP Workforce Compliance & Diversity 
is another channel to support you. 

 

mailto:EEOConsultant@alorica.com
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So where do you go with a question or concern?  

Alorica’s Open Door Policy strongly encourages you to use any 

of our communication channels— such as your Alorica 

supervisor, any other Alorica manager you’re comfortable 

with, a Human Resources representative or The Integrity 

Center. 

 
The Integrity Center is Alorica’s reporting hotline which is 

operated by an independent third-party. It can be used 

anonymously and is available 24/7 online at 

theintegritycenter.com; by phone at 1-800-250-5189 (or a 

country specific number which can be found on The Integrity 

Center homepage). Reports are reviewed and handled by a 

member of Alorica’s incident management team or another 

designated subject matter expert. 

 
Any of our reporting channels can be used without fear of 

retaliation— it’s always safe to Speak Up! at Alorica. And 

remember, each of us is responsible for helping to make sure 

we maintain an open and inclusive workplace environment. 

So what Open Door Channel should you use?  

Well, that’s easy—it’s up to you! However, the chart below may 

provide some guidance to help you find the resource best suited to 

assist with the question or concern you have. While there are no 

limits on whom you can contact, to help ensure your inquiry gets 

promptly and effectively addressed, were possible, please let the 

resource you contact attempt to resolve or escalate the matter 

before contacting another resource. Please note that escalations 

are encouraged internally vs to Alorica’s clients, which is a 

violation of our policies. 

 
Nothing set forth in this policy is intended to or should be 

construed to interfere with any employee rights. This includes the 

right to report concerns, make lawful disclosures and 

communicate with any governmental authority regarding 

potential violations of law, as well as any right to engage in 

concerted activity provided under Section 7 of the National Labor 

Relations Act. 

 
For more information, also see Alorica’s Policy and Internal 

Escalation Procedure Regarding Discrimination, Harassment, and 

Retaliation located earlier in this handbook. 

http://theintegritycenter.com/
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Expense Reimbursement 
Alorica will reimburse your authorized personal expenditures 

related to the conducting of the Company’s business, subject 

to applicable law. Alorica will only reimburse actual expenses 

incurred; the Company does not pay “per diem”. 

 
Where required by law, the Company reimburses employees 

fully for any necessary and reasonable expense incurred in 

the performance of their duties for the Company. Any 

questions regarding expense reimbursement should be 

directed to your supervisor or Human Resources or you may 

email Travel@alorica.com. 

 

Rehire Eligibility 
Eligibility for getting hired again is determined based on how 

you left Alorica the last time. The decision to rehire an 

employee is an individual decision based on a number of 

considerations, including the circumstances surrounding 

your previous termination, your time and attendance record, 

and your job performance. Below are the categories of 

separation and the respective eligibility provisions. 

 
Voluntary Termination (if you quit your job) 

If you quit and provided two (2) weeks’ notice, you may apply for 

consideration of employment after a six (6) month waiting period. 

Involuntary Terminations 
(if Alorica requested you leave your job) 

If you were involuntarily terminated because of reductions in 

work force/position eliminations, you are immediately eligible 

for rehire. If you were involuntarily terminated for performance 

or behavioral issues, you are eligible to reapply with us three 

years from the last day of your previous employment period. If 

you were involuntarily terminated for fraud, theft, falsification of 

records or other similar reasons, you are ineligible for rehire. 

 
Look at the Separation of Employment section for more detailed 

information. Exceptions to this policy must be approved by the 

CAO. 
 

 
 

 
 

mailto:%20Travel@alorica.com
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Reinstatement Eligibility 
If you are rehired within 30 days of leaving, you are reinstated 

with your initial service date in effect at the time of the most 

recent termination date. You will be immediately reinstated to 

your previous benefits selection, if applicable. You will not be 

able to change selections until the next open enrollment period. 

You must pay any missed premium deductions. 

 
If you are rehired after a separation of greater than 30 days, 

you will be subject to the New Hire eligibility requirements for 

benefits. 

 
This policy applies to regular full-time employees only; 

temporary or seasonal personnel are not eligible for an 

adjusted service date. If you transfer within the Company or its 

subsidiaries, you will retain your original service date. 

Health Care Regulatory Compliance Policy 
One of Alorica’s key business verticals is within the healthcare 

industry. This industry accounts for a massive amount of the US 

GDP and is ripe with data about consumers. To prevent bad acts, 

there are a myriad of laws that have developed at the federal, 

state, and even local laws that we are committed to comply with. 

These include the laws that govern the privacy and confidentiality 

of Protected Healthcare Information; laws that govern the 

commitment to detecting, correcting, and preventing fraud, 

waste, and abuse; and laws that govern data privacy, among 

others. 

 
Alorica will take appropriate corrective action against any of its 

employees or contractors who violate any of the Company 

policies or any federal or state confidentiality laws or regulations, 

including local privacy laws, the Health Insurance Portability and 

Accountability Act of 1996 (“HIPAA”); fraud, waste, abuse laws; 

and/or other laws that govern the provision of health and 

healthcare services. 

 
Employees who work with our healthcare industry projects are 

required to refer to and review the Alorica Healthcare 

Compliance Policy. 
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Lactation Policy 
The Company provides a supportive environment to allow 

breastfeeding employees to express milk during work hours. 

Company Responsibilities 

Alorica shall provide the following for employees who seek a 

lactation accommodation. 

• Flexible breaks for milk expression: If possible, break time 

to express milk shall run concurrently with any authorized 

break time already provided to employees. If additional time 

is needed beyond authorized paid rest breaks, additional 

reasonable break time will be provided to an employee to 

express milk. 

• A private place to express milk: The Company will provide 

breastfeeding employees with a clean, private room (not a 

toilet stall or restroom), with access to electricity or 

alternative devices. 

• A safe place to store milk: Expressed milk may be 

stored in Company-provided shared refrigerator(s) or 

in the employee’s personal cooler; coolers can be 

stored in the lactation 

room, or another location arranged between the employee 

and Human Resources. 

 

Employee Responsibilities 

• Communication: Employees who wish to express milk during 

their workday should notify management or Human Resources 

and the Company’s Leaves & Accommodation (L&A) 

Department of their request for lactation accommodation. 

o They should also note their desired break times, so that 

appropriate arrangements can be made to address the 

needs of both the employee and the Company. 

• Maintenance of milk expression areas: Breastfeeding 

employees are responsible for cleaning up after themselves in 

the lactation area. 

• Milk storage: Employees are welcome to store expressed milk 

in an on-site Company refrigerator. Because Company 

refrigerators are shared by Alorica employees, employees 

may wish to label expressed milk with their name to avoid 

inadvertent disposal or misuse. 

• Use of sign-up sheets to share lactation room: When there is 

more than one breastfeeding employee in the office or on-site, 

employees should use a designated lactation room sign-up 

sheet— maintained by Human Resources—to indicate when 

each individual plans to use the lactation room 
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Employees are encouraged to address any questions about the 

Company’s lactation support program to the Company’s L&A 

Department, which can be reached by emailing 

helpatwork@alorica.com or their Human Resources 

representative. 

Separation of Employment 
Sometimes, despite all best efforts, things don’t always work out.  

And while we never want this to happen, we have governing 

policies to help make this process as easy as possible for 

everyone. 

Separation from Alorica is classified as voluntary (you initiated 

leaving the company) or involuntary (the Company initiated you 

leaving). If an employee resigns voluntarily, they must give a 

minimum two- week written notice and are expected to work with 

pay during their last two weeks of employment, and continue to 

perform to acceptable standards. After 

submitting your resignation notice, you may complete an exit 

interview with Human Resources. This allows you to communicate 

your views on working at Alorica, and helps us continue to improve 

the employment experience. 

Upon separation from the Company, you are expected to return 

all Company information and property, such as badges, files, 

manuals, keys, and computer equipment (including headset). 

You will receive your final paycheck on the next scheduled payday 

or within the time required by law. Please note that bonus payments 

will not be made after an employee’s separation from the 

Company unless mandated by state law. 

 
Alorica does not pay out remaining accrued and unused PTO upon 

termination of employment, unless mandated by state law. 

 

Global Policy Acknowledgement 
As an Alorican, you are expected to review and comply with 

Alorica’s Policies including the Employee Handbook and the Global 

Code of Conduct, including any periodic updates to them. All 

employees need confirm they can access and view them on Alorica 

sites such as EIS or Engage. These can also be requested from the 

management or Human Resources. 

mailto:%20helpatwork@alorica.com
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Timekeeping Policy 
Alorica is committed to complying with all applicable 

timekeeping and wage payment laws and making sure it’s non-

exempt (a.k.a. hourly) employees are paid accurately and 

completely for all hours worked. 

 
This policy is designed to help hourly employees and their 

supervisors understand the company’s timekeeping and wage 

payment expectations. It contains key expectations but is not an 

exhaustive review. Alorica will comply with any applicable law 

more generous to employees than this policy might appear to 

provide. Employees are also encouraged to contact their 

supervisors or Human Resources with any questions. 

 
Before we get into expectations, let’s review some key 

timekeeping concepts. 

 
 
What is Work Time? 

Work time is all hours worked for Alorica—whatever, whenever, 

wherever! Work includes regular duties, administrative tasks, 

training, addressing system issues, logging in/out of and 

opening/closing computer networks and applications, and travel on 

behalf of the company, whether it occurs at an Alorica site, a client 

site, or at home—and whether it’s performed before, during or after 

regular working hours. 
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What About Technical Issues? 

Work time includes time spent addressing company or client 

computer, network, and other technical issues (including any 

issue experienced while logging in or out). The amount of time 

that may be required to address a technical issue will vary—and 

there is no limit on the time—but we always aim to get the issue 

fixed as soon as possible. Therefore, employees are expected to 

promptly notify their supervisor of any technical issue so it can 

get quickly resolved. 

 
Employees will be paid for the time they spend reporting and 

working on system issues, so employees must record all such 

time. In instances where technical issues cannot be resolved 

within 30 minutes, an employee’s supervisor may relieve the 

employee of all duty. As a reminder, employees who are relieved 

of all duty and free to engage in personal activities are not 

working—and not on the clock. 

 
For additional information on reporting and resolving technical 

issues, employees should refer to Alorica’s US WAH IT Support 

Policy . 

What Are Breaks? 

• Breaks are off-duty periods provided by company policy or law. 

They’re for eating, stretching checking what’s trending, 

phoning home (especially if it’s been a while!), or simply doing 

nothing. 

• Short rest breaks are paid, and longer breaks (typically 30 

minutes or more) are unpaid. They are always off-duty and 

uninterrupted. 

• Subject to applicable law, hourly employees who work at least a 

six (6) hour shift are provided one (1) paid rest break of ten (10) 

minutes (plus time to get to and from the rest area) and one (1) 

unpaid meal break of at least 30 minutes; employees who work at 

least an eight (8) hour shift are provided two (2) paid rest breaks of 

ten (10) minutes each (plus time to get to and from the rest area), 

and one (1) unpaid meal break of at least 30 minutes .
2 

Managers 

may allow or require a different break duration or schedule based 

on business needs, but never less than what the law provides .
3 

 

 

2. California employees should refer to EIS for the timing, duration and frequency 

of meal and rest breaks. 

 
3. This policy is not intended to limit an employee’s ability to take breaks to use 

bathroom, which can be used as needed, or for an authorized accommodation 

permitted by law (such as those pertaining to lactation, disability, pregnancy, and 

religion). 

https://engage.alorica.com/hr/policies/
https://engage.alorica.com/hr/policies/
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• All breaks must be taken away from one’s workstation. Breaks 

may be taken away from company premises. 

• Notwithstanding company policy or other management-

approved schedules, employees are entitled to meal and rest 

breaks permitted or required by law, which may be different 

or more generous than what is outlined here. Contact Human 

Resources for local rules. 

 
What is Travel Time? 

• Travel time is time spent traveling for the company, excluding 

the “personal commute”. Travel time includes travel on a 

single workday, out-of-town and overnight. Travel time is 

paid work time. 

o Personal commute, unpaid meal breaks and other off-

duty time other than paid rest breaks are unpaid—even 

when out-of-town on business. 

• The personal commute is travel between one’s home (or 

other home base) and work. Personal commute time during 

which no work is performed is typically unpaid, off-duty time. 

If an employee regularly works at home and is required to 

report to a work site, travel between home and the work site 

is paid time. 

What are Waiting and On-Call Time? 

• Waiting time is when employees are on the job but waiting to 

work or waiting for instruction or assignment. It’s paid work time 

unless employees are relieved of all duties and free to engage in 

personal activities without restrictions on where they can go and 

what they can do. 

• On-Call time is when employees have been relieved of duty but 

told they may be called back to work. Whether on-call time is paid 

depends on a variety of factors, such as the extent of restrictions 

on movement, required response time and frequency of being 

called. 
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What is PAD Time? 

Hourly employees are not permitted to perform any work 

before clocking in or after clocking out of the timekeeping 

system. Employees who clock in/out using a computer are 

automatically paid daily “PAD Time” to cover all time spent 

logging in/out of and opening/closing computer systems and 

applications at the start of, during, and at the end of their shift 

(including at the start and end of meal breaks). PAD Time is in 

addition to the time hourly employees are paid while they are 

clocked in. 

 
PAD Time can be viewed on the “Summary” and “Other Paid Hours” 

tabs of an employee’s timesheet in EIS. 

 
It is shown on these tabs as a decimal which represents the time 

as a percentage of an hour. As an example, 0 .05 is 5% of an hour 

or three minutes, and 0 .10 is 10% of an hour or six minutes. 

 
The PAD Time shown in EIS normally should cover all time spent 

logging in/out of and opening/closing computer systems and 

applications, but employees should make corrections to their 

time entries if necessary to make sure all work time is accurately 

reported and paid. 

 

 

 

For employees who clock in and out using the computer, first 

thing after logging in to the computer, they are expected to 

clock in and start working; and last thing before logging out of 

the computer, they are expected to stop working and clock 

out. 
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Do’s and Don’ts 

• Record all time accurately. Hourly employees must accurately 

record all hours worked and off-duty meal breaks taken of at 

least 30 minutes, including accurate start and end times. 

• All work time must be paid. Advanced approval for working 

overtime is expected or may be required, but time worked will 

be paid no matter what .4 

• Do not work off the clock—ever! Off-the-clock work—

working without recording time—is strictly prohibited. This 

means hourly employees may not do any work before clocking 

in, after clocking out, or during any off-duty time. 

• Work as scheduled. Schedules are important for business 

planning and work-life balance. You may start working up to 

five (5) minutes before your scheduled start time and stop 

working up to five (5) minutes after your scheduled end time. 

• Do not start any earlier or stop any later without 

management approval. And remember, if you’re working, 

it’s on-the-clock—regardless of the scheduled start and end 

times. 

• Do not require, encourage, or allow off-the-clock work. Even 

suggesting off-the-clock work or looking the other way is 

unacceptable. 

• Never falsify time records. Time entries must be accurate and may 

not be falsely adjusted up or down by anyone. Clocking in or out 

for another employee (other than a supervisor making a 

legitimate timecard entry or correction) is considered a falsification and 

is strictly prohibited. 

• Use estimates and schedules for planning only. Always record 

actual work hours. Do not rely on estimates or schedules for 

timekeeping. 

• Paid rest and unpaid meal breaks must be completely off-duty. 

Employees must be relieved of all duties during their meal and 

rest breaks. These breaks may not be discouraged, interfered 

with, or interrupted. Breaks may not exceed the scheduled 

duration or frequency unless permitted or required by law. Unpaid 

meal breaks taken must be at least 30 minutes long and will be 

scheduled accordingly. Employees should not clock in/out for short 

rest breaks as they are paid. 

 
 

4. To allow for effective business planning, employees must get advanced approval 

from their supervisor for any schedule change requests (including requests to 

work overtime). Alorica will pay for all work time, including overtime. But 

repeated failure to get advanced approval of schedule changes (including 

overtime) may result in corrective action, up to and including employment 

termination. 
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• Off-duty and mobile devices. Hourly employees are not 

required or expected to carry or use mobile devices (such as cell 

phones or tablets) for work reasons during a meal or rest 

break, or while otherwise off duty. Notwithstanding, all hours worked 

must be recorded and paid—including mobile device usage, if any. 

• Hourly employees and their supervisors must carefully and 

promptly review and approve time records. Hourly employees 

must complete their daily timekeeping certification to confirm 

the accuracy of their time records (including PAD Time) and 

correct any missing or inaccurate entries. Any necessary 

corrections must be documented manually if a system is not 

available to do so. 

• Report any suspected non-compliance. If you believe anyone 

working for or acting on behalf of Alorica has done something 

which is contrary to our timekeeping or wage payment policies 

or applicable law, promptly notify Alorica using any channel of 

our Open Door Policy—including the company’s reporting 

hotline (at theintegritycenter.com or 1-800-250-5189). 

 
Remember, Alorica prohibits retaliation for reporting suspected 

violations of company policy or law. 

Fair Labor Standards Act (FLSA) 

Employee Classifications 
Now that you’ve been hired, you’ll be assigned a specific 

classification based upon your job title, job description and the 

nature of your duties. 

Classifications are defined as follows under the Fair Labor 

Standards Act: 

Exempt Employees 

Jobs that are classified as being executive, administrative, or 

professional in nature. These categories of employees are not 

eligible for overtime pay. 

Non-Exempt Employees 

Jobs that are classified as staff. These categories of employees are 

eligible for overtime pay. 

Awesome Employees 

Not exactly an official classification, but at Alorica, it applies to 

everyone! 
 

https://app.convercent.com/en-us/LandingPage/b1c08621-f0e8-e811-80e7-000d3ab6ebad
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Pay and Payroll Overview 
Yay, it’s Payday!! 

Alorica compensates employees in compliance with all applicable 

federal, state, and local laws. To ensure that you are paid correctly 

for all time worked and that no improper deductions are made, 

please correctly record all work time, and promptly review your 

paystubs to identify and report any inadvertent errors. 

Overtime 
Non-exempt employees are entitled to overtime pay as required 

by law. Alorica expects employees to seek approval in advance from 

their supervisor for schedule changes—including any request to 

work overtime. Of course, Alorica will pay for all work time—

whenever it’s worked—including overtime. But failure to obtain 

authorization in advance of working overtime (or 

any other schedule changes) may result in corrective action, up to 

and including employment termination. 

Pay Distribution 
You can select either Direct Deposit or Pay Card to receive your 

pay. Please enroll in Direct 

Deposit or update your bank information through Oracle 

Employee Self-Service. You may also reach out to Human 

Resources by writing to HumanResource@alorica.com or raise 

a request via the HR Service Center. 

 

Pay Period 
The bi-weekly pay period starts on a Saturday and ends on a Friday 

with a pay date of the following Friday. Please refer to the 

Company’s Payroll Calendar for more details. Current Payroll 

Calendars can be found in Engage and can be found here. 

Pay Statements 
Pay statements are posted electronically on a secure website at 

my.adp.com . Your pay statements and W2s are available 24 hours a 

day, and pay statements are posted the Thursday before your 

regular payday. 

 
If you are newly hired and have not received a paycheck yet, you will 

need to wait until the Thursday before your first pay date to register 

with ADP. 

 
To register: 

1.  Go to my.adp.com and enter registration code Alorica2-ALR and 

click ‘go’ 

2.  Begin registration by entering the requested information to verify 

your identity, and follow the prompts to complete the 

registration. Enter your email address to receive your activation 

code and registration confirmation. Please note, you’ll need to 

retain your username and password, as these are needed to log in 

to the myADP website. 

mailto:%20HumanResource@alorica.com
https://engage.alorica.com/payroll/payroll-calendar/
https://my.adp.com/static/redbox/login.html
https://my.adp.com/static/redbox/login.html
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Payroll Deductions 
Alorica is required to deduct certain amounts for Income Tax, 

Medicare, and Social Security from the total amount you earn 

each pay period. 

The amount deducted depends upon your earnings and the 

information supplied on the W-4 form you filled out. Alorica can, 

with your prior written authorization, make other deductions 

for such things as health/ dental insurance. If allowed by law, 

Alorica reserves the right to deduct money you owe to the 

Company from your paycheck after all appropriate taxes have 

been withheld and the minimum wage requirements have been 

met under applicable federal and state laws. 

 
Please review your paystubs promptly and contact Human 

Resources if you have any questions regarding your pay. 

Payroll Garnishments 
Alorica complies with mandatory agency and court 

Garnishment Orders to withhold wages, and charges 

administration fees as allowed by law. This may include 

reporting lump sum incentives, which may delay, reduce, or 

dissolve incentive payment to the employee. 

Employees are encouraged to directly contact those agencies 

issuing Garnishment Orders with any questions or concerns. If an 

employee has a question regarding a garnishment or child support 

order, please contact ADP Garnishment Hotline at 

866-324-5191 for assistance. 

Pay Transparency 
Alorica will not discharge or in any other manner discriminate 

against employees or applicants because they have inquired 

about, discussed, or disclosed their own pay or the pay of another 

employee or applicant. 

 
However, if you have access to the compensation information of 

other employees or applicants as a part of your essential job 

functions, you cannot disclose the pay of other employees or 

applicants to individuals who do not otherwise have access to 

compensation information, unless the disclosure is (a) in response 

to a formal complaint or charge, (b) in furtherance of an 

investigation, proceeding, hearing, or action, including an 

investigation conducted by Alorica, or (c) consistent with your legal 

duty to furnish information. 
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Work Hours 
The actual hours of your normal workday or work schedule will 

vary depending on your department’s operational needs. 

Notification of changes to your work schedule due to 

operational demands will be provided with reasonable notice. 

That said, there may be circumstances where Alorica may not 

be able to provide advance notice of scheduled changes based 

on business need. 

 
Alorica reserves the right to assign employees to jobs other than 

their usual assignments when required. We’re all on the same 

team here at Alorica, so we appreciate flexibility whenever 

needed. 

 
In addition, you may be required to work overtime or hours 

other than those normally scheduled when necessary (overtime 

must be approved in advance by a supervisor or manager). 

Exempt employees should expect to work past business hours 

and on weekends if necessary to complete their job duties. 

Work Schedules 
Office hours vary depending upon where you work, what you do and 

the needs of our clients. You’re always free to discuss your schedule 

or request an adjustment to your schedule with your supervisor; just 

please understand that while Alorica will try to accommodate these 

scheduling or rescheduling requests, our business needs may prevent 

our ability to approve them. 

Day of Rest 
Part of an insanely great Human Resources is maintaining work-life 

balance. Our work at Alorica is important to our clients and their 

customers, and for our own sense of purpose. At the same time, we 

appreciate and respect the importance of your lives outside of work. 

 
It’s important to recognize that from time to time, business needs will 

require longer-than-usual workdays or workweeks. We strive to keep 

these instances to a minimum, but when they do occur, it’s time to 

roll up your sleeves and get the job done! 
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Of course, Alorica will always do right by our team, including 

paying required overtime, providing workplace 

accommodations, and abiding by any other applicable 

requirements. These requirements include day of rest or 

consecutive workday rules in some locations. 

California 

All California employees are entitled to one day’s rest in a 

workweek. This does not mean employees cannot be required to 

work seven (7) consecutive days. Rather, for every workweek, 

California employees get one day of rest. For example, one can 

be asked to work 12 consecutive days in two workweeks, so long 

as Day 1 and Day 14 are days of rest. Of course, we don’t 

anticipate working 12 consecutive days to be the norm. We think 

rest is important too. 

 
California employees can choose to work seven (7) days in a 

workweek on a voluntary basis. However, no one can require, 

pressure, or encourage a California employee to forego one day 

of rest in a workweek. 

There are limited exceptions to the California’s day of rest rule. 

Contact your local Human Resources to find out when exceptions 

might apply. 

Other Locations 

Other locations may have rules about working on a specific day or a 

specific number of consecutive days; Alorica will always abide by 

those laws. 

 
Managers should always partner with Human Resources before 

requiring an employee to work seven or more consecutive days, a 

weekend day or when an employee has requested a day off as an 

accommodation. Being proactive helps ensure we are complying 

with the law while supporting our employees and meeting business 

needs. 
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401(k) Retirement Plan 
Retirement is something worth planning for. Alorica provides a 

401(k) Retirement Savings Plan (the Plan) to help you save money 

for retirement. 

 
To log in to the Benefits OnLine website, please visit 

benefits.ml.com and click “Create your user ID now”. If you have 

another account with Merrill or Bank of America, use those 

logon credentials. 

 
If you are unable to login, please call 1-800-228-4015. 
 

 
Subject to IRS limits, the Plan allows you to elect how much of 

your salary you want to contribute to the Plan and to direct the 

investment of your contribution into professionally managed 

investment funds. You are always fully vested in your own 

contributions and entitled to those contributions upon 

termination of employment regardless of how long you work at 

Alorica. 

 

 
The Company may also make a matching contribution. At the end of 

five (5) years of employment, you are fully vested in the company’s 

matching contributions. Employees may obtain specific plan 

information by contacting the Atlantic Group at Morgan Stanley at 

1-877-988-6521. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 

 

You are eligible to join the 401(k) Plan on the first of the month 

following 90 days of employment. 

https://www.benefits.ml.com/
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Funeral/Bereavement Leave 
We understand how difficult it is when one of our employees 

loses a family member, and we want to be as accommodating as 

possible during this time. 

 
Alorica offers up to two paid days if an immediate family 

member passes away. Your immediate supervisor will authorize 

the use of funeral/ bereavement leave. Alorica may exercise its 

discretion to deny funeral/bereavement leave under exceptional 

circumstances. 

 
For the purpose of this policy, a family member is defined as a 

spouse (including domestic partner), child (including step), 

parent (including in-law and step), sibling, aunt/uncle, 

grandparent, or niece/ nephew. Employees may be required to 

provide documentation showing proof of relationship upon 

return to work to receive paid leave under this policy. 

 
If additional time off is requested, or if an employee wishes to take 

time off when a friend or more distant family member passes, use of 

PTO may be approved by the manager. 
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Health Insurance Coverage and Savings 

Options 
Alorica provides multiple health insurance coverage and savings 

options. Eligibility and enrollment information is provided to you 

as part of your welcome packet. 

 
For additional information regarding the benefits listed below, 

contact a Human Resources representative, or visit the Benefits 

site at engage.alorica.com/hr/benefits. 

 
 

Critical Illness Insurance  

Dental Insurance  

Disability Insurance  

Medical Insurance 

Flexible Spending Account (FSA)  

Health Savings Account (HSA)  

Life Insurance 

Pet Insurance  

Vision Insurance 

https://engage.alorica.com/hr/benefits/
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Jury Duty 
Jury duty is a necessary and unique component of America’s legal 

system, so we try to make participation as easy as possible for 

everyone. 

Absences for jury/witness duty will not be reflected on your 

attendance record. 

 
You must provide your immediate supervisor with a copy of your 

summons at least five (5) days in advance of the absence(s). 

Jurors and witnesses are frequently dismissed from duty for 

partial or whole days, and depending on state law, you may be 

required to report to work for the remainder of a scheduled shift. 

 
Unless otherwise required by state law, pay for jury duty is 

limited to regular, full-time employees. Your pay while on jury 

duty will be based upon your regularly scheduled shift, less any 

unpaid breaks up to a maximum of eight (8) hours a day and forty 

(40) hours a week while you are on active-duty service. 

 
Hours paid for jury duty are not considered for the purpose of 

calculating overtime. You are allowed to keep any money received 

from the court to offset personal expenses while on jury duty. 

Upon completion of jury duty, you’ll be required to provide your 

manager with a statement from the court certifying the date(s) and 

times served. 

 
Employees appearing in their own case as a plaintiff or defendant or 

for a non-subpoenaed court appearance will not receive paid time off. 

Sorry, but PTO or unpaid time should be used for such instances. 

Military Leave 
The Company supports its team members who serve as members 

of the armed forces. Alorica offers paid military leave time for active 

full-time employees who have successfully completed the 90-day 

introductory period. 

 
Military leave will be paid at the employee’s current regular base 

pay rate for a maximum of eight (8) hours per day for a maximum 

of ten (10) days per calendar year. Any military leave which extends 

beyond ten (10) working days in any calendar year will be unpaid 

unless the employee has available paid time off (PTO) that he or she 

would like to utilize. 



BENEFITS 
 

|55 
 

Internal use only—not for distribution. 

 

 
 

Paid Time Off (PTO) and Holidays 
If you are an eligible employee, you can enjoy PTO benefits and 

company observed paid Holidays. 

 
Please see Human Resources to obtain a detailed description of 

the applicable PTO and Holiday information. Policy documents 

include scheduled Holidays, eligibility requirements, accrual rates, 

and processes for requesting time off. For more information, please 

visit engage.alorica.com/hr/policies. 

Tuition Reimbursement 
As a full-time Alorica employee, you may have the opportunity to 

enroll in college-level courses and receive reimbursement for 

eligible expenses. 

 
Full-time employees with three months of service prior to the 

course start date may apply for pre- approval for the Tuition 

Reimbursement Program. 

 
Upon the successful completion of the course with a letter grade of 

B or better, Alorica provides Alorica provides 100% tuition 

reimbursement only for the costs of undergraduate or graduate 

level courses with a maximum calendar benefit of $1500. Contact 

Human Resources for the details, or visit 

engage.alorica.com/hr/forms. 

https://engage.alorica.com/hr/policies/
https://engage.alorica.com/hr/forms/
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Workers’ Compensation 
If you’re injured on the job, you may be eligible to receive 

Workers’ Compensation insurance benefits.    

Alorica pays for this insurance for the employees’ protection. The 

Workers’ Compensation insurance plan may pay for all 

authorized medical expenses resulting from industrial injury or 

occupational illness to include income benefits for lost time from 

work. 

 
You must report any work-related injury or illness, regardless of 

how serious the injury is, to your supervisor or to Human 

Resources within twenty- four hours of it happening. This includes 

all work- related injuries or illnesses, whether or not you go to a 

doctor or medical facility for treatment. 
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California Pregnancy Disability Leave 

(PDL) 
All California employees who are disabled due to pregnancy, 

childbirth, or related medical condition, are entitled to certain 

benefits for the period of disability. 

 

 
Alorica understands that life happens. And life is more important 

than work, especially when it comes to your health and the 

health of your loved ones, serving in our nation’s armed forces, 

or any of life’s unexpected curveballs that come your way. Alorica 

complies with all federal and state Leave of Absence policies, 

which are detailed below. 

 
Please read through them carefully so you can be sure you’re 

familiar with the many instances in which we’d be happy to grant 

you an official Leave of Absence. If you have any questions or 

concerns, just contact the Company’s Leaves & Accommodations 

(L&A) Department, which can be reached at 

helpatwork@alorica.com. 

For details regarding the PDL, contact the Company’s Leaves & 

Accommodations (L&A) Department, at 

helpatwork@alorica.com or visit the California Civil Rights 

Department website. 

 

California Family Rights Act (CFRA) 
California employees who need to take time off work to care for 

their employee’s own serious health condition; a seriously ill child, 

parent, registered domestic partner or spouse; or to bond with a 

new child within the first year after birth or placement of 

the child for adoption or foster care with the employee, may be 

eligible for leave under the CFRA. 

 
For more information, contact the L&A Department, which can 

be reached via email at helpatwork@alorica.com or visit the State 

of California Employment Development Department’s FAQ. 

mailto:%20helpatwork@alorica.com
mailto:%20helpatwork@alorica.com
mailto:%20helpatwork@alorica.com
https://edd.ca.gov/en/unemployment/FAQs/
https://edd.ca.gov/en/unemployment/FAQs/
https://edd.ca.gov/en/unemployment/FAQs/
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Family and Medical Leave Act (FMLA) 
This policy addresses various leaves of absence covered under 

the federal Family & Medical Leave Act (“FMLA”) such as family, 

medical, and military caregiver leave. 

 
This is a general overview of employer and employee rights and 

responsibilities under the FMLA. In the event of any unanticipated 

conflict between the law and our company policy, Alorica will 

comply with the FMLA (as well as any state and local leave laws). 

 
Additional information can be obtained from the Company’s 

Leave & Accommodations (L&A) Department, which can be 

reached at helpatwork@alorica.com . 

 
FMLA Eligibility 

To be eligible for family and medical leave under the FMLA, you 

must: 

• Have worked for the Company at least twelve 

(12) months 

• Have worked at least 1,250 hours in the twelve 

(12) months prior to the need for leave5; and 

• Work at an Alorica worksite with 50 or more employees either at 

the worksite or within 75 miles of the worksite 

 

FMLA Leave Entitlement 

An eligible employee may take up to a total of twelve 

(12) work weeks of unpaid leave (except as noted below) during a 

twelve (12) month period (measured forward from the first date 

the employee takes FMLA leave) for one (1) or more of the 

following reasons: 

• For the birth and care of a newborn child within one year of 

birth 

• For placement of a child for adoption or foster care and to care 

for the newly placed child within one year of placement 

• To care for an immediate family member (spouse, child, or 

parent) with a serious health condition6
 

• For the employee’s own serious health condition 

• Qualifying exigencies for covered military members 

 
An eligible employee may take up to 26 workweeks of leave 

during a “single 12-month” period for military caregiver leave 

(also discussed below). 

 
For bonding due to the birth, adoption, or foster care placement 

of a child, leave may be taken on a consecutive basis; and for all 

other FMLA leaves, leave may be taken on a consecutive as well as 

an intermittent or reduced schedule basis. 
 

5. Special “hours of service” requirements apply to airline flight crew employees. Nope, 

Alorica does not fly planes today, but you never know with such an innovative 

company! 

6. Immediate family member will be defined to include a domestic partner as required by 

applicable law. 

mailto:%20helpatwork@alorica.com
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Military-Related Qualify Exigency Leave under the FMLA 

An eligible employee may take up to a total of twelve (12) work 

weeks of unpaid leave during a twelve (12) month period 

(measured forward from the first date an employee takes 

FMLA leave) for any “qualifying exigency” arising out of the 

active duty or call to active-duty status of a spouse, son, 

daughter, or parent. 

 
Qualifying exigencies are defined under the FMLA and may 

include, for example, issues arising from short notice 

deployment, attending certain military events, childcare, care 

of the military member’s parent, rest, and recuperation, 

addressing financial and legal arrangements, attending 

counseling sessions, and attending post-deployment activities. 

 
If you are requesting this type of FMLA leave, you must provide 

proof of the qualifying family member’s call-up or active 

military service before leave is granted. 

Military Caregiver Leave under the FMLA 

An eligible employee who is a spouse, child, parent, or “next of 

kin” (as defined under the federal FMLA) of a covered service 

member with a serious illness or injury may take up to a total of 

twenty-six (26) workweeks of unpaid leave in a “single twelve (12) 

month period” to provide care for a covered service member.  

 

 

If you are requesting this type of leave, you must provide certification 

of the family member or next-of-kin’s injury, recovery or need for 

care. 

 
The “single 12-month period” begins on the first day the employee 

takes leave for this reason, and ends 12 months later, regardless 

of the 12-month period established for other FMLA leave reasons. 

An eligible employee is limited to a combined total of 26 

workweeks of leave for any FMLA-qualifying Military Caregiver 

leave during the “single 12-month period” provided that the 

employee is entitled to no more than 12 workweeks of leave for 

one or more of all other FMLA-qualifying reasons. 

 
Requests 

If you are considering requesting leave, you should get in touch with 

the L&A Department using the Company’s designated self-service 

portal, ESS or via email at helpatwork@alorica.com to discuss the 

situation and request the necessary information. Your Human 

Resources representative may be able to answer questions as well. . 

mailto:%20helpatwork@alorica.com
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Notice 

You must provide Alorica at least thirty (30) days advance 

notice before FMLA leave is to begin if the need for the leave 

is foreseeable. If thirty (30) days’ notice is not possible, notice 

must be given as soon as practical. In the case of an 

unforeseeable need for FMLA, you must provide notice to 

Alorica as soon as possible and practical. Failure to provide 

timely notice of leave without a reasonable excuse may result 

in leave being delayed or denied. So please, keep us in the loop! 

 
Once Alorica becomes aware that an employee’s need for 

leave is for a reason that may qualify under the FMLA, the 

Company will notify the employee if he or she is eligible for 

FMLA leave and, if eligible, will also provide a notice of rights 

and responsibilities under the FMLA. If the employee is not 

eligible, the Company will provide a reason for ineligibility. The 

Company will notify its employees if leave will be designated 

as FMLA leave, and if so, how much leave will be designated as 

FMLA leave. 

Medical Certification 

If you are requesting leave due to your own serious health 

condition or to care for a family member with a serious health 

condition, you must provide medical certification from a health 

care provider generally within fifteen (15) calendar days of the 

Company’s requesting the certification. Failure to provide a 

complete and sufficient medical certification within fifteen (15) 

calendar days of the Company’s request for the certification may 

result in a delay or denial of the leave request. Employees do not 

have to share a medical diagnosis but must provide enough 

information to determine if the leave qualifies for FMLA 

protection. 

 
Sufficient information could include informing the Company that 

the employee is or will be unable to perform his or her job 

functions, that a family member cannot perform daily activities, or 

that hospitalization or continuing medical treatment is necessary. 

Employees must inform the Company if the need for leave is for a 

reason for which FMLA leave was previously taken or certified. 
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Intermittent or Reduced Schedule Leave 

Under some circumstances, employees may take FMLA leave 

intermittently, which means taking leave in blocks of time, or by 

reducing the employee’s normal weekly or daily work schedule. 

An employee may take leave intermittently whenever it is 

medically necessary to care for a seriously ill family member, or 

because the employee is seriously ill and unable to work. Leave 

taken intermittently may be taken in increments as low as fifteen 

(15) minutes. 

 
Employees who take leave intermittently or on a reduced work 

schedule basis for a planned medical treatment must make a 

reasonable effort to schedule the leave so as not to unduly 

disrupt the Company’s operations. If FMLA leave is taken 

intermittently or on a reduced schedule basis due to 

foreseeable planned medical treatment, we may require 

employees to transfer temporarily to an available alternative 

position with an equivalent pay rate and benefits—including a 

part-time position—to better accommodate recurring periods 

of leave. 

 
If an employee’s request for intermittent leave is approved, the 

Company may later require employees to obtain recertification 

of their need for leave.  

 

 

 

 

For example, the Company may request recertification if it receives 

information that casts doubt on an employee’s report that an 

absence qualifies for FMLA leave. 

Paid vs. Unpaid Time 

An employee is required to use short-term disability (if applicable) 

and any available accrued but unused PTO concurrently with FMLA 

leave. FMLA runs concurrently with any other medical leave (e.g., 

workers’ compensation and disability), subject to applicable law. 

 

If not covered by workers compensation, short-term disability, PTO, 

FML, or state- provided benefits, FMLA is unpaid.
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Benefits 

If you are enrolled in any of the Alorica benefit plans at the time 

an authorized leave of absence begins, coverage may be 

continued—provided you continue payment of premiums due. 

If FMLA is unpaid, you will be required to pay the ordinary per-

paycheck deductions. 

 
Prior to the start of your leave, you should discuss the benefit 

payment process with the Employee Benefit Resource Center 

at 877-801-7928. 

 
Responsibilities of the Employee 

Employees are expected to comply with notice and 

certification requirements, including notice of absences 

covered by an approved intermittent leave. Providing 

management notification of one’s absence in advance (or as 

soon as possible if advance notice is not possible) is required—

even where a leave of absence has been approved by the 

Company’s Leave & Accommodations Department. 

 
Failure to provide such notice may be considered a violation of 

a Company Policy. Likewise, failure to report to work as 

scheduled if one’s absence is not 

authorized by the Company may also be considered a violation 

of Company policy. 

Reinstatement 

Upon return from leave under the FMLA, you will be reinstated to 

your original position or an equivalent position, subject to 

applicable law. 

 
Physician’s Release 

If you’ve taken leave due to your own serious medical condition, 

prior to returning to work following such leave, you may be 

required to provide certification from your health care provider 

that you are able to resume your job functions—with or without 

a reasonable accommodation. 

 
Nondiscrimination 

Alorica takes its FMLA obligations seriously and will not interfere 

or deny the exercise of any rights provided by the FMLA. We will 

not terminate or discriminate against any individual for opposing 

any practice, or because of involvement in any proceeding 

related to the FMLA. 

 
If an employee believes their FMLA rights have been violated in 

any way, they should immediately report the matter to Human 

Resources or The Integrity Center hotline. 
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Employees may file a complaint with the U. S .. Department of 

Labor or may bring a private lawsuit. The FMLA does not affect 

any federal or state law prohibiting discrimination or 

supersede any state or local law or collective bargaining 

agreement that provides greater family or medical leave rights. 

 
Other Sources of Information 

Alorica has posted a notice approved by the U. S .. Department of 
Labor explaining rights and responsibilities under FMLA. 

 
This is posted in the employee break room at each location. 

Please contact the Company’s L&A Department, which can be 

reached at helpatwork@alorica.com or Human Resources if 

you have any additional questions about the potential need for 

FMLA. 

Personal Leave 
From time to time, you may need time off work for an 

extended period. When this time off work cannot be covered 

through shift replacements, PTO, or medical leave covered 

under a state or federal regulation/guideline (e.g., FMLA, ADA), 

you may request a Personal Leave of Absence. 

Personal Leaves of Absence are approved at the discretion of the 

Directors of Customer Experience/ your Leader. A personal leave of 

absence may be granted with the following restrictions: 

• Leaves are to be a minimum of two (2) weeks and a maximum of 

four (4) weeks and are typically approved in advance. 

• If available, paid time off must be used in conjunction with 

personal leave. Leaves of absence are granted ONLY after earned 

PTO days are exhausted. 

 
Alorica will comply with all applicable federal and state laws 

regarding the length of leave. Two (2) types of leave may not run 

back-to-back. Leave of Absence under this policy cannot be 

extended by holidays that fall during the period of leave. 

You may request a personal leave of absence by sending your 

request through your manager as soon as you become aware of the 

need for leave. 

 
When considering a personal leave of absence, Leaders will 

consider the client needs (i.e., call volume), as well as why leave is 

being requested. Approval or denial will be based on business needs; 

we cannot guarantee a personal leave of absence. 

mailto:%20helpatwork@alorica.com
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Reinstatement from Leave 
It is Alorica’s policy to reinstate you in your original position, if 

possible, or an equivalent position, when you return from a 

leave of absence, as long as you have complied with the terms 

of the leave. 

 
However, if your position could not be held open for the 

duration of the leave (in the case of any leave other than FMLA 

or for the military), and if no comparable job opening is available, 

you may choose either of the following options: 

• Choose to terminate your position in good standing and 

work with Human Resources to identify available 

opportunities for which you are qualified. 

• Accept a different position, if available, in which case your 

salary will be based upon the job accepted, and promotion 

qualifications will relate to time-on-the-job requirements. 

Return to Work from Leave 
In order to return from a personal leave of absence, you must 

contact your manager on or before the agreed upon return date 

and give the date of availability for work. 
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Attendance 
At Alorica, our people are everything. We wouldn’t be who we are 

without you, so we need you to be here when you’re supposed to 

be here. Alorica relies on you and expects you to be here when 

you’re supposed to be here. We need you to be on time and ready 

to work when you’re supposed to and continue to work until 

your scheduled quitting time. 

 
If you don’t show up on your scheduled workdays, or if you’re 

always showing up late or leaving early, this may result in 

corrective action, up to and including termination of 

employment. 

 
Additional details related to attendance can be found under 

Other Policies, Notices and Guidelines on Engage. 

 
You must contact your immediate supervisor or designated site 

contact, and call the ‘call-in’ line, where applicable, whenever 

you are going to be absent from work for any reason. 

Employees are expected to call 30 minutes prior to their shift 

start time. If an employee does not report for their shift or 

contact Alorica prior to or during their shift, it is a failure to 

follow the company’s call out expectations and is considered a 

No Call No Show (NCNS), which is a serious violation of our 

attendance policy. 

Internal use only—not for distribution. 

 

 
Per the Production Attendance Policy 

• One (1) NCNS is considered a violation of company policy and will 

result in a Final Corrective Action which remains active for ninety 

(90) days from the day the NCNS occurred. 

• Two (2) consecutive and/or non-consecutive 

NCNS within a ninety (90) day period is considered a violation of 

company policy and will result in termination of employment. 

• Three (3) consecutive NCNS is considered voluntary resignation of 

employment for job abandonment. 

https://engage.alorica.com/
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Business Practices 
Alorica operates with compliance, integrity, and transparency at 

all times. 

 
Violations or suspected violations of these regulations, 

company or client policies should immediately be reported to 

your manager, Human Resources as well as filing an incident 

with The Integrity Center, our anonymous compliance hotline. 

 
Competition and Antitrust 

You must never discuss with competitors any matter directly 

involved in competition between a competitor and us (e.g., sales 

price, marketing strategies, marketing shares and sales policies). 

Furthermore, you must be accurate and truthful in all dealings 

with customers and be careful to accurately represent the 

quality, features and availability of company products and 

services. 

 
 
 
 
 
 
 
 

 
Compliance with Laws and Regulatory Orders  

Alorica holds itself and its employees to the highest standards of 

ethical conduct. All employees are required to comply with all 

federal, state, local, and international laws, rules and regulations 

that are applicable to our business. If you need help understanding 

your responsibility with respect to compliance with any applicable 

laws, please speak with your supervisor, manager, or Human 

Resources. 
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Conflicts of Interest 

There are several situations that could give rise to a conflict of 

interest. The most common are accepting gifts from suppliers, 

employment by another company, ownership of a significant 

part of another company or business, close or family 

relationships with outside suppliers and communications with 

competitors. 

 
A potential conflict of interest exists for employees who make 

decisions in their jobs that would allow them to give preference 

or favor to a customer in exchange for anything of personal 

benefit to themselves or their friends and families. 

 
All employees must conduct themselves in an honest and 

ethical manner and act in the Company’s best interest. 

Employees must avoid situations that present a potential or 

actual conflict between their personal interest and Alorica’s 

interests. If you discover any actual or potential conflict of 

interest, please contact your supervisor, manager, or Human 

Resources for guidance. 

Bribery and Corruption 

Bribery and corruption not only harm the Company, but also the 

communities where we conduct business. The Company strictly 

prohibits bribes, kickbacks, or any other form of improper payment, 

direct or indirect, to any government representative, client, or 

supplier to obtain a contract, some other commercial benefit, or 

government action. The Company also strictly prohibits any 

employee from accepting such payments from anyone. 

 
A bribe is anything of value, including cash payments, gifts, 

entertainment, or other business courtesies, given to affect a 

person’s actions or decisions to obtain or retain business or to 

secure an unfair business advantage. A kickback is the return of a 

sum already paid or due to be paid as a reward for awarding or 

fostering business. 

 
When dealing with public officials, you must adhere to the highest 

ethical standards of business conduct. You may not offer, provide, or 

solicit, directly or indirectly, any special treatment or favor in return 

for anything of economic value or the promise or expectation of 

future value or gain. 

 
In addition, there shall be no entertaining of federal employees. 



GENERAL EMPLOYEE RESPONSIBILITIES 
 

|70 
 

Internal use only—not for distribution. 

 

 
 
 

Use of Company funds or assets for gifts, gratuities or other 

favors to employees or government officials is prohibited, 

except to the extent such gifts are compliant with applicable 

law, are of insignificant value and not given in consideration 

or expectation of any action by the recipient. 

 

Employees, officers, and directors must not accept, or permit 

any member of his or her immediate family to accept any 

gifts, gratuities or other favors from any customer, supplier 

or other person doing or seeking to do business with the 

Company, other than items of insignificant value. Any gifts 

that are not of insignificant value should be returned 

immediately and reported to your manager or other Alorica 

resource. If immediate return is not practical, they should be 

given to the Company for charitable disposition or such 

other disposition as the Company, in its sole discretion, 

believes appropriate. 

 
 

Outside Employment 

You must not be employed outside of 

Alorica in any business that competes 

with or provides services to Alorica or 

its subsidiaries. Employees in 

leadership positions are expected to 

fully focus on their jobs and should 

not be employed outside of Alorica. 

 
 
 
 
 
 
 
 
 
 
 

Common sense and moderation should prevail in business 

entertainment engaged in, by or on behalf of the Company. 

Employees, officers, and directors should provide, or accept, 

business entertainment to or from anyone doing business with 

the Company only if the entertainment is infrequent, modest, 

and intended to serve legitimate business goals. 
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Relationships with Suppliers and Customers  

Business transactions must be entered into solely for the 

best interests of Alorica. You cannot, directly or indirectly, 

personally benefit from your position as an employee or 

from any sale, purchase, or other activity of the company. 

 
You should avoid situations involving a conflict or the 

appearance of conflict between duty to the company and 

self-interest. Our policy is that employees will not do 

business on behalf of the company with a close friend or 

relative; however, recognizing that these transactions do 

occur, they must be reported to compliance@alorica.com . 

 
This policy is applicable equally to the members of the 

immediate family of each employee, which typically includes 

the employee’s spouse (or domestic partner), children and 

their spouses, and the father, mother, sisters, and brothers 

of the employees and their respective households. 

This policy is applicable equally to the members of the 

immediate family of each employee, which normally includes 

the employee’s spouse (or domestic partner), children and 

their spouses, and the father, mother, sisters, and brothers 

of the employee and his/ her household. 

Confidential Information and Privacy of 

Communications 

Confidential information includes all information, whether 

technical, business, financial or otherwise, concerning the 

Company, which the Company treats as confidential or secret 

and/or which is not available or is not made available publicly. 

Company policy and various laws protect the integrity of Alorica’s 

confidential information, which must not be divulged except in 

strict accordance with established Company policies and 

procedures. 

 
The obligation not to divulge confidential Company information is in 

effect even though material might not be specifically identified as 

confidential and the obligation exists during and continues after 

employment with the Company. 

 
We must protect and enforce our Company’s intellectual property 

rights. In addition, the Company respects the patents, trademarks, 

copyrights, and confidential and proprietary information of 

others, including those of our clients, competitors, and our 

employees’ former employers. Any suspected infringement upon 

intellectual property rights should be reported as described in the 

Global Code of Conduct and Open Door Policy. 

 

mailto:compliance@alorica.com
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Protecting Information of Third Parties 

The Company respects the privacy of its employees, business 

partners, and consumers. We are committed to protecting the 

privacy and security of personally identifiable information in 

compliance with all applicable laws. 

 
Employees who handle the personal data of others must: 

• Ensure that all customer and consumer records are 

maintained completely and accurately, 

with confidentiality 

• Act in accordance with applicable law 

• Act in accordance with client contractual 

obligations 

• Collect, use, and process personal data only for 

legitimate business purposes 

• Avoid any unauthorized disclosure; and 

• Promptly report any improper disclosure or use of 

personally identifiable information 

To further ensure that confidential consumer information is 

protected from fraud and misuse, while in working areas (such as 

the operations floor or in a work at home environment) the use of 

personal electronic devices that can record or transmit information 

is prohibited. Personal electronic devices include, but are not 

limited to smartphones/watches, tablets, smart devices 

(like Alexa or Google Home), Bluetooth or internet connected 

devices (other than used for company purposes), radios, cameras, 

or any device capable of storing or transmitting data, images, or 

sound, etc. Such devices are not allowed while in working areas, 

except for designated members of management and Human 

Resources. These devices are only permitted in designated non-

working areas during non-working times, such as meal periods and 

breaks. 
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Account Resolution Services 

The Company assists clients in aspects of accounts that are 

past due, requiring our employees to handle calls asking for 

payments to bring the account current. 

 
In compliance with state and federal regulations, Alorica 

strictly prohibits improper conduct or activity while 

providing account resolution services. All employees 

engaged in account resolution services are expected to use 

appropriate techniques, processes and to know which 

behaviors are not permitted, based upon the training 

provided. 

 
Improper activities include, but are not limited to, 

harassment, acts of misrepresentation, unprofessional 

behavior, or other actions or behavior prohibited by 

applicable consumer protection laws or Company policy. 

Violation of the Company’s policies related to account 

resolution practices are grounds for appropriate 

disciplinary action, up to and including termination. 

 
Company Assets 

Company property, including but not limited to electronic 

devices, data, software, buildings, equipment, supplies, and 

cash, must be used only for legitimate purposes and in 

accordance with all 

Company policies and procedures. Employees must comply with 

security programs that help prevent the unauthorized use or theft of 

Company property. 

 
Employees must abide by all applicable regulations or contractual 

agreements governing the use of Company property. Please note that 

Company property also includes proprietary and trade secret 

information, business processes and methodology, and client or 

prospect lists. 

 
All cash and bank account transactions must be handled to avoid any 

question or suspicion of impropriety. All cash transactions must be 

recorded in the Company’s books of accounts. All transactions shall be 

accurately and fairly recorded in reasonable detail in the Company’s 

accounting records. 

 
Employees are personally accountable for Alorica funds over which 

they have control. Expenses actually incurred by an employee in 

performing Alorica business must be documented in expense 

reports in accordance with Alorica procedures. In preparing expense 

reports, employees should review these procedures for the 

documentation to be reimbursed for business expenses. 
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Software and Computers 

Computerized information and computer software appear 

intangible, but they are valuable assets of the Company and 

must be protected from misuse, theft, fraud, loss and 

unauthorized use or disposal, just as any other Company 

property. You may not access Alorica records of any kind for 

your personal use. 

Employee Conduct 

Dishonest or illegal activities on Company premises or 

while on Company business will not be condoned and can 

result in corrective action, including dismissal and criminal 

prosecution. Alorica reserves the right to inspect any 

property that might be used by you for the storage of your 

personal effects. 

Zero Tolerance for Fraud or Misconduct 

The Company has zero tolerance for fraudulent or dishonest 

activities. The Company recognizes the responsibility to identify and 

promptly investigate any possibility of fraudulent activities. 

Employees must avoid fraud and work to maintain the highest 

business ethics standards. 

 
Fraudulent or related dishonest activities include, but are not limited 

to: 

• Theft of funds, securities, supplies, or any other Company or 

client systems, programs, or assets (including cash, furniture, 

fixtures, or equipment) 

• Embezzlement 

• Bribery/kickbacks 

• False inflation of performance for financial gain 

• Information theft (i.e., client data) 

• Illegal or fraudulent accounting or reporting of money 

transactions 

• Forgery or improper alteration of business documents 

• Acceptance or solicitation of any improper gift, favor, or service 

that might reasonably tend to influence employees in the 

discharge of their job duties 
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• Dishonest acts aimed at taking unfair advantage of any 

Company or client program offered to consumers 

• Improperly utilizing social media to secure an improper or 

unfair benefit from the Company 

• Improperly profiting from any misrepresentation to or 

regarding the Company or its clients, suppliers, and 

vendors 

• Abuse of access to client products, services, and programs, 

including rewards programs 

• Falsification of timesheet records, expense reports or 

abuse of Company funds through expense reports 

• Authorizing or receiving payments for hours not worked; 

and 

• Authorizing or receiving payments for services not 

performed 

 
Any act of fraud shall be dealt with seriously and will 

generally result in immediate termination and possible 

criminal prosecution. The Company has zero tolerance for 

fraudulent or dishonest activities. Any suspicion of 

fraudulent activity must be reported as described below. 

Good faith whistleblowers will be protected from 

retaliation. 

Accurate Business and Financial Records 

To carry out the Company’s core value of integrity, employees are 

responsible for preparing and maintaining all Company business 

records fairly, completely, and accurately. Accurate record keeping 

and reporting reflects on the Company’s reputation and credibility 

and ensures that the Company meets its legal and regulatory 

obligations. 

 
To ensure accurate records, the Company maintains a system of 

internal controls. Employees are prohibited from taking any action to 

circumvent the Company’s system of internal controls. 

 
Preparing, maintaining, and reporting accurate business and 

financial records includes but is not limited to: 

• Properly disclosing, recording, and accounting for all funds, assets, 

and liabilities 

• Ensuring that all financial records are supported with adequate 

documentation to provide a complete, accurate, and auditable 

record 

• Refraining from making any false or misleading entries in any 

books or records of the Company for any reason 
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• Ensuring that all records are truthful, complete, and 

accurate 

• Properly executing quality reports, time records, expense 

reports, and all other submissions such as benefits claim 

forms 

• Disclosing all material and relevant information to those 

responsible for the preparation or review 

of the Company’s accounting and financial records, 

including the Company’s finance staff, and internal or 

independent auditors 

• Recording and classifying transactions in the proper 

accounting period and in the appropriate account and 

department 

• Accurately reflecting all material transactions of the 

Company 

• Ensuring there are no false or misleading statements or 

entries contained in any business records 

• Maintaining records in accordance with generally accepted 

accounting principles 

• Maintaining records in accordance with all applicable laws 

and regulations 

• Maintaining and protecting Company confidential 

information such as financial data, overhead data, 

bid/proposal information, profit rates, client lists, and 

dealer/discount information; and 

• Ensuring that all reports to regulatory authorities are full, 

fair, accurate, timely, and understandable 

 
If any employee becomes aware of a possible omission, falsification, 

or inaccuracy in business records, reporting submissions, or 

accounting or financial documents, he or she is required to promptly 

report such information as described in the Global Code of Conduct 

and Open Door Policy. 

 
No employee who reports a violation or potential violation in good 

faith will suffer retaliation so long as they were not a knowing 

participant in the violation. 

 
Discipline 

You should recognize that it is in your best interest, as well as 

Alorica’s, to follow these business practices carefully. The Company 

never has and never will authorize any employee to commit an act 

that violates our business practices or to direct a subordinate to do 

so. 

 
With that understood, under no circumstances would it be possible to 

justify commission of such an act by saying someone from higher 

management directed you to do so. 
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Clean Workstation 
Responsibilities 

Team Members: No personal paper or writing utensils are 

permitted at your workstation. Members are responsible for 

your workstation and must not make personal handwritten 

notes or leave any paper at your workstation. Any Company 

information that needs to be left at your workstation, such as 

useful telephone numbers, helpful instructions, or tips, will be 

laminated by Operations Management or kept in document 

protectors on the cubicle walls. Personal items such as mobile 

phones, laptops, backpacks, lunches, purses, etc., should be 

kept in the provided lockers where available, and not in your 

workstation area. 

 
Any client-specific paper or Alorica-specific paper will be 

turned in to the respective team manager before leaving at 

the end of your shift. 

 
Team Managers: Team Managers are the first level responsible 

for enforcing this policy. If paper is found in wastebaskets in your 

area of responsibility, it is your responsibility to remove it and 

place it in the shred bin. As a Team Manager, you are responsible 

for enforcing adherence to this policy on the production floor. 

Operations Management: Operations Management will laminate 

useful non-sensitive information identified by the floor that can be 

used during work time for business. 

 
This policy is the Company benchmark for the physical security of 

production floor workstations. Sites may establish more stringent 

guidelines. However, this policy and its contents remain in effect, and 

must be followed by all employees, contractors, subcontractors, 

and vendors. 
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Confidentiality 
The protection of confidential information and trade secrets 

is very important—for both Alorica and your future with us—

so be sure you understand this policy completely! In the course 

of work, you may have access to confidential information 

regarding the Company’s marketing strategies, financial 

information, pricing strategies, equipment, its vendors, its 

affiliates, suppliers, clients as well as personal information 

regarding other employees. 

 
To protect this information, you may not disclose any trade 

secrets or confidential information at work, except as necessary 

to perform your job duties. 

 
You must not, under any circumstances, reveal this 

information outside the Company without prior Management 

approval. Such information may be used only to perform Alorica 

job duties. 

 
As a condition of your continued employment, all Alorica 

employees and our independent contractors are required to 

sign and maintain knowledge of the Company’s most recent 

version of the Restrictive Covenants, which define the 

obligations in greater detail. Any questions about your 

responsibilities in this area should be directed to Human 

Resources. 

Any violations of the policy can result in corrective action up to and 

including termination and prosecution. The policy should not be 

interpreted or applied to interfere with employee rights to self- 

organize, form, join, or assist labor organizations, to bargain 

collectively through representatives of their choosing, or to engage in 

other concerted activities, or to refrain from engaging in such 

activities. 
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Dress Code 
When coming to an Alorica location, you are expected to dress in 

a manner that reflects good taste and business professionalism 

with consideration to position and frequency of client contact. 

The purpose of business casual dress is to give you a more 

comfortable clothing option while still maintaining a professional 

image. The clothes you wear directly reflects Alorica’s image to 

clients, vendors, and visitors. 

 
You are expected to be present in a well-groomed appearance 

and must dress in a manner that is consistent with your 

responsibilities. Attention should be paid to safety, Company 

image, and client interaction. Clothing is inappropriate if it 

distracts or offends other employees, clients, visitors, or vendors. 

Any clothing or accessory that has words or images that may be 

offensive to other employees is unacceptable. 

 
If you come to work unsuitably groomed or dressed, you may be 

asked to return home, without pay, to change into more 

appropriate attire. Corrective action, including separation of 

employment, could result from a violation of this policy. 

Company-wide standards of dress are as follows: 

• All clothing must be neat, clean, well-fitted and appropriate for a 

business establishment 

• Haircut and style should be clean and neat 

• All employees are required to maintain the highest standards of 

hygiene and grooming 

• Professional attire may be required under certain circumstances 

and in the case of client visits and other business necessities 

 
Unacceptable attire is as follows: 

• Tank, cropped, or half shirts 

• Tight knit, spandex clothing, or sheer clothing 

• Torn, frayed, or ill-fitting clothing 

• Shorts, skorts, or skirts more than three (3) inches above the knee 

• Backless, halter, or sun-type dresses 

• Provocative or revealing clothing 

• Fleece sweatpants or shorts 

• Flip flops 

 
Management reserves the right to change the dress guidelines, at 

any time, in full or part, to meet client standards, business situations, 

reduced productivity or in response to non-compliance with dress 

guidelines. 
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Food and Beverages 
We love snacks—just not on the Production Floor. 

 
Food 

When working at an Alorica location, eating, and chewing gum 

is prohibited on the Production Floor, training room areas, or 

other common areas. 

 
Beverages 

Drinks are delightfully refreshing, but not when they spill 

everywhere. Only beverages in spill- proof containers with a 

snap-on or screw-on lid are permitted at workstations. Cans 

and other liquid containers such as paper, plastic, 

and Styrofoam fast food cups with 

plastic lids are not allowed in production 

or training rooms. The filling of a spill-

proof container must be done 

in the break room. 

Identification Badges 
It’s your Badge of Honor. Wear it with pride! 

 
For security purposes, all brick and mortar (onsite) employees are 

issued an ID/security badge on their first day of employment. All 

employees, regardless of position, must present their ID upon 

entering any Company location. 

 
The ID/security badge allows you to enter secured areas required 

by your job. Badges must be always worn and clearly visible while on 

Company premises. You are responsible for your badge and there 

is a replacement cost for losing your badge. 

 
Under no circumstances are you to use another employee’s badge. 

Failure to adhere to the badge control procedures may be cause 

for corrective action up to and including separation of employment. 

 
 
 
 
 
 
 
 
 
 
 

 



GENERAL EMPLOYEE RESPONSIBILITIES 
 

|81 
 

Internal use only—not for distribution. 

 

 

Safety 
Accident prevention is a priority throughout all phases of our 

operation. We’re committed to creating, providing, and 

maintaining a safe, secure, and healthy working environment 

for all employees in accordance with Federal and State 

Occupational Safety and Health regulations. 

 
To meet these obligations, every employee must actively 

participate and be committed to maintaining a safe workplace. 

All supervisors have a responsibility to ensure employees and 

guests are not working in or creating unsafe conditions. 

 
One of our top safety goals is to be accident-free. This can be 

achieved by identifying workplace hazards, correcting unsafe 

or unhealthful conditions as they arise, and avoiding unsafe 

acts. For specific safety questions and concerns, employees 

may review the Injury and Illness Prevention Program (IIPP) 

from Human Resources. Alternatively, you can request a copy 

of the IIP by writing to HumanResources@alorica.com. 

 

Job Assignment 

Each employee needs to review and understand the following: 

• Before starting a job or task you should be trained on the 

hazards associated with your duties 

•  You are not expected to perform a job without proper 

safety training 

• You should not perform a job that appears to be unsafe 

• Mechanical safeguards must be engaged and should 

never be bypassed 

• Inspect your work area and equipment prior to beginning 

work each day and report any unsafe conditions 

immediately to a supervisor 

Employee Participation and Responsibility 

• Know the job and how to apply all safe work practices. 

• Know hazards of the job and protect yourself from those 

hazards 

• Immediately report safety hazards to a supervisor 

• Actively participate and cooperate in safety meetings and training 

when requested 

• Comply with safety instructions 

• Obey all health and safety warning signs 

• Immediately report injuries to a supervisor 

• Use First Aid supplies when practical 

mailto:%20HumanResources@alorica.com
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Code of Safe Practices 

• Follow Company’s IIPP 

• Report all unsafe conditions immediately to a 

supervisor 

• Clean worksite conditions must be maintained at all 

times 

• Report all accidents immediately 

• All electrical wiring shall be to Code and 

maintained in safe condition 

• Use proper lifting techniques 

• Only qualified personnel can perform 

maintenance services 

• Follow all manufacturers’ guidelines for any 

equipment used 

• Work shall be well planned and supervised 

 
General Safety Rules 

The IIPP provides preventative measures to be taken and 

observed by all personnel to reduce the risk of accidents 

occurring in the workplace. Please familiarize yourself with 

these policies accordingly. 

 
Alorica is sincere in our desire to conduct all operations in the 

safest possible manner. We are committed to providing a safe 

work environment for all our employees.  

 

In turn, it is your responsibility to make a commitment to the 

Company to work as safely as possible. Compliance with the IIPP will 

assist us in achieving this objective. These rules are a minimum 

guideline for working safely. Continued awareness and cooperation 

in safety is a vital part of everyone’s job. You are expected to apply 

these generally accepted standards of safety. 

1. Whenever involved in an accident or incident that results in an 

injury or property damage, no matter how small, the accident 

must be reported to a supervisor immediately. 

2. Obey all the Company’s rules, government regulations, signs, 

markings, and instructions. 

3. When lifting, use proper lifting technique: warm– up, check the 

load for weight, bend knees, back straight, grasp load firmly, be 

square to what is being lifted and never twist. Lift with the legs, 

not the back. Ask for help with any item when its weight or shape is 

difficult for you to handle safely. 

4. Do not participate in horseplay. Horseplay and practical jokes 

frequently cause serious injury and are not permitted. 

5. Do not distract or startle fellow workers while they are working. 
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6. Avoid unnecessary noises, music, talking, or shouting that 

may take the attention of other employees away from their 

work and can be a safety hazard to anyone. 

7. Clean floor spills and trip hazards at the facility or job site 

immediately. 

 
General Office Safety Rules 

1. Know the job and follow instructions. Ask a supervisor for 

assistance when needed. 

2. Use good ergonomic principles that apply to the work area. 

3. Know the emergency evacuation procedures. 

4. If office equipment is malfunctioning, turn the equipment 

off and report the problem to a supervisor. 

5. Worn wiring, overloading of outlets, and defective 

equipment should be fixed prior to use. 

6. Keep desk drawers and file cabinets closed to prevent 

tripping or striking. 

7. When using copy machines, printers, addressing machines 

and/or paper cutters, use machines in a safe working manner 

to avoid hand injuries. 

8. When lifting items, use proper lifting technique and do not lift 

items beyond your physical capability. 

9. Clear pathway of any trip hazards prior to lifting any material. 

10. When going up or down any stairway or step, use handrails to give 

support and balance. 

11. Walk in the office and do not run. Keep to the right when going 

through intersections in corridors. 

12. Open all doors slowly. 

13. Do not go into any room that is not properly lit.  

14. Do not place items in any hallway, aisle, passageway, or stairway. 

15. Look for things like debris, pens, carpet, etc.., that may present a trip 

hazard. 

16. Avoid any spills or water on floors. Place hazard sign, if available, and 

call maintenance immediately. 

17. Report all unsafe equipment and broken furniture to a supervisor. 

18. Report all electrical problems. 

19. Do not perform work that is not authorized 

20. Use caution when entering or exiting the building if rain, ice, or other 

slippery conditions are present. 

 
Failure to follow safety guidelines anytime while at work, or failure to 

stop any activity that may not be specified in the Company’s safety policy 

but deemed an unsafe act by management, may be grounds for 

progressive discipline and/or separation of employment. 
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Solicitation 
Fundraisers are an awesome part of office life, but when it 

comes to solicitation and distribution, we have policies in place 

that everyone must follow. 

 
Alorica has strict rules which prohibit improper solicitation and 

distribution of literature by employees and non-employees. The 

primary purpose of these rules is to keep employees’ working 

time free from non-work-related interference, to ensure that 

working areas are kept free from litter and to keep all non- 

employees who want to solicit our employees or distribute 

literature to them off of the Company property at all times. 

 
In order to make the no solicitation/distribution rules more 

easily understandable to employees, and to promote their 

continued uniform enforcement, the following written rules 

have been adopted: 

1. Solicitation and distribution of literature by non- employees 

on Company property is prohibited. 

2. Solicitation by employees on Company property is 

prohibited when the person soliciting, or the person being 

solicited is on working time. Working time is the time 

employees are expected to be working and does not include 

rest, meals, or other authorized breaks. 

3. Distribution of literature by employees on Company property in 

nonworking areas during working time, as defined above, is 

prohibited. 

4. Distribution of literature by employees on Company property in 

working areas is prohibited. 

 
Alorica limits the number of charitable sponsorships it supports 

annually to no more than three sponsorships per site. This requirement 

is strictly followed Information on selection criteria for a new 

sponsorship or a listing of current sponsorships may be obtained from 

your local Human Resources representative. 

Standards of Conduct 
Alorica strives for an efficient, productive, fair, and safe work 

environment that fosters dedication and mutual respect among 

employees. The Company’s success depends on the quality of the 

relations between you, our clients, and the general public. 

Our clients’ impressions of Alorica and their interest and willingness to 

do business with us is greatly formed by the people who serve them 

(in other words, each employee of Alorica). Each of our employees shall 

conduct themselves with integrity and show respect for all those 

around them in the workplace, including fellow employees, our clients, 

and our vendors. 
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As an employee of Alorica, you are expected to conduct 

yourself with integrity, which means but is not limited to: 

• Communicating in a courteous, respectful, and professional 

manner at all times whether in person, in writing or on the 

telephone 

• Taking pride in the quality of work 

• Maintaining a professional appearance and adhering to the 

business casual dress code 

• Protecting and preserving Company and client property 

• Being honest and truthful with the client’s customers 

regarding client products, services, and capabilities about 

which they inquire, are advised, or purchase 

• Complying with safety procedures, requirements, and 

guidelines 

• Adhering to schedule and attendance procedures 

• Refraining from abusive, harassing, or profane language in 

the workplace (for e.g., fighting or name-calling is 

prohibited); and 

• Maintaining Company, client, and customer confidentiality 

It is within the sole discretion of Alorica to determine whether you have 

violated any policy regarding the Standards of Conduct, regardless of 

whether or not that standard is included on the following list, and what 

corrective action is warranted when a standard has been violated. 

 
Some examples of unacceptable actions while you are involved in 

Company business (whether on or off Company premises) which 

violate the Standards of Conduct include, but are not limited to, the 

following: 

• Discourtesy to customers, clients, co-workers, or vendors 

• Inappropriate phone handling of customer calls including but not 

limited to integrity, rudeness, tone of voice, not acknowledging calls 

or deliberately hanging up on a customer 

• Transporting personal customer information without approval 

• Unauthorized contact directly to clients or clients’ customers 

• Unauthorized or inappropriate chat sessions with clients or internal 

customers 
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• Dishonesty in providing information to the Company or 

clients. This includes falsification of any Company 

documents, employment records (e.g., applications), time 

records, or furnishing false information 

• Behaving in an unprofessional manner 

• Refusal to perform a reasonable request of supervisor 

• Refusal or failure to cooperate with any Company 

investigation 

• Unauthorized use or disclosure of Company or client 
proprietary or confidential information 

• Personal use of Company equipment, time, materials, 

facilities, without express Company approval, whether the 

use is for your direct benefit or not 

• Sleeping or appearing to be asleep on the job or anytime 

during a scheduled work period 

• Working unauthorized overtime, or failure to report 

overtime hours worked 

• Failure to correct inappropriate personal appearance, 

grooming, or personal hygiene 

• Reporting to work under the influence of any type of drug 

or alcohol 

• Conflict of interest such as working for another company engaged 

in the same or similar business to the Company; and 

• Any criminal conduct, including gambling or pos session or 

distribution of illegal substances 

 
Any conduct that compromises the values of the Company may be the 

basis for investigation or corrective action if Alorica reasonably 

believes such conduct may negatively affect or harm job performance 

or the well-being of others in the workplace. 

 
Alorica will investigate and/or refer to the appropriate authorities any 

conduct by you that may harm the safety of other individuals or the 

Company’s reputation or property. 
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Substance Abuse Policy 

 
 
 
 
 

 
Applicability 

Our Substance Abuse Policy applies to all employees, regardless of 

classification, during working hours, when representing or 

conducting business for Alorica, and while on or using company 

property (referred to here as “Alorica Time”). 

 
Prohibited Conduct 

Alorica’s Substance Abuse Policy prohibits drug- and alcohol-

related conduct inconsistent with our wellness and safety goals, 

including, but not limited to, the following: 

1. During Alorica Time: (i) being under the influence of any drug 

or alcohol; (ii) possession, use, manufacture, distribution, 

trade, purchase, and 

 

 
sale of illegal drugs (as defined below) or drug paraphernalia; and 

(iii) manufacture, distribution, trade, and sale; and unauthorized or 

illegal purchase, possession, and use of legal drugs (e.g., prescription 

medications) and alcohol. 

2. Storing in a locker, desk, automobile, or other area on Company 

premises any illegal drug, alcohol, or drug paraphernalia. 

3. Refusing to provide, switching, or adulterating any sample submitted 

for testing under this policy. 

4. Refusing to consent to a request by the Company to submit to lawful 

drug and/or alcohol testing under this policy, or refusing to sign 

lawfully requested and required testing-related documents, 

including, but not limited to, authorization forms; and 

5. Refusing to submit to the type of searches identified in the section 

entitled “Searches” below, when requested by management. 

 
For the purpose of this policy, “illegal drugs” include drugs which are 

illegal under state or federal law as well as prescription medication not 

prescribed for the employee’s own medical condition by a licensed 

medical professional. 

 

Purpose and Goal: Alorica is committed to promoting the 

safety, health and well-being of all employees and other 

individuals in our workplace. We have established this 

Substance Abuse Policy to foster a business and work 

environment free of alcohol and legal drug abuse and illegal 

drug use. 
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Prescription and over-the-counter medications are not 

prohibited when taken consistent with manufacturer 

instructions or a physician’s prescription. If you are taking 

prescribed or over- the-counter medications, you will be 

responsible for consulting with the prescribing physician and/ 

or pharmacist to determine whether the medication may 

interfere with the safe performance of your job. 

 
If the use of a medication could compromise your safety, or the 

safety of fellow employees or the public, it is your 

responsibility to use appropriate personnel procedures (e.g., 

call in sick, use leave, request a change of duty or other 

accommodation, or notify your supervisor or Human 

Resources) to avoid unsafe workplace practices. 

 
Alcohol 

Alcohol consumption is prohibited during working hours and on 

company premises. Any other consumption of alcohol at a 

Company-sponsored event must be expressly authorized by a 

director or above and must not impair an employee’s ability to 

exercise good judgment, comply with Company policy, act safely 

and responsibly, or perform his or her job duties. This policy does 

not give permission to operate a motor vehicle while under the 

influence of alcohol. 

Notification of Convictions 

If you are arrested or convicted of a criminal drug offense or an offense 

pertaining to intoxication while driving (if your job requires use of a 

motor vehicle), you must notify the Company in writing within five (5) 

calendar days of the arrest or conviction, as applicable. 

 



GENERAL EMPLOYEE RESPONSIBILITIES 
 

|89 
 

Internal use only—not for distribution. 

 

 
 

Alcohol and Controlled Substance Testing 

1. Your offer of employment with Alorica may be dependent 

upon the successful completion and passing of a lawful drug 

screening process. If you are seeking such a position and fail 

to pass the prescribed drug test, you may be ineligible for 

employment and shall be ineligible for hire or rehire for six 

months from the date of the test, or the maximum period 

allowed by law. If you are currently an employee of the 

Company seeking an alternative position, you may be 

rejected for the new position and may be subject to 

corrective action, up to and including immediate 

termination. Such pre-hire testing applies to applicants for 

new employment and transfer opportunities. Alorica’s drug 

testing procedures and any related employment decision 

shall be subject to applicable law. 

2. Unless otherwise prohibited by applicable law, employees 

may be required to submit to and satisfy lawful drug testing 

based on a change in job responsibilities or a change in client 

requirements. 

3. Unless otherwise prohibited by applicable law, whenever 

Alorica has reasonable suspicion to believe that your work 

performance or on-the- 

 
 

job behavior may have been affected in any way by alcohol or 

drugs, or that this policy has otherwise been violated, Alorica may 

require you to submit to and satisfy lawful alcohol and/or drug 

testing. 

4. Unless otherwise prohibited by applicable law, Alorica may require 

you, if you are involved in a work-related accident, to undergo and 

satisfy lawful alcohol and/or drug testing. 

5. Applicants and employees subject to testing will be given the 

opportunity, prior to testing, to notify a third-party Medical Review 

Officer (MRO) of all prescription and non-prescription drugs used 

during the relevant time period and to explain the circumstances 

surrounding the use of such drugs. 

6. Prior to testing, you must sign an approval form consenting to the 

testing and consenting to the release of the test results to the 

Company’s designated representative. 

7. Prior to taking any adverse employment action, the Company will 

give all employees who test positive the opportunity to explain the 

test results. 
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Testing Procedures 

To ensure the accuracy and fairness of our testing program, all 

testing will be conducted according to DHHS/SAMHSA guidelines 

and any state laws where applicable and will include: a screening 

test; a confirmation test; the opportunity for a split sample: 

review by a MRO, including the opportunity for employees who 

test positive to provide a legitimate medical explanation, such as 

a physician’s prescription, for the positive result; and a documented 

chain of custody. All testing will meet the certification requirements 

of applicable law. 

 
All testing information obtained pursuant to this policy will be 

maintained in separate, confidential files. 

 
Searches 

Subject to applicable law, Alorica may search your locker, desk, 

or other Company property under your control, as well as your 

personal effects or automobile on Company property. You shall 

not maintain an expectation of privacy in any of these items 

located on the Company’s premises at any time. 

Consequences for Violations of This Policy  

Consequences for violation of this policy include, without 

limitation, the following, all of which are subject to applicable 

law: 

• Violation of the Company’s Substance Abuse Policy may result 

in corrective action, up to and including termination. 

• Continued employment, if any, following a violation of this 

policy, may be conditioned on the employee signing a “Last 

Chance Agreement” prepared by the Company. 

• Voluntary requests for assistance prior to violation of this policy 

will not prevent corrective action for violation of this policy. 

• As explained above, applicants who fail a drug test or 

otherwise violate this policy may have their offer for 

employment withdrawn and be ineligible for employment. 

• An employee will be subjected to the same consequences of a 

positive test if he/she refuses the screening or the test, 

adulterates or dilutes the specimen, substitutes the specimen 

with that from another person, refuses to sign the required 

forms or interferes with or obstructs the testing process in such 

a way that prevents completion of the test. 
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Professional Assistance and Treatment 

Alorica encourages its employees to seek professional assistance, 

counseling, or treatment related to alcohol or drug abuse or 

addiction, as employees, their healthcare providers, or other 

personal advisors deem appropriate. Treatment for alcoholism 

and/or other drug addiction may be covered by the employee 

benefit plan. However, the ultimate financial responsibility for 

recommended treatment belongs to the employee. 

 
In addition, a leave of absence or workplace accommodation may 

be available to pursue treatment or other rehabilitation under 

Company policy or applicable law. 

Confidentiality 

All information received by Alorica through this policy will be 

treated in a confidential manner, as required by law. Access to this 

information should be limited to those within Alorica who have a 

legitimate business need for the information or as otherwise 

required by law. 

 
Applicable Law 

This policy shall be subject to applicable law. 

Tobacco Use 
Alorica is committed to providing a tobacco-free work 

environment. Smoking or the use of any tobacco products, 

including electronic cigarettes (e-cigarettes) is therefore not 

permitted inside any Company facility or work area. 

 
If you wish to use any of the prohibited products, you must limit 

your use to your specific break or meal periods and to the 

designated outside areas. 

 

Visitors 
It’s fun to have your friends and family visit you at work, but due 

to the confidential nature of Alorica’s business, the following 

guidelines must be followed for visitor access: 

• All visitors to Alorica’s facilities must sign in and provide an 

acceptable photo identification. 

• Visitor badges are issued upon signing in and must be worn at all 

times. 

• An authorized Company employee must accompany visitors to 

all Company facilities from the time they enter the building until 

they leave. 

• You are responsible for the conduct of your visitors while they are 

on the Company’s premises. 
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Weapons Possession 
Unless required under state law, Alorica will not tolerate 

weapons of any kind on its premises including the parking lot 

and all surrounding land deemed as Company property. This 

applies to any article that can be construed as a weapon 

(including, but not limited to guns, ammunition, knives, etc.). 

Possession of such articles is grounds for dismissal. 
 

Workplace Violence 
Acts or threats of physical violence, including intimidation, 

harassment, and coercion, which involve or affect Alorica or 

occur on Company property, will not be tolerated. 

 
Acts or threats of violence include conduct, which is severe, 

offensive, or intimidating enough to alter the employment 

conditions at the Company or to create a hostile, abusive, or 

intimidating work environment for one or more employees. 

 
Examples of workplace violence include, but are not limited to: 

• Threats or acts of violence occurring on Company premises, 

regardless of the relationship between Alorica and the 

parties involved in the incident. 

• Threats or acts of violence occurring off Company premises 

involving someone who is acting as a representative of Alorica. 

• Threats or acts of violence occurring off Company premises 

involving an employee of the company if the threats or acts 

affect Alorica’s legitimate interests. 

• Acts or threats resulting in the conviction of an employee or 

agent of Alorica, or of an individual performing services for 

Alorica on a contract or temporary basis, under any criminal 

code provision relating to violence or threats of violence which 

adversely affect Alorica’s legitimate interests and goals. 

 
Acts of workplace violence by any people involved in Alorica’s 

operations, including, but not limited to, Alorica personnel, 

contract and temporary workers, and anyone else on Company 

property may lead to corrective action up to and including 

termination, and/or legal action, as appropriate. 

 
Violence, threats or acts of violence by an individual acting as a 

representative of Alorica while off Company property, or by an 

individual acting off Company property when his/her actions 

affect Company business interests may lead to corrective 
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action up to and including termination, and/or legal action, as 

appropriate. No provision of this policy shall alter the at-will 

nature of the employment relationship at Alorica. 

 
You and every person on Company property should immediately 

report incidents of threats or acts of physical violence, which 

you know about. Reports should be made to the individual’s 

supervisor, the Site Director and Human Resources, and/or The 

Integrity Center. 

 
Prompt investigation and resolution of any violation will be 

made with discretion and in the same manner as any other 

infraction of Company policy. Nothing in this course of action 

alters any other obligation established in Company policies or 

in state, federal, or other applicable law. 

 

 

https://app.convercent.com/en-us/Anonymous/IssueIntake/LandingPage/b1c08621-f0e8-e811-80e7-000d3ab6ebad
https://app.convercent.com/en-us/Anonymous/IssueIntake/LandingPage/b1c08621-f0e8-e811-80e7-000d3ab6ebad
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WORKPLACE TECHNOLOGY 

Making tech work for you— and 
Alorica 
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Communication Monitoring 
Email, Voicemail, Instant Message, and Chat  

Alorica’s policy requires you to treat email, voicemail, instant 

messaging, and chat with the same respect and confidentiality as 

all other workplace-generated communications (such as memos, 

correspondence, reports, etc.). 

 
The guidelines below are provided to help you understand your 

rights and responsibilities: 

• All email, voicemail, instant messaging, and chat 

communications are company records. Alorica reserves the 

right to access and disclose all messages for any purpose. Only 

the policy owner can make changes to the policy. 

• Email, voicemail, instant messaging, and chat are to be used 

for legitimate business purposes only; they are not intended 

for use to send/receive messages of a personal nature. 

• Unauthorized personnel are prohibited from accessing 

another employee’s messages (an example of an 

“authorized” employee is an assistant who’s been given 

responsibility for sorting, filing, answering and/or printing 

email messages, or reviewing, responding to and/or sending 

voicemail messages). 

• With Human Resources’ consent and approval, supervisory 

personnel may review email, voicemail, instant messaging, and 

chat communications for the employees they supervise at any 

time for any reason including, but not limited to, determining 

the status of work in progress, violations of Company policy 

and breaches of security. 

• Unnecessary distribution of email, voicemail, instant 

messaging, and chat messages that require the time of others 

to review, sort and/or respond to are to be avoided. 

• No chat or instant messaging programs should be installed 

without management approval. 

 
Phone Calls 

In some areas of Alorica, there are service-oriented functions 

that require call monitoring to assist with training and to 

appraise individual performance. This is because our product is 

most often your voice on the phone, and the best way to 

evaluate our product is to listen to the quality of the call. 

Monitoring may occur at any time, and it is not possible to 

provide immediate notification without interrupting the phone 

call flow. 

 
Based on the assigned position, separate, unmonitored phones are 

provided for personal phone calls. 
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Computer Network Use Limitations— 

Prohibited Activities 
Without prior written permission from Alorica, the Company’s 

computer network may not be used to disseminate, view, store 

or download commercial or personal advertisements, 

solicitations, promotions, destructive code (e.g., viruses, Trojan 

horse programs, etc.) or any other unauthorized materials or 

software including personal software. Company technology 

systems may never be utilized to harass, intimidate, or otherwise 

annoy another individual or organization. 

 
Material that is fraudulent, harassing, sexually explicit, profane, 

obscene, intimidating, defamatory, or otherwise unlawful or 

inappropriate may not be sent internally or externally by email 

or other form of electronic transmission or displayed on or stored 

in any Company equipment. If you encounter or receive this kind 

of material, you should immediately report the incident to your 

supervisor or local 

Human Resources. 

 
 
 
 

 

Computer Software and Computer 

Crime 
Alorica’s policy regarding the use of computer software and 

computer-related crime is based primarily on legal statutes that 

have been enacted to address these areas. 

 
The points that follow are intended to communicate Company 

policy and help you understand your rights and responsibilities: 

1. Alorica routinely purchases or licenses computer software for 

single machines from a variety of outside entities, however, 

Alorica does not necessarily own the copyright to this 

software or any associated documentation. As a result, 

Company employees do not have the right to reproduce the 

software or documentation for use on more than one 

computer without formal authorization from the software 

developer. When any additional copies are needed, you must 

contact the respective systems department for assistance. 

2. Regarding use on networks or multiple machines, you must 

utilize the software and documentation in strict accordance 

with the Company’s license agreement. All questions related 

to license agreements or network/multiple machine usage 

must also be directed to your respective systems department. 
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3. If you become aware of potential misuse of software or 

associated documentation within the Company, notify the 

department manager or Human Resources. 

4. According to U.S.. copyright law, any individual involved in the 

illegal reproduction of software or related documentation can 

be subject to civil damages as high as $100,000 per item copied, 

as well as criminal penalties including fines, imprisonment, or 

both. Company employees who make, acquire, or use 

unauthorized copies of software or related documentation will 

be disciplined as deemed appropriate under the 

circumstances. Such discipline may include termination. 

Employees will also be disciplined as deemed appropriate for 

the use of “non-business” software while at the workplace. 

5. Any Company employee who intentionally accesses any 

computer, network, program, or data without the proper 

authorization to do so is in violation of the law. Further, any 

employee who has proper authorization to access a computer 

or network, but who knowingly and intentionally exceeds the 

limits of such authorization, is also in violation of the law. Any 

incidents of this nature are not condoned by the Company and 

will not be tolerated. 

Intentional unauthorized access to a computer or network, or 

the intentional misuse of authorized access, can result in 

additional violations of the law when such actions result in: 

• Another individual being unfairly deprived of property or 

services 

• Another individual’s property or services being improperly 

obtained 

• The improper alteration, damage, deletion or destruction of 

any property or service 

• The unplanned disruption of normal computer or network 

operations 

• The improper access to information which is required to be 

kept confidential 

 
Again, any incidents of this nature are not permitted by Alorica 

and will not be tolerated. 
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Passwords 
Let’s make sure they’re not as easy as 1-2-3. 
 
You are responsible for safeguarding your passwords. You are 

responsible for all transactions made using your passwords. You 

may not access the computer system with another person’s 

password or account. 

A violation of this policy may result in corrective action up to and 

including termination, as well as possible criminal and civil 

liability. 

 

Permitted Use of Internet and Company 

Technology 
The computer network is the property of Alorica and is to be used 

for legitimate business purposes. Users are provided access to the 

computer network and telephone access to assist them in the 

performance of their jobs. 

 
Additionally, certain employees (“Users”) may also be provided 

with access to the Internet through the computer network. All 

Users have a responsibility to use the Company’s computer and 

telephone resources as well as the Internet in a professional, 

lawful, and ethical manner. Abuse of the computer network or 

the Internet may result in corrective action, including possible 

termination, and civil and/or criminal liability. 

 
Regarding computer information, voicemail, email, or letters 

addressed to a Company address, you have no privacy rights to 

this information. Unless otherwise prohibited by law, Alorica may 

open and view or listen to this information as it sees fit. It is the 

responsibility of Alorica employees to see that these information 

systems are used in an efficient, ethical, and lawful manner. 

 
The use of information systems is a privilege extended by 

Alorica, which may be withdrawn at any time. Your use of the 

computer systems may be suspended immediately upon the 

discovery of a possible violation of these policies. 

 
A violation of the provisions of this policy may result in corrective 

action up to and including termination. 

 
Computer resources include, but are not limited to; host 

computers, file servers, application servers, communication 

servers, mail servers, fax servers, web servers, workstations, 

standalone computers, laptops, software, data files, and all 

internal and external computer and communications networks 

that may be accessed directly or indirectly from our computer 

network. 
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Employees do not have any right to privacy as to any Company 

or client property (as well as any data, file, or message created, 

transmitted, stored, or accessed using Company or client 

equipment; or any system, application, or website accessed while 

using Company or client systems or networks, including 

Company or client systems or networks accessed on personal 

devices). Company equipment is only to be used for approved 

business purposes. 

Alorica reserves the right to inspect, monitor, and/ or access any 

such equipment (including personal devices used for business 

purposes), data, files, messages, systems, applications, or 

websites as needed for business purposes as well as to restrict 

prohibited functionality, unauthorized applications, and devices. 

Personal Cell Phones and Other 

Equipment 
To protect sensitive information, the use of non- Company-

issued cell phone equipment or personal devices in the use of 

production areas is prohibited. Personal Electronic Devices (PEDs) 

include personal mobile phone and storage devices, including 

flash drives, SSD cards, smartphones/watches, tablets, and 

smart devices, including Alexa or Google home, Bluetooth and 

other internet-enabled devices other than those used for 

company purposes. 

PEDs may not be used or stored in any Alorica production area 

(including QA booths, production floors, bathrooms, training 

rooms, hallways, etc.). The use of PEDs will be permitted ONLY in 

the break rooms or outside of the Company’s facilities. 

Social Media 
Social media is part of everyday life for many of us. And at Alorica, 

it’s one of the ways we tell the world about how awesome you all 

are! 

 
And to make sure we always look awesome; we’ve created 

standard policies and practices to ensure we represent the 

Company—and ourselves—on social media appropriately at all 

times. 
 

Purpose: The purpose of this Social Networking Policy 

(“Policy”) is to provide some general guidelines and 

procedures for employees to follow when using social 

websites. We understand how important social networking is 

to business development and are in no way discouraging its 

use with this Policy. 
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Application 

This Policy applies to Alorica employees and other parties 

representing Alorica who use the following: 

• Multimedia and social networking sites (Facebook, 

Instagram, LinkedIn, etc.) 

• Micro-blogging sites (Twitter, TikTok, etc.) 

• Blogs (both internal and external) 

• Wikis such as Wikipedia and any other site where text can 

be posted 

• Web forums, email discussion lists, etc. 

• Video and photo sharing websites (YouTube, Instagram, 

etc.) 

 
Use of any of these sites or activities is, in each case, referred to 

as a “posting” in this Policy. Unless representing Alorica in the 

social media (pursuant to Section II of this policy), you should 

always use your personal email address, not a company email 

address, for any posting or social network profile that you 

establish. 

 
Think before you post! You are personally responsible for all 

content you post on social media under this policy. You must 

comply with applicable law and Company policies, including, but 

not limited to, the Company’s Code of Ethical Business Conduct, 

System 

Use agreement(s), Internet Usage Policy, Harassment and 

Discrimination Policy, Information Security Policy and Standards 

Manual, Insider Trading Policy, Global HR Data Privacy Policy, 

Intellectual Property Use Policy, and any Acknowledgment of 

Conditions of Employment or Employment Agreement. 

 
Employees should remember that any conduct, online or otherwise, 

that negatively or adversely impacts the employee’s job 

performance or conduct, the job performance or conduct of other 

coworkers or adversely affects clients, customers, colleagues, or 

associates of Alorica or Alorica’s legitimate business interests may 

result in disciplinary action, up to and including termination of your 

employment. 

 
A special note about using social media at work. Please remember that 

unless you are specifically authorized to represent Alorica on social 

media and/or your job responsibilities specifically authorize you to 

do so, use of social media during your scheduled work time and/ or 

accessing social media sites using the Company network is 

prohibited. 

 
Yes, your accounts are your own, and yes, we deeply respect that. But 

if you’re an Alorica employee, you do have a responsibility to protect, 

defend, and uphold the Alorica name especially if you talk about 

Alorica 
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or identify yourself as an Alorica employee. When making any 

posting, including personal postings not referring to Alorica or 

its business, you must: 

1. Be authentic! Your personal posting reflects your personal 

point of view, not the point of view of Alorica. Take 

personal responsibility for what you publish online. 

Ultimately, your content is yours—and that means you 

are: 

a. Legally responsible for your personal postings 

b. Subject to liability if your posts are found vulgar, 

obscene, threatening, intimidating, harassing, or a 

violation of Company policies against 

discrimination, harassment, or hostility on account 

of age, race, religion, or other protected class. 

2. Be accurate and honest. We realize that everyone has 

complaints or criticisms from time to time and that social 

media posts are frequently used outlets to express these 

feelings. Alorica strongly encourages employees to report 

complaints directly to us first so that we may have the 

opportunity to investigate and find solutions to your 

concerns. 

Complaints may be made in person to Human Resources or 

anonymously by calling 1-800-250-5189. However, if you must 

post, keep it respectful and honest. Never publish information 

which is known to be false about Alorica or any co-workers, 

clients, customers, peers, or other individuals that work on 

behalf of or are associated with Alorica. 

3. Are you going to talk about Alorica? #iwork4alorica or 

#alorica is a quick and easy way to disclose your affiliation 

with us. If you’re specifically talking about Alorica online, you 

use this hashtag—the Federal Trade Commission says you 

have to—and if you’re on a long-form platform, you can use 

this statement: “This post reflects my personal thoughts and 

opinions which do not necessarily reflect the views of 

Alorica.” 

4. Protect client confidentiality. Do not reference clients, use 

client logos, or discuss client programs in any way. 

5. Protect Alorica’s confidential and proprietary information. 

You may only disclose public information and must not 

disclose Alorica’s confidential information. If you are unsure if 

the information is public or private, please ask your manager.  

Disclosing competitive information or trade secrets is cause 

for termination of employment. 
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6. Respect fair use and copyrights. Watch out for and don’t 

share confidentiality (such as: competitive information, 

trade secrets, details of a client engagement, etc.) or 

copyrighted (i.e., music, photos, videos, text, logos, etc.) 

information. Your postings may not include Alorica’s 

logos or trademarks or those of Company clients, 

partners, or suppliers. 

7. Be respectful. You should be fair, courteous, and 

respectful to co-workers, clients, customers, colleagues, 

and other individuals who work on behalf of Alorica and 

demonstrate respect for their privacy. Cyber bullying will 

not be tolerated. 

 
Please avoid posting any statements, photographs, video, or 

audio that may be viewed as malicious, obscene, threatening, 

harassing or abusive of co- workers, clients, customers, 

colleagues, or other individuals that work on behalf of or are 

associated with Alorica. 

 
Employees are required to refrain from engaging in offensive 

postings that may create a hostile and abusive work 

environment based on race, gender, religion, or any other 

protected class. 

Be a Scout 

If you see confidential Company information posted in a public 

forum, you should notify the Director of Digital Strategy at 

socialmedia@alorica.com . 

 
Breach of Policy 

Violations of this Policy may result in corrective action up to and 

including termination, prosecution, or civil litigation. Many of the 

responsibilities detailed in this policy extend beyond employment 

with Alorica including, but not limited to, respecting the 

Company, its clients’, its business partners’, and its suppliers’ 

copyrights, trade names and trademarks, and confidential 

information. 

 
Retaliation Prohibited 

Alorica prohibits taking adverse action against any employee for 

reporting a possible violation of this policy or cooperating in any 

investigation with respect to a complaint under this policy. Any 

employee who retaliates against an individual for engaging in 

activity protected by this policy shall be subject to disciplinary 

action, up to and including termination of employment. 

mailto:%20socialmedia@alorica.com
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What this Really Means 

Alorica reserves the right to ask you to delete, report 

inappropriate content, or delete content at any time based on 

needs as determined by the Marketing and Legal departments.  

Most commonly, this will be a result of a violation of client 

obligations, so please be extra-vigilant about protecting 

proprietary information. 

 
Protected Activity 

Nothing in this policy shall prohibit employees from engaging in 

concerted activity to complain about the terms and/or 

conditions of their employment and/or advocate for change. 

Virus Detection 
You should never download files from the Internet or outsiders, 

accept email attachments, or use disk drives from non-Company 

sources, without first scanning the material with Company-

approved virus-checking software. If you suspect that a virus has 

been introduced into the Company’s network, notify your 

supervisor immediately. 
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Engage: Alorica’s Social Intranet 
In addition to exciting company announcements, events, and 

activities, engage also provides a way to comment, submit an 

idea, ask a question, or post a personal update. 

Oracle 
Under Employee Self-Service, you can update your address, 

revise your tax selection, enroll in direct deposit and more. If 

you have any questions or need assistance, please contact your 

local Human Resources representative, or go to the Oracle Self-

service website. Please visit 

ebsprodapp.alorica.com and click Login Assistance. 

 
AVA and Human Resources and Payroll Service Centers 

Meet AVA, Alorica’s Virtual Assistant! AVA’s 24/7 knowledge 

base is here to answer a broader range of routine people and 

payroll inquiries. AVA can be accessed easily via EIS, Engage, and 

Connect. Simply click on the AVA icon on the homepage of EIS 

and Connect, or the Alorica at Your Service banner on any 

Engage page. The AVA chat box will appear for you to enter your 

question. 

Questions not answered by AVA? We’ve got you covered! 

Human Resources and Payroll experts on standing by to answer 

any uniquely ‘you’ inquiries via the Service Center. 

HANDY LINKS, NUMBERS & RESOURCES 

 

Be sure to check out our Self-Service options to make life a little 

easier. 

Integrity Center Hotline 
Employees may report any concerns or complaints under the 

policies in this Handbook or otherwise related to their employment, 

anonymously by contacting the Integrity Center hotline at 1-800-

250-5189. 

 

Smart Benefits 
Medical, Dental, Vision, Disability benefits, etc.. 

1. Visit AloricaBenefitsUS.com 

2. Select “New User” 

3. Enter your Alorica Employee ID and your Date of Birth 

4. Enter your home zip code 

5. The “Create Your Own Logon” Information page will launch 

where you can enter a new User ID, and password 

6. You will be asked to select and answer five security questions 

7. You will then have the option to select “Remember Me on 

this Computer” 

8. Click on the “Enroll in Your Benefits” box and begin your 

enrollment 

https://ebs.alorica.com/OA_HTML/AppsLogin
https://leplb1000.upoint.alight.com/web/Alorica/login?forkPage=false


 

 

 
 
 
 
 

 

You came. You saw. 
You read... a lot. You committed 
to doing your best. That’s all we 
can ask. 

Welcome to the Team! 
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