
Corporate Social Responsibility Report



I’m pleased to present Synchrony’s Corporate Social Responsibility 
(CSR) report for 2018. This year’s theme is centered on Caring, one 
of our core company values. The others are Honest, Passionate, 
Responsible, Bold and Driven. Together with our vision and mission, 
our values express and shape the culture of our company, and 
motivate us to strive to always do the right thing. 

Caring is part of everything we do at Synchrony. Caring influences 
how we make decisions, how we treat customers, partners and 
employees and how we develop leaders. Caring is why Fortune 
included us on their list of 100 Best Companies to Work For in  
2018 and 2019, why Forbes recognized us as one of the nation’s 
best employers for diversity, and why we give so much back to  
our communities.  

This report highlights the many ways Synchrony and our employees 
put Caring into action during 2018—for our business, our customers, 
our partners, our employees, our communities and the environment. 

Caring is essential to the vision that guides us: To build a future 
where every ambition is within reach.  

Sincerely,

Margaret M. Keane 
President and Chief Executive Officer

We care.
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Caring for  
our business.
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Being a good corporate citizen is as important to our business as 

our products and profitability. Driven by our vision, mission, values 

and Code of Conduct (our Code), Synchrony strives to maintain the 

highest level of corporate governance, transparency, inclusion and 

ethical behavior. It starts at the top with our executive leadership 

team and our Board of Directors (our Board), who guide our company 

in a balanced way—keeping us mindful of our responsibilities and the 

needs of our stakeholders.
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Well-qualified guidance.
Since becoming a public company in 2014, we have formed, with great 
deliberation and thought, an independent and diverse Board. Today,  
nine of the 10 directors on our Board are independent; four are women;  
three are minorities; and two are veterans. 

Our Board possesses deep knowledge of the consumer financial services 
industry and expertise in key strategic priorities such as technology, 
innovation, healthcare and cybersecurity. Our directors’ backgrounds 
enable their active oversight of our current business activities and our 
strategic goals. 

A focus on Environmental, Social  
and Governance (ESG) matters.
Our Board recognizes that our performance in environmental, social  
and governance matters is critically important and is a key indicator  
for external stakeholders, including investors. The Nominating and 
Corporate Governance Committee of our Board oversees ESG-related 
activity at Synchrony.

As a consumer financial services company, we view our most significant 
ESG matters to include fair lending, responsible marketing, financial 
inclusion and access, data privacy and information security, human  
capital management (including diversity and inclusion), and community 
investment. 

Enhancing long-term value.
Our Board is committed to governance policies and practices that 
enhance long-term value creation for our stockholders. Our Board 
monitors emerging corporate governance topics and trends and  
regularly reviews our Governance Principles to incorporate evolving  
best practices and stockholder feedback.

Doing what’s right.
The leaders and employees of Synchrony work 
tirelessly to demonstrate the highest standards  
of ethical business conduct, everywhere and every 
day. Our Code is an expression of this fundamental 
commitment. All employees are required to adhere 
to our Code and take it to heart as they approach 
their work.

• �We are open, honest and trustworthy in the way 
we work with clients, customers, employees, 
regulators, service providers and the public.

• �We obey the letter—and the spirit—of all laws  
and regulations.

• �We make effective compliance and governance 
the way we work.

• �We work to create and sustain a culture where 
ethical conduct is owned by all and raising 
concerns about compliance with the law, 
regulations, Synchrony policies, or our Code  
is expected, encouraged and valued.
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4 of 10 are female
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9 of 10 are independent
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Our Board
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Caring for  
our customers.
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Doing the right thing is paramount when it comes to Synchrony’s 

customers. It begins before a customer even becomes a customer—

with a strong commitment to fair lending and responsible, transparent 

marketing practices. We believe banking and finance should be simple 

to understand: we offer consumers an array of helpful resources and 

financial literacy tools including explanatory videos, online account 

management tools, and responsive, well-trained customer service 

representatives. We invest heavily in data security and data privacy 

to keep our networks and financial products safe. 
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As part of this process, we adhere to a robust 
governance framework that guides the design, 
implementation and post-launch monitoring  
of new products and services. Our NPI process 
requires a series of approval tollgates supported  
by an NPI project template and a compliance 
review checklist.

We monitor our product offerings, marketing 
materials, and product terms and conditions  
for compliance with applicable laws, including  
fair lending and UDAAP laws.

Our consumer compliance risk management 
program includes a strong, centrally managed  
set of processes and procedures for addressing 
consumer complaints. Customers can contact  
us directly through many channels including email, 
phone, eChat and our website. We care for our 
customers and do everything we can to resolve 
their concerns quickly. We also closely monitor our 
customers’ complaints to identify risks of potential 
customer harm and service issues.

Fair and honest.
Caring for our customers starts with treating them fairly and honestly. Our 
Code calls this “fair dealing.” It underpins many of our internal policies, 
including our Fair and Responsible Banking Policy and our Fair Lending Policy. 

Generally, new employees are required to complete training courses  
on a broad range of topics, including data security, fair lending, unfair,  
deceptive or abusive acts or practices (UDAAP) and other banking laws  
and regulations. We require nearly all employees, all the way up to our  
Board, to refresh their training in these areas as frequently as annually. 

Fair dealing extends to our suppliers’ employees too. We assign them  
courses based on the type of work they perform and their level of interaction 
with Synchrony customers. Most supplier employees in the training program 
complete similar courses on fair lending, UDAAP and other banking laws  
on the same timetable as our own employees.

Our sales platforms—Retail Card, Payment Solutions and CareCredit— 
also offer training in fair lending, transparency, UDAAP and other laws  
and regulations specific to Synchrony’s products, to our partners, retailers  
and providers. 

We have a comprehensive new product introduction (NPI) process, overseen 
by an NPI sub-committee of our Management Committee, to ensure that all 
new financial products satisfy fair dealing, regulatory and other requirements. 
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Empowering our 
customers.
Caring for our customers also includes giving 
them the resources they may need to use our 
financial products responsibly and become 
knowledgeable credit users. Synchrony offers 
transparency about its financial products.  
Our easy-to-understand financial literacy tools  
offer our customers educational videos on 
savings, credit and how our products work.  
Other topics and tools include financing and 
banking basics, using credit wisely, financial 
product safety and a variety of calculators  
that help customers estimate their monthly 
payment on specific promotions. 

We offer all of our customers free access to their credit score, real-time at enrollment and updated 
monthly. They can access a score simulator tool that helps them understand how different actions  
could impact their credit score, and they can also view key factors affecting their score, a 12-month 
history of their credit score trends and credit education materials.

Financial education for all.
Synchrony’s commitment to financial education extends beyond our customers to all consumers. 
Synchrony partners with financial counselors, including the National Foundation for Credit Counseling 
(NFCC), an organization that builds national programs and initiatives that offer consumers quality 
financial counseling and education. In partnership with the NFCC, Synchrony is an original founder of 
the Sharpen Your Financial Focus program, designed to improve consumers’ practical understanding  
of personal finance. Synchrony has made grants totaling more than $7 million to help make the Sharpen 
Your Financial Focus program available to consumers in the years ahead.
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Keeping information and 
data safe and secure.
Information security—including privacy, data security and cybersecurity— 
is one of Synchrony’s highest priorities, one to which we devote  
significant resources. Our information security program, which includes 
comprehensive administrative, technical and physical safeguards and 
controls, receives intense scrutiny from our executive leadership team  
and our Board (some of whom have deep cybersecurity and technology 
expertise) to make sure we maintain the confidentiality, integrity and 
availability of our customers' information, including information 
processed by our third-party service providers. 

Our information security program continuously adapts to the evolving 
landscape of emerging threats and new technology, informed by our 
intelligence team and supported by regular training of information security 
staff and awareness activities for employees company-wide. We maintain 
an innovation partnership with the University of Connecticut, via the 
Synchrony Cybersecurity Center, in which faculty and students collaborate 
with Synchrony staff on emerging technology, and support an endowed 

chair, fellowships and student scholarships in the 
Computer Science & Engineering Department. We 
also work closely with our clients on best-practice 
sharing and incident response. 

Further, we actively engage with several trade 
associations representing banks and other financial 
institutions that established forums to stay abreast 
of developments in the cybersecurity, data security 
and privacy regulatory, and legislative landscapes. 
We also participate in working groups that analyze 
and provide feedback to proposed new laws, rules, 
regulations and assessment frameworks in these 
critical and perpetually changing areas.

We continuously test the effectiveness of our 
controls through internal and independent 
assessments (including regular penetration tests, 
application code reviews, vulnerability scans, 
disaster recovery tests, and cyber exercises, 
among others). We use multiple control frameworks 
to evaluate our maturity. Finally, we are compliant 
with the Payment Card Industry (PCI) program,  
with all the independent testing and assessment 
that PCI compliance requires.

Using our digital  
expertise to simplify the 
customer experience. 

We developed an easy-to-understand application 
process with clearly presented disclosures, so 
consumers can make an informed decision about 
submitting a credit card application. We also  
give them a choice of how to submit it: in-store,  
at the point of sale, online (via a desktop or mobile 
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device), over the phone (for many programs) or 
within a retailer’s digital app. To protect their 
privacy, consumers can enter their information 
directly on a PIN pad, tablet or at a kiosk and  
none of their personal information can be printed 
or retained in the store. 

In response to customer and partner feedback,  
we developed our dApply process to make online 
applications consistent across all types of devices. 
We continue to innovate and develop new tools 
and capabilities to make our customer experience 
as frictionless as possible. 

A pathway to  
credit health.
In 2018, we developed a secured card product  
for customers with limited credit histories. 
Launched in early 2019, the secured card, which 
looks and acts like a traditional credit card but 
requires a security deposit, offers customers 
access to credit, a pathway to build and improve 
credit health and credit education. Cardholders  
also get free access to their credit score via our 
CreditViewTM dashboard, the ability to transact  
in situations where cash is not an option, and 
access to rewards and other card benefits.

Caring for customers  
in times of need.
In 2018, Hurricane Lane in Hawaii, Hurricane 
Florence in the Carolinas, Hurricane Michael  
in Georgia and the Florida Panhandle, and the 
California wildfires affected millions of our 
customers. When disasters of this magnitude 

strike, we support our customers in their times  
of need. We communicate with customers in 
affected areas through emails, on our websites  
and on social media to reassure them that  
our customer service teams are aware of  
the situation and ready to assist. Our customer 
representatives offer accommodations 
appropriate for the unique needs of each 
customer who contacts us, including  
potential waiver of late fees, zeroing out  
of “now due” balances, and credit line  
increases to purchase generators and other 
lifesaving or life-sustaining goods.

In early 2019, during the U.S. government 
shutdown, we supported and funded our  
partner PayPal’s program offering an interest-
free cash advance of up to $500 for existing 
and new PayPal Credit customers who are 
federal employees. We collectively made up to 
$25 million in funds available for the program. 
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Caring for our 
employees.



13

By living our values, Synchrony has built a strong company culture—

one that champions diversity, inclusion and employee development.  

At Synchrony, we want everyone to feel comfortable being who they  

are. Our benefits are generous. Our concern for the health and well-

being of every employee is genuine. Our rankings as a Great Place  

to Work and a Fortune 100 Best Companies to Work For in 2018 and 

2019 validate that we are doing the right things for our employees.
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From FORTUNE Magazine, March 2018, ©2018 Fortune Media IP Limited. FORTUNE and FORTUNE 100 Best Companies to Work For are registered trademarks of 
Fortune Media IP Limited and are used under license. FORTUNE and Fortune Media IP Limited are not affiliated with, and do not endorse the products or services 
of, Synchrony Financial.
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Human Rights Campaign Foundation— 
Best Places to Work for LGBTQ Equality and 
100% score on the Corporate Equality Index

Military Times—Best for Vets Employer

BenchmarkPortal—Top Contact Center,  
Large Sized Centers

BenchmarkPortal—Customer Service  
Center Certified Center of Excellence

BenchmarkPortal—Center of  
Excellence Certification

Employer Support of the Guard and  
Reserve (ESGR)—Office of the Secretary  
of Defense Patriot Award

Candidate Experience Awards

HR.com LEAD Award—Best Customer  
Service Leadership Training

International Awards

Great Place to Work in India 

Economic Times—100 Best Companies  
to Work for in India

FLO Gender Parity Index—#1 

Asia CEO Awards—Top Employer of the Year

Awards & Recognition
Fortune and Great Place to Work® 

• 100 Best Companies to Work For®

• Best Workplaces for Women 

• Best Workplaces for Giving Back

• �Best Workplaces in Financial  
Services & Insurance 

• Best Workplaces for Millennials 

• Best Workplaces for Diversity

Fortune 500 Companies List

Indeed—Top 50 Rated Workplace 

Working Mother—100 Best Companies

National Association of Female  
Executives (NAFE)—Top Companies  
for Executive Women

American Banker Most Powerful Women—
Margaret Keane (12 consecutive years)

Forbes—The Best Employers for Women

Forbes—The Best Employers for Diversity

Diversity Best Practices Leading  
Inclusion Index Company 

Disability Equality Index—Best Places  
to Work—100% score 
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Diversity and inclusion make us better.
At Synchrony, we believe the whole is greater than the sum of its parts. The diversity of our people and their respective  
ideas and insights help define our company. We know true diversity is more than talk. It’s connecting, coming together  
and turning ideals into action. We’re committed to inclusion—with programs built on honest interaction and collaboration. 

38%

62%

Female

GenerationEthnicityGender

12%

7%2%<1%

23%
55%

19%

5%

37%

39%

Male

White

Black or African American

Hispanic or Latino

Asian or Pacific Islander

Generation X

Millennials

Baby Boomers

Generation Z

Two or More Races

Native American
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It takes a network—or eight. 
Our Synchrony Diversity Networks are close-knit groups formed around common interests and  
goals. They are both reflective and supportive of our employees—providing a great platform  
for recruiting, professional development and networking opportunities. More than 9,000 of our 
employees are engaged in one or more of our eight Diversity Networks. Together, members play a  
vital role in promoting an inclusive culture that celebrates individuality and fosters collaboration. 

Developed and launched in 2018, the Synchrony Native American Network+ is the eighth Diversity 
Network to be formed. It represents the voice of an additional underrepresented minority and 
provides a platform for our employees to engage and learn about the Native American culture in  
the United States.
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Everyone is welcome.
At Synchrony, you don’t need to be a woman to join the Women’s 
Network+. Nor do you need to speak Spanish to be in the Hispanic 
Network+. All you have to do is extend a helping hand and become  
a supporting member of the Network of your choice. In executing 
this concept, we developed Diversity Networks + You. The “+ You” 
can be anyone at Synchrony. It’s an open invitation that moves us 
one step closer to inclusion.

Growing together—annual  
Diversity Symposium. 
We host a Global Diversity Network Symposium annually, bringing 
together over 500 employees from across the globe, including  
our CEO and members of our Board, to collaborate on how to add 
momentum to our diversity and inclusion efforts. At the Symposium, 
we celebrate our accomplishments, listen to thought leaders and 
dynamic speakers, attend workshops, and recognize and award 
specific leaders and frontline employees for their dedication and 
efforts in driving diversity and inclusion across our company. 

We are proud of our Board’s diverse membership and appreciate 
their willingness to take part in employee-facing panel discussions 
coordinated by our Diversity Networks. For example, during 
Synchrony’s LGBT+ Pride Month celebration in June 2018, board 
member Laurel Richie joined CEO Margaret Keane for a one-on-one 
interview in which both shared personal stories with employees and 
discussed why they support the LGBT+ community. Their inspiring 
discussion ranged from how to become an active ally, being bold  
in supporting diversity and being your best self.
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Unconscious bias training. 
To support our increasingly diverse workforce, we launched “Driving Inclusion and Uncovering 
Hidden Bias” training. Its purpose is to help employees gain awareness and understanding of how 
their thoughts, mindsets, behaviors, actions and interactions can impact the culture at Synchrony. 
We have equipped our employees to surface their unconscious biases, understand them and then 
take actions—all to create more inclusive patterns of behavior. 

Supplier diversity.
Synchrony recognizes the competitive advantage in developing a broad supplier base that includes 
diverse businesses to compete for the procurement of goods and services. Our approach to supplier 
diversity includes monitoring the diversity in our current supplier portfolio, establishing a public-
facing website for diverse suppliers to self-register, and participating in supplier diversity conferences 
and workshops for procurement staff training and market intelligence.
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What we look for.
We seek candidates who can thrive in the  
Synchrony culture. We look for people who  
value the importance of relationships and 
teamwork, who are not afraid to offer up bold  
ideas, who want to learn and be challenged,  
and who achieve not just individually, but  
also within a collaborative environment. We 
embrace enthusiasm, adaptability, integrity  
and entrepreneurial drive. We want people  
who are eager to make a difference. 

A pipeline of diversity.
We continually work to attract a diverse mix of 
talent to our company, people who are reflective  
of the markets and communities we serve. For 
example, Synchrony is committed to helping  
people with disabilities. We partner with Disability 
Solutions, a nonprofit organization that connects 
companies with employee candidates who have  
a physical or hidden disability. In addition, a  
team of HR leaders, managers and members of  
our People with Disabilities Network+ work with  
local nonprofits and state agencies to host job fairs 

Attracting, 
retaining  
and 
developing 
talent.

A few of our key recruiting partners:

and recruit qualified candidates with disabilities. 
These efforts enable us to cultivate a new talent 
pipeline while providing qualified candidates  
with career opportunities. In recognition of this, 
Disability Solutions presented Synchrony with its 
World of Opportunities Innovator Award for our 
leadership in hiring and valuing talented individuals 
with disabilities. 

Supporting our veterans. 
Synchrony is also committed to supporting, and 
aims to be an employer of choice for, U.S. armed 
service veterans and their spouses. For example, 
we strongly support the recruiting and hiring of 
veterans and members of the Reserve and National 
Guard through a proactive engagement with the 
Service Academy Career Conferences and Hiring 
our Heroes Corporate Fellowship Program. Our 
leaders take pride in providing transitioning service 
members with opportunities and the skills required 
to succeed in a civilian career. In 2018, Synchrony 
was named a Best for Vets Employer by Military 
Times in recognition of these efforts. 
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Listening to our employees.
Synchrony takes the collective voice of our employees to heart. We conduct an engagement 
survey annually to monitor employee satisfaction in partnership with Great Place to Work. 
The resulting organizational, site and functional scores are shared with all managers and 
employees. This gives managers the opportunity to have an open dialogue with employees 
and create action plans based on collective feedback. Coupled with our other initiatives  
to make sustainable, positive changes in every corner of our business, these efforts 
demonstrate our employees’ empowerment to raise their voices—and our commitment to 
listen and take action.

overall employee 
satisfaction survey 
participation rate

favorable response to 
“Taking everything into 
account, I would say this 
is a great place to work.”

94% 91%



22

Continuous learning and training. 
We partner with educational institutions, such as Harvard,  
the Thayer Leadership Development Group hosted at West Point  
Military Academy and other prominent learning solutions  
providers, to develop joint training programs to make sure our 
employees get the tools and support they need to advance. Our 
Stamford, CT, headquarters is the hub for leadership courses,  
featuring Synchrony-branded learning in a campus-like environment. 
Synchrony University, a company-wide leadership development 
initiative that offers accessible, relevant and contemporary  
learning experiences, offers 18 open enrollment courses and three 
nomination-based leadership courses at every career level, hosted  
at 10 sites across the United States. These courses are free for 
employees and Synchrony pays all travel expenses. Over 10,000 
employees worldwide attended a leadership course in 2018, 
supplementing the hundreds of on-demand courses available  
on Synchrony’s online Learning Center.

A STEP up.
The Skills Training for Evolving Professionals (STEP) program seeks  
to develop and grow talent within our call centers and administrative 
teams. Featuring a flexible and dynamic learning plan, the STEP 
program helps employees build core competencies in management 
skills. Participants deepen their knowledge through self-paced 
coursework; develop unique talents through job shadowing, rotation, 
assignments and mentoring; and gain valuable experience through 
cross-functional group activities and special project work. STEP 
employees also get increased exposure to Synchrony leadership.  
Since STEP’s inception, 92% of participants have moved into  
new roles within two years of graduating from the program. Of  
those, 66% represent a promotion, including 33% of participants  
who were promoted from hourly call center or administrative roles  
into salaried, professional track roles. Approximately 70% of  
entry level managerial roles in Enterprise Operations are filled by  
STEP participants.

The right path to leadership.
Synchrony offers recent graduates who show  
promise a fast track to leadership. Our Business 
Leadership Program (BLP) is a two-year, three- 
rotation accelerated program spanning 10 different  
functional tracks: Credit, Data Analytics, Enterprise 
Operations, Finance, HR, Internal Audit, Information 
Technology, Marketing, Risk Management and Sales  
& Relationship Management. 

The rotational assignments enable participants to 
build deep, functional expertise within a specific  
track while empowering and challenging them to 
develop broad-based industry and business acumen. 
Synchrony also offers a BLP-Internship, a career-
boosting paid summer program for rising college 
juniors and seniors, and first-year graduate students. 
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Leadership development 
for multicultural men.
In 2018, Synchrony launched the Strategic 
Pathways Leadership Development  
Program for diverse men. Targeted towards  
high-potential future leaders, this program 
focuses development around key challenges 
underrepresented minority men face in 
corporate America today. Throughout the 
course, participants learn from and engage  
with Synchrony directors and executives  
and are provided a leadership mentor for 
continual development and career acceleration.

Furthering leadership  
opportunities for women.
In 2015, to help broaden the advancement of women across 
Synchrony, we partnered with Linkage, Inc., a company that 
provides unique leadership development solutions, to share  
best practices and explore emerging trends for women in 
leadership. The partnership offers learning opportunities for 
women through Linkage’s Women in Leadership Institute.  
In 2018, we expanded this partnership through the creation  
of Synchrony’s signature leadership development program for 
women: Leadership Experience for Accelerated Development 
(LEAD). This nine-month immersive program incorporates a 
unique blend of internal and external experiences, 360-degree 
assessment and reflection, small group and individual learning, 
leadership coaching, and formalized learning programs.
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Help and 
support to 
make lives 
better.

Tuition reimbursement. 
Both full-time and part-time employees can take advantage of  
our Tuition Reimbursement Program, which is one of the highest  
in our industry. Full-time employees can get up to $20,000 per 
year and part-time up to $5,000. We encourage all our employees 
to pursue new degrees or to complete ones that life or work 
circumstances may have interrupted. In March 2019, this program 
expanded to cover courses in healthcare and education fields, 
including courses at the graduate level. Since 2015, Synchrony  
has reimbursed nearly $10 million to almost 900 employees who 
have taken advantage of this benefit.

A flexible approach  
to working. 
Balancing the demands of work and life can often be challenging 
for employees. To help, we offer flexible work arrangements, 
including reduced hours, compressed work weeks, flextime hours, 
job sharing, telecommuting and remote work. 

Our Work at Home Program for customer service representatives 
is another way we help, and we continue to expand it. The 
program is for people who want to enter or re-enter the workforce, 
including working mothers, as well as anyone who wants flexible 
hours. Today, more than 700 associates work from home. 
Eliminating the long commute, working in the comfort of their own 
homes, and having more time to spend with their families makes 
for greater work-life balance. 
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Staying healthy  
and well. 
Synchrony’s Health 360 program offers 
employees health-related tools, tips and 
benefits that help with stress management, 
exercise, diet, lifestyle choices and more. 
Some of the Health 360 features include:

• �Nutrition and weight management 
programs, along with discounted healthy 
options in all our dining venues.

• �Benefit programs to help employees quit 
tobacco use along with tobacco-free sites 
and campuses.

• �Free on-site fitness centers and subsidies  
for off-site fitness memberships.

• �Employee assistance programs focused  
on stress management. 

Making lives better—additional benefits.

Backup childcare and  
adult/elder backup care

Offers access to credentialed backup childcare 
centers. Can also be used for credentialed  
in-home caregivers. 

Adoption assistance
Reimburses employees for up to $8,000 of eligible 
adoption expenses.

Infertility treatment  
assistance

Covers services for the treatment of infertility up  
to a $15,000 lifetime maximum. 

Domestic partner benefits
Offers healthcare coverage for domestic partners  
of employees and their children.

Employee Assistance  
Program (EAP)

Provides company-sponsored support, resources  
and information for personal and work-life issues. 

Legal benefits
Gives employees and their families fully covered 
access to legal services from a national network  
of experienced attorneys. 
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Caring for our 
communities.


