


  
As part of our continuing transformation, we also took the opportunity to realign our remaining regional operations 
into a fully globalized team to improve operating efficiency, increase functional excellence and align directly with the 
needs of our customers globally.   
 
In total, we responded to all challenges in 2009. Our talented team effectively navigated through a difficult period and 
we are now well positioned for long-term success. Everyone in our Company deserves recognition for helping us to 
overcome the challenges we faced. 
 
At the same time, it is equally clear that we are still not done, we are not resting, nor are we otherwise taking any 
emphasis off of what we must do to regain business momentum in 2010 in an environment that presents us with 
great opportunity.  We are confident that our key initiatives will enable us to take advantage of this opportunity.  
These initiatives include: 
 
Narrowing Our Focus:  Our global technology-based, multilingual outsourcing capabilities offer a differentiated and 
attractive value proposition to current and potential customers in all industries.  We will continue to sharpen the focus 
of service offerings in our Commercial business. 
 
Winning New Business:  While we are pleased with the new account wins, existing account expansion and the 
opportunities that we currently have in our pipeline, winning new business in 2010 is a key metric management is 
focused upon.  This will be driven by our leadership and capabilities as a top tier IT outsourcing service provider, both 
of which are recognized by industry analysts and, most importantly, our customers. 
 
Broadening Our Footprint:  After a significant expansion of our presence in Asia during 2009, our next priority will 
be to begin our entry into Latin America by establishing a subsidiary in Brazil, primarily supporting service delivery for 
our global customers operating in that region. 
 
Enhancing Our Offering:  Recognizing that customers are seeking innovative solutions to their problems and a 
commitment to continuous improvement, we will continue to enhance our service offerings to deliver in these 
important areas.  
 
Expanding Capabilities and Alliances:  We bring substantial technology and language expertise, excellence in 
execution and ongoing innovation to our customer engagements. Using this as a foundation, we will expand our 
capabilities in customer support automation as well as remote infrastructure management. In addition, we expect to 
remain closely aligned with the needs and new offerings of our key alliance partners, CA and Orange, as well as 
begin new partnerships with other industry leaders.   
 
Re-energizing Our Team: More than ever, we recognize the value, contributions and potential of our associates 
throughout the world.  Through increased engagement, personal development and performance-based recognition 
and rewards, we seek to unleash the full potential of our great team.    
 
These initiatives represent an agenda of growth and change that will enable us to take advantage of the opportunities 
that lie ahead. While there will still be challenges, we welcome the renewed opportunity for great accomplishment. 
We believe that our strategy is the right one and when executed with conviction, will produce long-term value for our 
customers, shareholders and employees. 
 
Sincerely, 
 
 
Gary J. Cotshott  
President and Chief Executive Officer 
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