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Transcom-Worldwide

Selects RP for Asia’s
Contact Center Hub

Transcom-Worldwide formally
opened its Asian regional
customer contact headquarters,
Transcom Center, on March 5
in Pasig City near commercial
centers Tiendesitas and SM
Hypermart at C5.

Realizing the competitive economic
advantages of its offshore location with its
European connections, Transcom-Asia’s
new building in the Philippines will serve
as its headquarters or service center in the
Asian region. It will be its Southeast Asian
financial and business hub, catering to over
500 multinational companies in the region.

Citing the Philippines’
advantages such as good quality of HR,

competitive

strategic location, good infrastructure, and
hospitable lifestyle, the global call center
seats over 1,000 agents and is targeted to
increase to 5,000 by the end of the year
to service its growing number of clients
worldwide.
Transcom-AsiaExecutive Vice President
of International Operations Duncan Cowie
expressed his optimism over the company’s
future in the region: “The outlook for
Transcom in Asia is bright. Filipinos are
globally competitive and they showcase

unique business outsourcing capabilities
that can be exported to the region and help
move Asia to greater heights.”

He added, “The Philippines is the perfect
location to showcase the global competitive
advantage of our ‘secret weapon’—the
Transcom people. It is the collective skill
sets of these dedicated professionals that
attract business opportunities and excite
executives around the world to put their
trust—their customer relationships—here.”

Wilfred Julius Abo Jr., Transcom’s
Vice-President for Philippine Operations
of Transcom, affirmed, “Our people in
the Philippines will help us maintain our
position as a major player in the BPO
market, and will be the catalyst that brings
Transcom to even greater heights.”

It will use the Philippines as its base to
reach neighboring countries in Asia. “We
will launch our expansion to China. And it
will be led from here,” disclosed Cowie.

Transcom is Europe’s leading Customer
Relationship Management and Credit
Management Service Provider. Established
in 1995, it now employs more than 16,200
trained professionals, delivering services in
33 languages to hundreds of domestic and
international clients, through 72 service
centers in 29 countries across Europe and in
the United States. I

VISION-X, Inc. Launches
Three New Sites

VXI and SM Executives and guests during the Ground Breaking Ceremony. (from L-R) Jess Lucas, Vice President
of SM Land, Inc; Steven Wang, Vice President for Finance, Vision-X, Philippines Inc.; David Zhou, President and
COO, Vision-X, Philippines Inc.; Anshu Bhartia, Director for Vendor Relationship Management (Asia), American
Express; Paul Birdseye, Executive Vice President and Country Manager, Vision-X, Philippines Inc.; and Lulu Ng,
Regional Director and Head of Contact Centers (Asia Pacifc), Western Union.

Company News

Vision-X, Inc (VXI), the premiere
contact center solutions company,
recently announced the newest
expansion of its global footprint
through the launch of three new
sites this 2008.

This year marks the most aggressive
expansion initiative by VXIin the Philippines,
with a new site in Makati City expected for
launch by the end of the 4th quarter, and the
addition of a new site in Quezon City.

The new Makati site will be located in
SM Cyberzone 2 along Sen. Gil Puyat Ave.
and promises to be one of the largest business

process outsourcing facilities in the country. It
has a total floor area of 10,000 square meters
and should produce over 1,800 seats. The
new Quezon City site will produce upwards
of 900 seats.

VXI continues to grow in the continental
United States. Through its Lubbock Texas
site, an estimated 500 seats will be added
to the company’s global presence; it will
be operational by early May this year. VXI
currently has over 5,000 employees across
the continental United States, mainland
China, Hong Kong, Taiwan, Thailand, and the
Philippines. Once its latest global expansion
is finished, VXI will have grown by another
2,500 seats.

Breakthroughs

Jobstreet Congratulates
TeleTech for Winning
Regional Excellence Award

JobStreet.com, the number one job site in the Philippines, recently
affirmed its support for TeleTech’s goal of developing globally competitive
workers for the Business Process Outsourcing (BPO) market.

TeleTech has partnered with JobStreet.
com since 2004, making use of the site’s
extensive jobseeker networks to source
local talent for its offices across the
country.

The Department of Trade and Industry
(DTI) awarded TeleTech the Regional
Outsourcing and  Offshoring (0&O)
Excellence award at the recently conducted
E-Services Global Outsourcing Conference.
The award recognizes companies that
support the development of “next-wave”
cities through direct investments and
other initiatives such as human resource
development. The award is in line with
the DTI’s campaign to establish cities
outside Metro Manila as ideal investment
destinations in anticipation of high demand
from the global BPO market.

Operating 12 delivery  centers
nationwide, TeleTech employs more than
15,000 workers, 10,000 of which are
outside Metro Manila, namely in Cebu,
Dumaguete, Lipa, Bacoor, Cainta, Iloilo,

Bacolod, San Fernando (Pampanga), and
Sta Rosa (Laguna) facilities.

Maulik Parekh, TeleTech Senior Vice
President and General Manager for Asia, says
the award is a testament to the company’s
exceptional commitment to developing
world-class Filipino talent in these regional
hubs and that the company aims to increase
their employees to 25,000 by 2009.

TeleTech is a leading global provider
of customer management and business
process outsourcing solutions. Established
in the United States 23 years ago, TeleTech
is headquartered in Denver, Colorado with
a global network that extends across 68
customer management centers in North
America, Asia-Pacific, Europe, and Latin
America.

JobStreet.com has a database of over 1.5
million jobseekers and an award-winning
suite of online recruitment solutions. It
operates in seven countries: Malaysia,
Singapore, India, Indonesia, Bangladesh,
Japan, and the Philippines. lI

ICT Group Named “Fastest Growing BPO
Company of the Year in the Philippines”

The ICT GROUP, INC.
(NASDAQ: ICTG), a leading
global provider of customer
management and business
processoutsourcingsolutions,
was named “The Fastest
Growing BPO Company of
the Year” in the Philippines
at the Second Annual
International Information and
Communication Technology
Awards Ceremony held last
March 13 at the Renaissance
Makati City Hotel Manila.

John J. Brennan, Chairman and Chief
Executive Officer of ICT GROUP, said of
the award, “This ranking is a testament to
the responsiveness and flexibility of ICT
GROUP and our balanced, diversified
operating and service delivery model,
which is capable of supporting clients
across a range of products, markets, and
geographies.”

ICT GROUP rapidly expanded its
Philippines capacity in 2007 to meet
accelerated demand from key clients

for the delivery of cost-effective, high-
quality customer management and BPO
support services from an offshore location.
“Not only does this award underscore
the  significant accomplishment of
successfully implementing this accelerated
expansion,” said Brennan, “but it also
recognizes the determination and skill
of our management staff and all of our
employees, in the Philippines, the U.S. and
in all of the countries in which we operate,
to consistently meet or exceed customer

expectations.”
ICT GROUP, headquartered in
Newtown, Pennsylvania, provides a

comprehensive mix of customer -care/
retention, acquisition, up-selling/cross-
selling, technical support, market research
and database marketing, as well as e-mail
management, data entry/collections, claims
processing and document management
global network
near-shore and offshore

services, using its
of onshore,
operations.

It currently manages more than 40
operations centers across the United
States, Canada, the United Kingdom,
Ireland, Mexico, Argentina, Costa Rica,
the Philippines, India, and Australia. I

School Transcript of Records Can
Now Be Delivered Door to Door

E-Transcript.Com.Ph is a
customer-service package
designed by Dynamic Outsource
Solutions, Inc. to assist alumni in
obtaining official copies of their
school records.

This innovative homegrown concept
guarantees the fast, efficient, safe,
untampered, and timely delivery of authentic
official school documents, particularly the
Transcript of Records, to alumni, especially
during the course of job-hunting or in
compliance with requirements by would-
be employers. All they need do is dial one
number and the system runs its course. This

can also be availed through the internet.
Dynamic Outsource Solutions, Inc. is
a business process outsourcing company
providing world-class customer, marketing,
collection, as well as backroom services
This service package has three major
objectives: to allow alumni to obtain their
official school records without having
to personally queue in the university; to
provide university officials adequate time and
better-managed schedules to complete such
requests while ensuring the timely delivery
of these documents right at the alumni’s
doorstep; and to help ensure that employers
receive authentic and untampered school
documents from their “near hires.” Visit
www.e-transcript.com.ph. I
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Excellence in Any

PLDT backs the Intemational ICT Awards 2008

The Philippines continues as the
destination of choice for the global
business process outsourcing industry. In
fact, according to the International ICT
Awards, the country “has emerged as
the world’s fastest growing destination”
for BPOs. The proof is in the increasing
number of clients and scope of services
now outsourced to this country, signalling
strengthened confidence in Filipino talent
and competence.

The 2nd Annual International ICT
Awards—Philippines 2008, held last
March 13 at the Renaissance Hotel
Makati, recognized organizations and
individuals who contributed the most
to put the Philippines and the Filipinos
in “the top of mind of global business
leaders.” PLDT Business Solutions
supported the annual event as premier
sponsor with more focused ICT solutions
that ably serve BPOs.

PLDT SVP and Customer Sales and
Marketing Group Head, Eric R. Alberto,
in his keynote address said, “No matter
what the language, the essence of
excellence remains the same: a drive to
continuously better oneself in all aspects,
a commitment to enabling the best in
others. Indeed, the Philippine Offshoring
& Outsourcing Industry has manifested

this excellence, working together with
partners in the Private Sector, Industry, &
Government.”

Alberto also pointed out that the
industry experienced “unprecedented
employment” of more than 300,000 jobs
and “record revenues amounting to nearly
US$5 billion.”

These achievements, according to
Alberto, “captured the attention of world-
renowned organizations which have
showered us with praises and accolades
in 2007 - ‘Offshoring Destination of
the Year’ from the United Kingdom’s
National Outsourcing Association,
recognition from Frost & Sullivan as
being among the top 10 Shared Services
and Outsourcing Destinations in the
World, acknowledgement from Nomura
Securities as the no. 2 outsourcing base for
call center-based BPO activities, acclaim
from Diamond Consultants as third in the
world in terms of BPO location strategy,
and recognition from Tholons of Manila,
Cebu, and Quezon City, as top cities for
outsourcing in the world.”

Alberto alsoreaffirmed PLDT’s shared
vision with the industry of “10 by 10 by 10
Roadmap,” namely achieving 10 percent
of world market share through US$10
billion in two years, or by 2010. However

L-R: PLDT’s Luigi Lopa, Optel’s Donald Felbaum, and Henry Schumacher
of the European Chamber of Commerce in the Philippines.

the industry faces challenges as well:
slowing or shrinking U.S. and developed
world markets, as well as aggressive
competition from other countries eager to
cash in on the BPO bonanza. He added
that excellence is the guiding standard for
surmounting these challenges, just as it
remains the key principle at PLDT as it
celebrates its 80th anniversary.

As evidence of PLDT’s commitment
to excellence, PLDT’s targeted CAPEX

of over Php25 billion for 2008 includes
the upgrade of its fixed line network into
Next-Generation (NGN) technology, a
new cable system and a landing station
for unsurpassed bandwidth quite relevant
to BPOs, broadened wireless coverage
and wireless-broadband capabilities, and
growing PLDT’s ICT businesses with
enhanced abilities to deliver managed
services, content, and solutions over and
above current access platforms.

UnionBank Receives Financial Insight Innovation Awards 2008

Left to right : Romina C. Meresen, AVP; Victor B. Valdeperias, President and COO; Hermie M. Pugeda, EVP;
Ana C. Sison, FVP; Elmer R. Paggabao, FVP.

UnionBank, with its Cash
Management Services OneHub.
Gov product initiative, was
recently recognized for its
Business-to-Government (B2G)
Payments by Financial Insights,
a leading independent research
and advisory firm.

UnionBank was given this award in the
FinTech Asia Congress 2008 held recently
at the Raffles City Convention Center in
Singapore.

UnionBank OneHub.Gov is a facility
that allows corporations, through an online
integrated web platform, to pay online their
obligations with the Bureau of Internal
Revenue, the Bureau of Customs, GSIS, Pag-
IBIG, PhilHealth, SSS, and the Philippine
Economic Zone Authority. Previously,
companies had to send their representatives
to each government agency and its accredited
banks to make manual payments. Because

it was manual, the processing of payments

information and reconciliation with funds

collections took time.
Today, the corporations simply

access UnionBank OneHub.Gov to make
a straight-through processing of their
mandatory payments to the government
agencies, thus making payment processing
and reconciliation easier and faster. The
UnionBank Onehub.Gov portal is available
24x7, allowing corporations to do online
filing and payment anytime, any day,
enabling them to efficiently meet the various
payment deadlines. Users of UnionBank
OneHub.Gov are safe and secure with 256-
bit SSL and Verisign certification.

The Financial Insights Innovation
Awards  (FITA) 2008, increasingly
becoming the region’s most anticipated
award for financial institutions, received
150 submissions from banks and insurers
across the region. UnionBank was the only
Philippine bank among the 10 companies
that received the major awards. Il

Magazine Recogmzes Convergys as a Service
Leader in Outsourcing for Third Consecutive Year

Convergys Corporation
(NYSE: CVG), a global leader
in relationship management,
has announced that for
the third consecutive vyear,
it has been recognized by
Customer Relationship
Management (CRM)Magazine as
a service leader in outsourcing in

its “2008 Service Awards” issue
- its fifth annual review of industry
innovation and success. CRM referred to

Convergys’ strong customer satisfaction
rating — scoring 4.5 out of 5 — and efforts
to explore opportunities in Spanish-
speaking markets.

“We are honored to be recognized by
CRM Magazine as an outsourcing leader,”
says Andrea Ayers, Convergys’ President
of Customer Management. “This award
validates the strength of our relationship
management approach and  global
outsourcing capabilities, supporting our
vision of being a market share leader in
the markets we serve.”

CRM Magazine is a monthly

publication designed to help business

executives use CRM  strategies
and technologies to improve sales,
marketing, and customer service;

strengthen customer relationships; grow
revenue; and increase profitability. The
magazine determines which companies
to recognize by using a formula that
combines industry analyst ratings for
customer satisfaction, depth of services,
and company direction.

Convergys is a member of the S&P
500 and has been voted a Fortune Most
Admired Company for seven consecutive

years. It

has approximately 75,000

employees in 84 customer contact centers
and other facilities in the United States,
Canada, Latin America, Europe, the
Middle East, and Asia. It has its global
headquarters in Cincinnati, Ohio.

For 25 years, Convergys’ unique
combination of domain expertise,
operational excellence, and innovative
technologies has delivered process
improvement and actionable business
insight to clients based in more than 70
countries and which require knowledge in
35 languages. I
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Company News

Tata Communications Introduyces EXL Service
Global Suite of Security Services

Tata Communications (NYSE:
TCL), a leading provider of the
new world of communications,
recently announced the launch
of a robust suite of security
services designed to protect
the applications, IT systems,
and networks that power its
customers’ critical business
infrastructures.

The high-quality, cost-effective security
services, which include premise and
managed services as well as professional
services, enable Tata Communications to
provide its customers with security solutions

on a global basis.

Tata Communications delivers a

full range of monitored and managed
security solutions that are backed by
aggressive  performance-based  Service
Level Agreements (SLAs). The services
are overseen by an experienced, globally
distributed support team using state-of-the-
art systems, processes and tools. Its wide
range of supported vendors and solutions,
combined with its globally consistent and
efficient service delivery model, meets the
security needs of businesses.

“Research by our global network of
strategic partners shows that security risks
continue to increase dramatically,” says
John Landau, Senior Vice President, Global
Managed Services.

“As attacks continue to grow in
complexity, effective solutions must
integrate  multi-dimensionally ~ across

Watson Wyatt’s Flexible Benefit Total
Solutions Combats War for Talent

Watson Wyatt Worldwide, a
leading global consulting firm
has launched its Flexible Benefit
software solution, a powerful
Internet-based tool, tailored
specifically for the Philippine
market as part of its benefits
services.

“Employers in the Philippines are
facing a real war for talent and are keen to
offer cost-effective benefits that employees
really value,” says Andrew Heard, Benefits
Regional Practice Director. “They have for
sometime been seeking a provider with a
leading edge, total end-to-end solution to help
them with the administration of such flexible
benefit programs.In this war for talent, only
those with the best competitive solutions can
expect to win and I am very pleased that we
can bring such software tailored to meet the
needs of the Philippine market.”

The software is a powerful management,
communication, and reporting tool. It provides
the organization with the ability to address the
various opportunities and challenges thatcome

with the management and administration of a
flexible benefits program. With this unique
software tool, Philippine organizations have
the option of administering their own flexible
benefits programs or using Watson Wyatt as a
third-party administrator.

The software provides employees with an
online total rewards statement that highlights
the list of benefits and base pay. It allows
employees to understand the total investment
that employers are making in their rewards
package, which is a valuable communication
tool to assist with employee retention.

Conrado de la Cruz, Benefits Director for
the Philippines, remarks, “We have seen a strong
and growing interest in There is a clear message
that employers are looking for innovative tools
to assist with the attraction and retention of key
talent. We believe this service offering will
provide organizations with an edge in becoming
the employer of choice.”

Watson Wyatt (NYSE, NASDAQ: WW)
is the trusted business partner to the world’s
leading organizations on people and financial
issues.

Watson Wyatt has 7,000 associates in 32
countries. il

STAR Signs Media IP Network
Expansion Deal with BT

BT announced that its Media
and Broadcast sector has been
awarded a multimillion-dollar
three-year managed service IP
network solution contract for STAR
Group, Asia’s leading media and
entertainment company.

STAR broadcasts over 60 services in ten
languages, reaching more than 300 million
viewers in 53 countries across Asia. The service
will run across BT’s Global Media Network, an
MPLS-enabled IP network designed specifically
for carrying broadcast traffic.

BT is one of the world’s leading providers
of communications solutions and services
operating in 170 countries. Its principal
activities include the provision of local,
national and international telecommunications
services to customers for use at home, at work
and on the move; higher-value broadband and
Internet products and services and converged
fixed/mobile products and services. BT
consists principally of four lines of business:
BT Global Services, Openreach, BT Retail
and BT Wholesale.

STAR, a wholly owned subsidiary of

News Corporation, controls over 20,000 hours
of Indian and Chinese programming and
also owns the world’s largest contemporary
Chinese film library, with more than 600
titles. In partnership with leading companies
in Asia, STAR businesses extend to filmed
entertainment, television production, cable
systems, direct-to-home services, terrestrial TV
broadcasting, wireless and digital services.

Initially STAR will carry eight channels
from Hong Kong to Los Angeles: STAR
Plus, STAR One, STAR News, Vijay, STAR
Gold, STAR Chinese Movies, STAR Chinese
Channel, and [V] Taiwan. Signals will be fed
through Direct To Home (DTH) platforms,
including deploying connectivity to DirecTV,
Echostar, and cable systems that reach millions
of subscribers across the United States. By
using the BT core IP network, STAR is
gaining access to a globally deployed Media
IP network that already touches over 300
points of presence in 170 countries.

Dr. Guo Xiao Yong, Chief Technology
Officer of STAR, says: “This is our second
Media IP contract with BT. BT’s service
has provided us with a giant technology
leap, particularly in assisting us to expand
the distribution of our channels in North
America.” I

different categories of security infrastructure,
take on global visibility of incidents and
events, and build upon best-available real-
time intelligence.”

“Tata Communications has assembled
extraordinary expertise and purposefully
designed its defense-in-depth services suite
to address this concerning trend,” he adds.

Tata Communications’ focus on managed
services allows enterprises to reduce costs
by outsourcing the increasingly difficult
and expensive task of both monitoring and
managing their security infrastructure, while
simultaneously delivering higher levels of
coverage and protection. The suite of security
services, whichincludes managed and monitored
Firewalls and Unified Threat Management
(UTM) appliances, Intrusion Detection and
Prevention systems, Distributed Denial of
Service (DDoS) Detection and Mitigation, and
Penetration Testing, offers customers proactive
detection and evaluation of information security
threats, accompanied by swift incident response
and remediation actions.

Evaluation and response is based on Tata
Communications’ sophisticated real-time
security incident and event analysis, which
draws upon a global base of current activity
and trends. Says Rob Ayoub, Industry
Manager - North America Information &
Communication Technologies for Frost
& Sullivan: “It is hard to predict when a
new problem with security is going to arise.
Service providers offering managed security
services have a better view on the threat
landscape and more data points then any
individual enterprise can have access to on
its own.”

“Tata Communications combines security
with telecommunications services on a global
basis, operating in more than 100 countries,”
he continues. “This sets the company apart
from others and allows it to offer simplicity
for multi-national companies looking to rely
on a small core of service providers.” il

Establishes New
Delivery Center

in Pasay City

EXL Service’s newdelivery center
in the Philippines will serve as its
first major outsourcing service
delivery location outside of India,
an important first step in its
strategy of providing seamless

global delivery from countries
around the world.

The new facility will offer a total seat
capacity of over 950 seats and a world-class,
modern environment for its professionals. It
is located in OneE-Com Center in Pasay
City, Metro Manila. The site is Philippine
Economic Zone Authority (PEZA)-
approved and adjoins Mall of Asia, the third
largest shopping mall in Asia.

Sumir Anand, Vice President and
Global Head of Infrastructure and Strategic
Initiatives, spearheaded the Philippine
project to meet the expanding demands of
EXL’s existing clients in multiple industry
verticals as it seeks to spread its operations
more globally.

Through this expansion, EXL seeks to
provide arange of outsourcing services from
the Philippines for both new and existing
clients. EXL believes that the Philippines
represents a valuable source of talent that will
complement the significant transformation
and outsourcing capabilities it offers today
from India. A significant presence in the
Philippines will also further enhance EXL’s
business continuity capabilities and disaster-
recovery framework.

With this addition, EXL. now has nine
delivery centers located across Noida,
Gurgaon, and Pune in India, and Manila in
the Philippines. It is headquartered in New
York and has offices in New Jersey, London,
and Singapore. I

Mercer Signs Agreement
with TalentNet in Vietham

Mercer, one of the world’s
leading global providers of
consulting, outsourcing, and
investment services today, has
entered into an agreement with
TalentNet Corporation, aleading
executive search and human
resource consultingcompany in
Vietnam, to market and provide
Mercer’s proprietary research,
HR management tools, and
survey data.

Under the agreement, TalentNet will market
and provide to clients salary benchmarking
tools and surveys such as the Mercer Total
Remuneration Survey, benefits survey, and
elPE (International Positioning Evaluation), as
well as Mercer’s global insights publication,
corporate benchmark monitor, and global
mobility products.

Guo Xin, Deputy Region Head of Mercer,
Asia Pacific, says that the agreement with
TalentNet further Mercer’s
ongoing commitment to expand in Vietnam, a
strategy that started nine years ago. He says,
“With Vietnam experiencing such phenomenal
growth in the past years, so too has demand
for Mercer’s offerings, particularly with
data-driven products and services from our

underscores

Information Product Solutions (IPS) division.”
Mercer provides services to over 25,000
clients in more than 40 countries. Mercer IPS

offers advice, data, and tools to human resources
and human capital decision makers, working
for local and international organizations from
across all industries.

Neo Siew Khim, regional leader of Mercer
IPS in Asia Pacific, says, “As one of the most
attractive and fastest growing economies in
the region, Vietnam’s workforce landscape is
becoming more and more dynamic, yet also
more challenging as employers compete for
the best talent. To succeed, businesses need
reliable compensation and benefits information,
as well as benchmarking and insights to help
organizations manage talent, including local
hires and individuals recruited to take an
assignment in Vietnam on both a long-and
short-term basis.”

Tieu Yen Trinh, General Director of
TalentNet Corporation, comments, “We
are confident that this arrangement with
Mercer will serve as a new benchmark for
professional human resource services in
Vietnam.”

Mercer is a leading global provider of
consulting, outsourcing and investment
services. It works with clients to solve their
most complex benefit and human capital
issues, designing and helping manage health,
retirement, and other benefits. Mercer’s
17,000 employees are based in more than
40 countries. The company is a wholly
owned subsidiary of Marsh & McLennan
Companies, Inc., which lists its stock (ticker
symbol: MMC) on the New York, Chicago,
and London stock exchanges. I
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Company News

Accenture Wins Philippines ‘BPO Employer of

the Year Award at International ICT Awards

Accenture (NYSE: ACN) was
recognized as the Philippines’
business process outsourcing
(BPO)employeroftheyearatthe
International Information and
Communications Technology
(ICT) Awards held March 13 in
Manila.

“We attribute the success of the
Accenture delivery centers in the
Philippines to the talented workforce that
comprises our organization,” said Beth Lui,
Country Managing Director of Accenture
in the Philippines. “Our employees — about
15,000 in the Philippines - are Accenture’s

greatest asset. We relentlessly strive to
help our people grow and hone their
talents by providing them with continuous
training and development programs, and by
promoting an inclusive culture that respects
their cultures, beliefs, skills and personal
achievements.”

Philippine-based BPO  companies
serving international clients were eligible
to submit nominations for the award.
The criteria included: leadership that
manifests in company policies and
programs; strategic human resources (HR)
focus, particularly on employee retention
strategies; commitment to talent- and
skills-building; involvement in corporate
social responsibility initiatives; and strong
support in industry development.

Headstrong and Gallagher
Financial Systems Form
Strategic Alliance

Global consultancy Headstrong
and GallagherFinancial Systems
(GFS), a leading provider of
mortgage and consumer loan
origination software solutions,
officially announced a strategic

alliance between the two
companies last April.
The partnership combines a proven

and industry-winning product with strong
advisory and global implementation capability
to address large-scale technology projects
within major financial services institutions,
according to Nora Terrado, Country Manager
of Headstrong Philippines.

The partnership brings together more
than half a century of leadership in financial
and mortgage services. Gallagher Financial
System’s NetOxygen is an award-winning
Loan Origination System based on the
latest .NET and AJAX-based technologies.
“As a strategic alliance partner, Headstrong
will leverage its 26-year track record in
business consulting, project management,
and technology delivery using its global
delivery platform,” Terrado says. The
partnership offers clients access to a
delivery team that is ‘always-on’ with the
cost advantages of an offshore delivery
model and a faster time to market.

“Lenders are reacting to unprecedented
market conditions by seeking out a
combination of technology and related
services that enables adaptability in the
face of accelerating change in the lending

industry,” says Chris Anderson, President
at GFS. “This partnership delivers the
right technology and resources at a much
lower cost by utilizing both an onshore and
offshore presence.”

“This is a complementary relationship
that allows Headstrong to provide a
cost-effective solution to all tiers of the
mortgage market; the amount of flexibility
and configurability of NetOxygen, coupled
with our global delivery centers will drive
down the time and cost of implementation
and maintenance,” says Hung-Chou Tai,
Head of the Mortgages Services Practice at
Headstrong.

Founded in 1985, Gallagher Financial
Systems is one of the largest residential
loan origination systems providers in
the United States. Headquartered in
South Miami, Florida, with its national
operations center in Brentwood, Tennessee,
the company provides flexible, scalable,
Web services-based loan origination and
decisioning solutions for both the mortgage
and consumer lending industries.

Headstrong’s more than 25 years
of consulting experience drives proven
solutions in financial services to reduce
infrastructure overhead, improve cross-
sell effectiveness, and enhance overall
client retention. It supplies customized
solutions for some of the world’s biggest
and best-known companies in complex
production environments across Credit
Derivatives, Fixed Income, Marketplaces,
Mortgages, Securities Financing, and
Wealth Management. Il

“The primary success factors for
Accenture’s selection as ‘BPO Company
Employer of the Year’ are our high
employee  engagement rate, which
measures employees’ overall satisfaction
in company practices; our competitive
benefits and compensation package; the
work our professionals do; opportunities
for advancement; employee quality of life;
and our lower-than-average attrition rate,”
said Ramona Velasco, an Accenture Senior
Executive and human resources lead in the
Philippines.

With eight facilities in Manila and
Cebu, Accenture provides capabilities
from systems integration to infrastructure
and applications outsourcing, and data
and voice BPO. In fiscal year 2007, the

Leading

company invested US$776 million in
training its global workforce. This included
organizational, professional development
and projects-based training.

Accenture is a global management
consulting, technology services, and
outsourcing company. Combining
unparalleled experience, comprehensive
capabilities across all industries and
business functions, and extensive research
on the world’s most successful companies,
Accenture collaborates with clients to
help them become high-performance
businesses and governments. With more
than 175,000 people in 49 countries,
the company generated net revenues
of US$19.70 billion for the fiscal year
ending Aug. 31, 2007. 1

Call Center

Calls on Datacraft to
Support Expansion

Datacraft, the region’s leading
independent IT  solutions
provider, has won a project to
help the Philippines’ premier
call center and business
process outsourcing provider,
Advanced Contact Solutions
(ACS), dramatically expand and
support its facilities to ensure
business continuity.

The US$2.5 million project will see
Datacraft upgrade and expand the capacity
of four of ACS’s existing call centers, as
well as build two entirely new ones. The
project will add nearly 2,000 more seats
to address the business needs of ACS’s
clients.

ACS is a pioneer and leader in
the Philippine contact center industry.
It provides full contact and Business
Process Outsourcing (BPO) services to
top U.S. Fortune 500 companies, as well
as companies based in Canada, the United
Kingdom, and the Philippines. In January
2004, ACS became the first publicly
listed call center in the Philippines Stock
Exchange and achieved ISO 9001:2000
certification in 2006. It has grown a 300-
seater call center in 2003 to 7,000 within
four years.

ACS has six state-of-the-art call centers
conveniently located in highly accessible
areas that serve clients from a broad range
of industries such as financial services,
airlines, telecommunications, technology,

retail, and healthcare. The sites are fully
equipped with IP phones, which connect
them to other ACS call centers located in
the United States, and are well supported
by full power and telecommunication
service redundancy for maximum service
availability.

“The Philippines accounts for more
than 20 percent of the total world market
in contact center services, which is also the
fastest growing sector in the Philippines
information technology,” says Raymund
Del Val, Country Manager of Datacraft
Philippines. “The companies that are
leading in this industry are the ones that
integrate contact center business processes
with supporting technologies to deliver a
holistic customer experience.”

Datacraft will also deliver Uptime
powered by Cisco Services to help ACS
support and maintain its call centers and
network.

Uptime powered by Cisco Services is
a collaborative service offering developed
by the Datacraft-Cisco Global Services
Alliance. By signing up for Uptime powered
by Cisco Services, ACS will benefit from
Cisco’s  industry-leading  technology
expertise and problem escalation to the
Cisco Technical Assistance Centre, as well
as Datacraft’s enhanced service value that
includes flexible Service Level Agreements
(SLAs)andlocallanguage helpdesk support.
In engaging Datacraft for this service, ACS
can be assured of quality online as well as
guaranteed on-site engineer and hardware
support to minimize network downtime,
resulting in business continuity. il

IP-Converge’s Salesforce.com Optimizes Productivity for BPOs

IP-Converge aims to optimize
productivity for BPO players by
offering nothing less than best
of breed, globally renowned
solutions.

“It is the mission of IP-Converge to
equip BPO companies with the right tools
so they are empowered to thrive and seize
opportunities in today’s global market,”
says IP-Converge President and COO
Reynaldo Huergas. “Being proponents
of the “Platform as a Service (PaaS)”

concept, IP-Converge believes that
embracing such is the key for both small
players and major players to achieve their
productivity targets and ultimately a better
bottom-line, especially in this time of US
dollar depreciation.”

IP-Converge’s banner product which
allows BPOs to experience the power of
PaaS is Salesforce.com, proven leader
in on-demand customer relationship
management solutions. “The beauty of
the Salesforce.com platform is that it is
on-demand and web-based. It provides the
flexibility for customers to subscribe to the

service only when it is required, making it
extremely cost-effective,” says Raymond
Remoquillo, IP-Converge Vice-President
for IT Sales and Services.
business
process innovations that allow customers
to attain workplace productivity and
efficiency through simple yet accurate
management of business information. It
combines functionality, proven integration,
point-and-click  customization, global
capabilities, and the best user experience,
resulting in CRM success.

To complete its PaaS proposition, IP-

Salesforce.com  delivers

Converge also offers V.O.I.C.E.S. (Voice
Over Internet Call Exchange Suite), a
platform hosted in its telco-grade Internet
Data Center. The V.O.I.C.E.S. portfolio
leverages on the company’s high speed
network connectivity and robust IDC
infrastructure that provides high quality
VOIP termination with superb latency to
North America and the Asia Pacific region.
Itdelivers excellent call quality and creates
the ideal environment best suited for call
center operations. V.O.I.C.E.S. ensures
efficient VOIP communications and call
center operations, on-demand. il
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