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UNITED STATES
SECURITIES AND EXCHANGE COMMISSION
WASHINGTON, D.C. 20549
FORM 10-Q
Quarterly Report Pursuant to Section 13 or 15(dhefSecurities Exchange Act of 1€
For the quarterly period ended March 31, 2

O Transition Report Pursuant to Section 13 or 15{dhe Securities Exchange Act of 19

For the transition period froi to

Commission File No. 0-28274

SYRES

Sykes Enterprises, | ncorporated
(Exact name of Registrant as specified in its anart

Florida 56-138346C
(State or other jurisdiction of incorporation oganization) (IRS Employer Identification No

400 North Ashley Drive, Suite 2800, Tampa, FL 302
(Address of principal executive offires  (Zip Code)

Registrant’s telephone number, including area code{813) 274-1000

Indicate by check mark whether the registrant €l filed all reports required to be filed by Secti® or 15(d) of the Securities Exchange
of 1934 during the preceding 12 months (or for ssiobrter period that the registrant was requirefilécsuch reports), and (2) has been sul
to such filing requirements for at least the p&stays.

Yes No O

Indicate by check mark whether the registrant hdwnitted electronically and posted on its corpoifeb site, if any, every Interactive D
File required to be submitted and posted pursumRiie 405 of Regulation 8 229.405 of this chapter) during the precedifgnonths (c
for such shorter period that the registrant wasired to submit and post such files).

Yes No O

Indicate by check mark whether the registrant large accelerated filer, an accelerated filer, a-acelerated filer or a smaller report
company. See the definitions of “accelerated fjléldrge accelerated filer” and “smaller reportingmpany” in Rule 122 of the Exchanc
Act. (Check one):

Large accelerated fileilx] Accelerated filer O Non-accelerated filer Smaller reporting company
Indicate by check mark whether the registrantshell company (as defined in Rule 12b-2 of the Exgfe Act).
Yes O No

As of May 2, 2013, there were 44,266,134 outstapndhmares of common stoc
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PART I. FINANCIAL INFORMATION

Item 1. Financial Statements

Sykes Enterprises, Incorporated and Subsidiaries
Condensed Consolidated Balance Sheets

(Unaudited)
(in thousands, except per share d March 31, 2013
Assets
Current asset:
Cash and cash equivale $ 177,79¢
Receivables, ne 266,62¢
Prepaid expenst 13,13:
Other current asse 25,55:
Total current asse 483,11(
Property and equipment, r 103,04(
Goodwill 203,83:
Intangibles, ne 87,92¢
Deferred charges and other as: 41,69:
$ 919,60:
Liabilities and Shareholders Equity
Current liabilities:
Accounts payabl $ 19,03¢
Accrued employee compensation and ben 65,43¢
Current deferred income tax liabiliti 87
Income taxes payab 2,41¢
Deferred revenu 33,90(
Other accrued expenses and current liabil 31,73:
Total current liabilities 152,61:
Deferred grant 7,45¢
Long-term debi 111,00(
Long-term income tax liabilitie 25,85:
Other lon¢-term liabilities 12,83¢
Total liabilities 309,76(
Commitments and loss contingency (Note
Shareholder equity:
Preferred stock, $0.01 par value, 10,000 sharémegnéd; no
shares issued and outstand -
Common stock, $0.01 par value, 200,000 shares azgito
44,266 and 43,790 shares issued, respect 442
Additional paic-in capital 277,82
Retained earning 321,70!
Accumulated other comprehensive inca 11,37¢
Treasury stock at cost: 115 shares and 108 shrasgectively (1,512
Total shareholde’ equity 609,84
$ 919,60:

See accompanying Notes to Condensed Consolidated¢tal Statements.

3

December 31, 2012

187,32:
247,63:
12,37(
20,01,

467,34:
101,29!
204,23:
92,03’
43,78¢

908,68t¢

24,98¢
73,10:
92

80C
34,28
31,32

164,58:
7,607
91,00(
26,16:
13,07

302,42¢

43¢

277,19

315,18
14,85¢
(1,409)

606,26:-

908,68t¢




Table of Contents

Sykes Enterprises, Incorporated and Subsidiaries
Condensed Consolidated Statements of Operations
(Unaudited)

(in thousands, except per share d

Revenue:

Operating expense
Direct salaries and related co
General and administrati
Depreciation, ne
Amortization of intangible:
Impairment of lon-lived asset:
Total operating expens

Income from continuing operatiol

Other income (expense
Interest incom
Interest (expenst
Other income (expens

Total other income (expens

Income from continuing operations before incomes
Income taxe:

Income from continuing operations, net of ta
(Loss) from discontinued operations, net of te
(Loss) on sale of discontinued operations, neaxés

Net income (loss

Net income (loss) per common she
Basic:
Continuing operation
Discontinued operatior
Net income (loss) per common sh.

Diluted:
Continuing operation
Discontinued operatior
Net income (loss) per common sh.
Weighted average common shal
Basic
Diluted

Three Months Ended March 31,

2013 2012
$ 301,24 278,09
203,70t 178,50(
73,73 72,26+

10,16¢ 10,63+

3,75¢ 1,861

- 14¢

291,36 263,40

9,871 14,69(

224 364

(50€) (316€)

12¢ (607)

(159 (559)

9,71¢ 14,13"

3,20( 3,367

6,51¢ 10,77(

- (820)

- (10,707

$ 6,51¢ (757)
$ 0.1¢ 0.2t
- (0.27)

$ 0.1F (0.02)
$ 0.1¢ 0.2t
$ - (0.27)
$ 0.1F (0.02)
43,03¢ 43,30¢

43,05: 43,40¢

See accompanying Notes to Condensed Consolidateddial Statements.
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Sykes Enterprises, Incorporated and Subsidiaries
Condensed Consolidated Statements of Comprehensieome (Loss)

(Unaudited)
Three Months Ended March 31,

(in thousands 2013 2012
Net income (loss $ 6,51¢ $ (757)
Other comprehensive income (loss), net of ta

Foreign currency translation gain (loss), net ge& (5,72¢) 7,12¢

Unrealized gain (loss) on net investment hedgepohttxes 282 —

Unrealized actuarial gain (loss) related to pensatility, net of taxes (8) 9

Unrealized gain (loss) on cash flow hedging inseuts, net of taxe 2,01¢ 2,13:

Unrealized gain (loss) on postretirement obligatiwet of taxe: (43 15

Other comprehensive income (loss), net of te (3,479 9,28¢

Comprehensive income (los $ 3,04( $ 8,52¢

See accompanying Notes to Condensed Consolidated¢tal Statements.
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Sykes Enterprises, Incorporated and Subsidiaries
Condensed Consolidated Statements of Changes in $&laolders’ Equity
Three Months Ended March 31, 2012,

Nine Months Ended December 31, 2012 and

Three Months Ended March 31, 2013
(Unaudited)

(in thousands

Common Stock

Accumulated
Other

Balance at January 1, 201.

Stocl-based compensation expel

Excess tax benefit (deficiency) from st-based compensatic

Vesting of common stock and restricted stock urederity award plans, net of
forfeitures

Repurchase of common sta

Retirement of treasury sto

Comprehensive income (los

Balance at March 31, 201:

Stocl-based compensation expel

Excess tax benefit (deficiency) from st-based compensatic

Vesting of common stock and restricted stock urdgiity award plans, net o
forfeitures

Repurchase of common sto

Retirement of treasury stor

Comprehensive income (los

Balance at December 31, 201

Stocl-based compensation expel

Excess tax benefit (deficiency) from st-based compensatic

Vesting of common stock and restricted stock urderity award plans, net of
forfeitures

Comprehensive income (los

Balance at March 31, 201

Shares Retainec Comprehensive Treasury
Additional
Issued Amount Paid-in Capital Earnings Income (Loss) Stock Total
44,30t $  44c $ 281,15  $291,80: $ 4,43¢ $ (4,279  $573,56¢
- - 1,11¢ - - - 1,11¢
- - (27¢) - - - (27¢)
262 3 (1,309 - - (10€) (1,417
- - - - - (6,200) (6,200)
(500 (5) (3,999 (3,347 - 7,34: -
- - - (757) 9,28¢ - 8,52¢
44,06¢ 441 276,69: 287,70: 13,72: (3,23¢) 575,32
- o 2,34¢ - - - 2,34¢
- - (14) - - - (14)
(34) - 114 - - (114) -
- - - - - (1,70¢) (1,70¢)
(24%) 3) (1,950 (1,69¢) - 3,64¢ -
- - - 29,18( 1,13¢ - 30,31«
43,79( 43¢ 277,19: 315,18 14,85¢ (1,409 606,26:
- - 664 - - - 664
- - (39 - - - (39
47¢€ 5 5 - - (103) (93)
- - - 6,51¢ (3,47%) - 3,04(
44,26t $  44c $ 277,82 $321,70! $ 11,37¢ $ (1,517 $609,84:

See accompanying Notes to Condensed Consolidated¢tal Statements.
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Sykes Enterprises, Incorporated and Subsidiaries
Condensed Consolidated Statements of Cash Flows

(Unaudited)
Three Months Ended March 31,
(in thousands 2013 2012
Cash flows from operating activities:
Net income (loss $ 6,51¢ $ (757)
Adjustments to reconcile net income (loss) to mehcprovided by operating activitie
Depreciation, ne 10,16¢ 10,63
Amortization of intangible 3,75¢ 1,861
Impairment losse - 14¢
Unrealized foreign currency transaction (gainsyéss ne 291 8C
Stocl-based compensation expel 664 1,11¢
Deferred income tax provision (bene (2,049 (303)
Net (gain) loss on disposal of property and equipr 9 (52)
Bad debt expens 30& [B8E
Unrealized (gains) losses on financial instrumemés 1,41¢ (577)
Amortization of deferred loan fe: 65 14¢
Net (gain) on insurance settlem: - (133)
Loss on sale of discontinued operati - 10,707
Other 6€ 32
Changes in assets and liabilities, net of acqarsi
Receivable: (21,019 (16,07¢)
Prepaid expense¢ (575) (4,269
Other current asse (3,169 70€
Deferred charges and other as: 931 (2,929
Accounts payabl (5,295 (1,609
Income taxes receivable / paya 49¢ (22)
Accrued employee compensation and ben (7,199 17
Other accrued expenses and current liabil 1,46( 3,93¢
Deferred revenu 29t (149)
Other lon-term liabilities 28 (142)
Net cash provided by (used for) operating actisi (12,81)) 4,11¢
Cash flows from investing activities:
Capital expenditure (13,06¢) (6,81¢)
Proceeds from sale of property and equipn 34 10C
Investment in restricted ca (@] (63)
Release of restricted ca - 35€
Cash divested on sale of discontinued opera - (9,100
Proceeds from insurance settlem - 221
Net cash (used for) investing activiti (13,039 (15,299
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Sykes Enterprises, Incorporated and Subsidiaries
Condensed Consolidated Statements of Cash Flows

(in thousands
Cash flows from financing activities:
Payment of lon-term debt
Proceeds from issuance of l-term debi
Cash paid for repurchase of common st
Proceeds from gran
Shares repurchased for minimum tax withholding quity awards

Net cash provided by (used for) financing actig
Effects of exchange rates on cas

Net increase (decrease) in cash and cash equivake
Cash and cash equivale+~ beginning

Cash and cash equivaler ending

Supplemental disclosures of cash flow information
Cash paid during period for inter¢
Cash paid during period for income ta:

Non-cash transactions:
Property and equipment additions in accounts pa)

Unrealized gain (loss) on postretirement obligatroaccumulated other comprehensive income (|

See accompanying Notes to Condensed Consolidateddial Statements.

(Unaudited)
(Continued)

8

Three Months Ended March 31,

2013 2012
(2,000 -

22,00( =

- (6,200

10z =

(93) (1,419

20,01 (7,619

(3,689 3,701
(9,529 (15,08%)

187,32; 211,12;

$ 177,79 196,03
$ 481 30€
$ 5,01 5,37¢
$ 3,35¢ 1,671
$ (43) 15
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Sykes Enterprises, Incorporated and Subsidiaries
Notes to Condensed Consolidated Financial Statement
Three Months Ended March 31, 2013 and 2012
(Unaudited)

Note 1. Overview and Basis of Presentation

Business — Sykes Enterprises, Incorporated and consolidatbdidiaries (“SYKES” or the “CompanyProvides comprehensive outsour
customer contact management solutions and seniitethe business process outsourcing arena to caewgaprimarily within th
communications, financial services, technology/comsr, transportation and leisure, and healthcatesimies. SYKES provides flexible, high-
quality outsourced customer contact managementcesrwith an emphasis on inbound technical suppod customer service), wh
includes customer assistance, healthcare and deadssistance, technical support and product Balesclients’ customers. Utilizing SYKES’
integrated onshore/offshore global delivery mo8¥KES provides its services through multiple comination channels encompassing ph
e-mail, Internet, text messaging and chat. SYKES dempnts its outsourced customer contact managesegwvices with various enterpr
support services in the United States that encosnpasrices for a comparsyinternal support operations, from technical stgffservices t
outsourced corporate help desk services. In EUBEES also provides fulfillment services includinmltilingual sales order processing
the Internet and phone, payment processing, inwgmiontrol, product delivery and product returnsidilang. The Company has operation
two reportable segments entitled (1) the Ameriedsch includes the United States, Canada, Latin Aeaglindia and the Asia Pacific Rim,
which the client base is primarily companies in thated States that are using the Comparsgrvices to support their customer manage
needs; and (2) EMEA, which includes Europe, thediéidEast and Africa.

Acquisition— In August 2012, the Company completed the acqaisitif Alpine Access, Inc. (“Alpine”)a Delaware corporation, pursuan
the Agreement and Plan of Merger, dated July 221220he Company has reflected the operating resulthe Condensed Consolida
Statements of Operations since August 20, 2012Nsée 2, Acquisition of Alpine Access, Inc., forditional information on the acquisition
this business.

Discontinued Operation— In March 2012, the Company sold its operationspaif$ (the “Spanish operationsfursuant to an asset purck
agreement dated March 29, 2012 and a stock puremasement dated March 30, 2012. The Company tefiébe operating results relate:
the Spanish operations as discontinued operationthé Condensed Consolidated Statements of Opesafr the three months ent
March 31, 2012. Cash flows from discontinued openatare included in the Condensed Consolidatetti@ents of Cash Flows for the th
months ended March 31, 2012. See Note 3, Discogdif@perations, for additional information on thkesd the Spanish operations.

Basis of Presentation — The accompanying unaudited condensed consolidataddial statements have been prepared in accardaitt
accounting principles generally accepted in thetéthiStates of America (“generally accepted accagnpirinciples” or “GAAP”)for interim
financial information, the instructions to Form @and Article 10 of Regulation %- Accordingly, they do not include all of the imfoatior
and notes required by generally accepted accouptingiples for complete financial statements.Ha bpinion of management, all adjustm
(consisting of normal recurring accruals) considarecessary for a fair presentation have beendediuOperating results for the three mo
ended March 31, 2013 are not necessarily indicativbe results that may be expected for any futuarters or the year ending Decembe
2013. For further information, refer to the condated financial statements and notes thereto, dedun the Compang’ Annual Report ¢
Form 10-K for the year ended December 31, 2018leabwith the Securities and Exchange Commissi&EC”).

Principles of Consolidation — The condensed consolidated financial statementsidacthe accounts of SYKES and its whabymnec
subsidiaries and controlled majoribyvned subsidiaries. All significant intercompanwnsactions and balances have been eliminat
consolidation.

Use of Estimates — The preparation of condensed consolidated finaisteéments in conformity with accounting princgpgenerally accept
in the United States of America requires the Corgpnmake estimates and assumptions that affectagherted amounts of assets
liabilities and disclosure of contingent assets hakilities at the date of the financial statenseahd the reported amounts of revenues
expenses during the reporting period. Actual restduld differ from those estimates.

9



Table of Contents

Subsequent Events — Subsequent events or transactions have been ex@ltfatough the date and time of issuance of thelemse
consolidated financial statements. There were ntemah subsequent events that required recognitiomisclosure in the accompany
condensed consolidated financial statements.

New Accounting Standards Not Yet Adopted

In March 2013, the FASB issued ASU 2013-0Bdreign Currency Matters (Topic 830) — ParenfAccounting for the Cumulative Translai
Adjustment upon Derecognition of Certain Subsidisror Groups of Assets within a Foreign Entity dram Investment in a Forei
Entity” (*“ASU 2013-05"). The amendments in ASU 2013-05 d¢adies that a cumulative translation adjustment £QTis attached to tt
parents investment in a foreign entity and should beasdel in a manner consistent with the derecognifibdance on investments in entit
Thus, the entire amount of the CTA associated tighforeign entity would be released when thereleen a sale of a subsidiary or grou
net assets within a foreign entity and the saleesgmts the substantially complete liquidationhef investment in the foreign entity, a loss
controlling financial interest in an investmentarforeign entity (i.e., the foreign entity is desolidated), or a step acquisition for a fore
entity (i.e., when an entity has changed from appglyhe equity method for an investment in a faneggtity to consolidating the foreign enti
ASU 201305 does not change the requirement to release af@@ortion of the CTA of the foreign entity ird@arnings for a partial sale of
equity method investment in a foreign entity. Theeadments in ASU 20185 are effective prospectively for fiscal yearsd@mterim reportin
periods within those years) beginning after Decamibe 2013. The amendments should be applied petispl/ to derecognition ever
occurring after the effective date. The Companysdoet expect the adoption of ASU 2008-to materially impact its financial conditi
results of operations and cash flows.

New Accounting Standards Recently Adopted

In December 2011, the FASB issued ASU 2011-Bhalance Sheet (Topic 210) — Disclosures about @ifigeAssets and Liabilitie’s (* ASU
2011-11"). The amendments in ASU 2011-will enhance disclosures by requiring improvefbimation about financial and derivat
instruments that are either 1) offset (netting tsa@d liabilities) in accordance with Section 21345 or Section 815-185 of the FASI
Accounting Standards Codification or 2) subjectitoenforceable master netting arrangement or simgeeement. The amendments in /
201111 are effective for fiscal years beginning on feeralanuary 1, 2013, and interim periods withiosth years. An entity should provide
disclosures required by those amendments retrasplsctor all comparative periods presented. Thepdihn of ASU 20111 as of January
2013 did not have a material impact on the findrasadition, results of operations and cash flodvhe Company.

In July 2012, the FASB issued ASU 2012-Otangibles — Goodwill and Other (Topic 350) TegtimdefiniteLived Intangible Assets 1
Impairment” (*“ASU 2012-02"). The amendments in ASU 2002-provide entities with the option to first assgsalitative factors to determi
whether the existence of events and circumstamchsates that it is more likely than not that thédfinitedived intangible asset is impaired.
after assessing the totality of events and circantsts, an entity concludes that it is not mordyikiean not that the indefinitived intangible
asset is impaired, then the entity is not requicethke further action. However, if an entity cardgs otherwise, then it is required to deten
the fair value of the indefinite-lived intangibleset and perform the quantitative

10
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impairment test by comparing the fair value witk ttarrying amount. Under the amendments in ASU AI2L2an entity also has the optiot
bypass the qualitative assessment for any indefin#d intangible asset in any period and proceedctly to performing the quantitati
impairment test. An entity will be able to resumerfprming the qualitative assessment in any sulsdgperiod. The amendments in A
201292 are effective for annual and interim impairmtasts performed for fiscal years beginning aftgpt&mber 15, 2012. The adoptior
ASU 201202 on January 1, 2013 did not have a material ilngac¢he financial condition, results of operatiamsl cash flows of the Compa

In January 2013, the FASB issued ASU 2013-@afance Sheet (Topic 210) Clarifying the Scope istiBsures about Offsetting Assets
Liabilities " (*ASU 2013-01"). The amendments in ASU 20@3-clarify which instruments and transactions aubject to the offsettir
disclosure requirements established by ASU 201JA8L) 201301 addresses preparer concerns that the scope digtiosure requiremel
under ASU 20111 was overly broad and imposed unintended costswere not commensurate with estimated benefitdhéofinancie
statement users. In choosing to narrow the scofeeabffsetting disclosures, the Financial Accongtstandards Board determined that it ¢
make them more operable and cost effective forgyep while still giving financial statement usseudficient information to analyze the m
significant presentation differences between fimgratatements prepared in accordance with U.S. BAAd those prepared under Internati
Financial Reporting Standards (IFRS). The amendsmignASU 201301 are effective for fiscal years beginning on fieraJanuary 1, 201
Retrospective application is required for any penwesented that begins before the ergiipitial application of the new requirements.
adoption of ASU 201381 as of January 1, 2013 did not have a materiphanon the financial condition, results of operasi and cash flows
the Company.

In February 2013, the FASB issued ASU 2013-@oMmprehensive Income (Topic 220) Reporting of AtsoReclassified Out of Accumula
Other Comprehensive Incomg“ASU 2013-02"). The amendments in ASU 20@3-do not change the current requirements for teypne
income or other comprehensive income in finandialesnents. However, the amendments require ary datiprovide information about t
amounts reclassified out of accumulated other celmarsive income by component. In addition, anemgirequired to present, either on
face of the statement where net income is presestéa the notes, significant amounts reclassified of accumulated other comprehen
income by the respective line items of net incoraé dnly if the amount reclassified is required untdeS. GAAP to be reclassified to

income in its entirety in the same reporting periédr other amounts that are not required under G&SAP to be reclassified in their entirety
net income, an entity is required to cresference to other disclosures required under G&AP that provide additional detail about th
amounts. The amendments in ASU 2@3are effective prospectively for reporting pesdikginning after December 15, 2012. The ado
of ASU 201302 as of January 1, 2013 did not have a materiphahon the financial condition, results of openasi and cash flows of t
Company.

Note 2. Acquisition of Alpine Access, Inc.

On August 20, 2012, the Company acquired 100% ebtitstanding common shares and voting interestmhe, pursuant to the terms of
merger agreement. Alpine, an industry leader in @aihome agent space, provides awantdRing customer contact management ser
through a secured and proprietary virtual call eeminvironment with its operations located in thatéd States and Canada. The resul
Alpine’s operations have been included in the Camyjgaconsolidated financial statements since its &tipm on August 20, 2012. T
Company acquired Alpine to: create significant cetitive differentiation for quality, speed to matkscalability and flexibility driven k
proprietary, internally-developed software, systepnscesses and other intellectual property, whitiquely overcome the challenges of the a
home delivery model; strengthen the Company’s ctirservice portfolio and go-tavarket offering while expanding the breadth of migewitt
minimal client overlap; broaden the addressablekataspportunity within existing and new verticaswell as clients; expand the address
pool of skilled labor; leverage operational bestqgtices across the Compasnglobal platform, with the potential to convert maof its fixec
cost to variable cost; and further enhance the tiraamd margin profile of the Company to drive shatder value. This resulted in 1
Company paying a substantial premium for Alpineultésg in the recognition of goodwill.

The acquisition date fair value of the consideratimnsferred totaled $149.0 million, which wasded through cash on hand of $41.0 mil
and borrowings of $108.0 million under the Compargredit agreement, dated May 3, 2012. See NotBdrtowings, for further information.

The Company accounted for the acquisition in acmocd with ASC 805 Business Combinatioris(*ASC 805”), whereby the purchase pr
paid was allocated to the tangible and identifiahbtangible assets acquired and

11
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liabilities assumed from Alpine based on theirrasted fair values as of the closing date. Durirgttiree months ended December 31, <
the final working capital adjustment was approvedtbhe authorized representative of Alpimeshareholders. The Company finalizec
purchase price allocation during the three montided December 31, 2012, resulting in no changens fte estimated acquisition date
values previously reported.

The following table summarizes the final purchadgeepallocation of the fair values of the assetguired and liabilities assumed, all include
the Americas segment (in thousands):

Amount

Cash and cash equivalents $ 1,859
Receivable: 11,831
Prepaid expens¢ 617
Total current asse 14,307
Property and equipme 11,326
Goodwill 80,766
Intangibles 57,720
Deferred charges and other as: 916
Accounts payabl (880
Accrued employee compensation and ben (3,774
Income taxes payab (141,
Deferred revenu (94)
Other accrued expenses and current liabil (601,
Total current liabilities (5,490
Other lon¢-term liabilities®) (10,592
$ 148,953

@) Primarily includes lon-term deferred tax liabilitie

Fair values are based on managenseegtimates and assumptions including variatioilseofncome approach, the cost approach and thieei
approach.

The following table presents the Company’s purctiastngible assets as of August 20, 2012, theisitigumn date (in thousands):

Weighted

Average
Amortization
Amount Assignec Period (years
Customer relationships $ 46,000 8
Trade name 10,600 8
Nor-compete agreemer 670 2
Favorable lease agreem: 450 2
$ 57,720 8

The $80.8 million of goodwill was assigned to then@panys Americas operating segment. Pursuant to Fedecalrie tax regulations,
amount of intangibles or goodwill from this acqtiten will be deductible for tax purposes.

The fair value of receivables acquired is $11.8iom| with the gross contractual amount of $11.8iam.

12
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The following table presents the unaudited pro @Brombined revenues and net earnings as if Alpateleen included in the consolide
results of the Company for the entire three momhod ended March 31, 2012. The pro forma finaniciBdrmation is not indicative of tl
results of operations that would have been achiébe acquisition and related borrowings had magkace on January 1, 2012 (in thousands)

Three Months Endec

March 31, 2012
Revenues $ 306,174

Income from continuing operations, net of ta $ 10,537
Income from continuing operations per common sk
Basic $ 0.24
Diluted $ 0.24

These amounts have been calculated to reflect dd@i@al depreciation, amortization and interegpense that would have been incu
assuming the fair value adjustments and borrowgugsirred on January 1, 2012, together with the equnsntial tax effects. In addition, th
amounts exclude costs incurred which are diredtlybatable to the acquisition, and which do notda continuing impact on the combi
companies’ operating results. Included in theséscare severance, advisory and legal costs, rtbedbx effects.

Merger and integration costs associated with Alpic@mprised of severance costs and transactionirgadration costs, and included
“General and administrativegosts in the accompanying Condensed ConsolidatadrS¢ént of Operations for the three months endeat vzl
2013, were as follows (none in the comparable pard012) (in thousands):

Three Months Endec

March 31, 2013
Severance cost

Americas $ 207
Corporate 159
366

Transaction and integration cos
Corporate 320
320
Total merger and integration co $ 686

Note 3. Discontinued Operations

In November 2011, the Finance Committee of the BadDirectors of the Company approved a plan tbitseSpanish operations, which w
operated through its Spanish subsidiary, Sykes rgnmses, Incorporated S.L. (“Sykes Spain3ykes Spain operated customer col
management centers, with annual revenues of appately $39.3 million in 2011, providing contact temservices through a total of th
customer contact management centers in Spain éatslin Spain. The decision to sell the Spanishratipmis was made in 2011 a
management completed a strategic review of theiSipanarket and determined the operations were mgeloconsistent with the Compaay’
strategic direction.

On March 29, 2012, Sykes Spain entered into thet gggchase agreement, by and between Sykes Spaitberphone, S.A.U., and pursu
thereto, on March 29, 2012, Sykes Spain sold ttexlfassets located in Ponferrada, Spain, which prengously written down to zero, cast
$4.1 million, and certain contracts and licenségtirgy to the business of Sykes Spain, to Iberph8n&.U. Under the asset purchase agree!
Ponferrada, Spain employees were transferred wplibae S.A.U. which assumed certain payroll lidieti in the approximate amount of ¢
million, and paid a nominal purchase price for dlssets.
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On March 30, 2012, the Company entered into a spockhase agreement with a former member of SykamS management, and purst
thereto, on March 30, 2012, the Company sold athefshares of capital stock of Sykes Spain tgtirehaser for a nominal price. Pursual
the stock purchase agreement, immediately priaidsing, the Company made a cash capital contohutif $8.6 million to Sykes Spain
cover a portion of Sykes Spadnliabilities and to fund the $4.1 million of cashnsferred and sold pursuant to the asset purdmsemel
with Iberphone, S.A.U. discussed above. As this wadock transaction, the Company anticipates tarduobligation with regard to Syk
Spain and there are no material post-closing otitiga.

The Company reflected the operating results relébethe Spanish operations as discontinued opematio the accompanying Conden
Consolidated Statements of Operations for the thresths ended March 31, 2012. Cash flows from diScoed operations are included in
accompanying Condensed Consolidated Statementasif Elows for the three months ended March 31, .20t business was historice
reported by the Company as part of the EMEA segment

The results of the Spanish operations includedsoamtinued operations were as follows (none in32@ih thousands):

Three Months Endec

March 31, 2012

Revenues $ 10,102
(Loss) from discontinued operations before incoaxe$ $ (820,
Income taxe(1) =

(Loss) from discontinued operations, net of te $ 820
(Loss) on sale of discontinued operations befocerire taxe: $ (20,707
Income taxe( -

(Loss) on sale of discontinued operations, netoés $ 10,707

(@) There were no income taxes as any tax benefit fhenosses would be offset by a valuation allowa
Note 4. Costs Associated with Exit or Disposal Acfities
Fourth Quarter 2011 Exit Plan

During 2011, the Company announced a plan to ralims seats in certain U.S. sites and close celtaations in EMEA (the Fourth Quarte
2011 Exit Plan”). The details are described beloywsegment.

Americas

During 2011, as part of an on-going effort to stnéae excess capacity related to the integratiothefICT Group, Inc. (“ICT"acquisition an
align it with the needs of the market, the Compangounced a plan to rationalize approximately 34issin the U.S., some of which w
revenue generating, with plans to migrate the aattrevenues to other locations within the U.Sprdximately 300 employees weaffectec
and the Company has completed the actions assoeiétethe Americas plan.

The major costs estimated to be incurred as atreuhese actions are program transfer costslitfacelated costs (primarily consisting
those costs associated with the real estate leamed)impairments of lonlived assets (primarily leasehold improvements agdipment
estimated at $1.9 million as of March 31, 2013 $&tillion at December 31, 2012). The Company reedr#§0.5 million of the costs associe
with these actions as naash impairment charges, while approximately $1lidiam represents cash expenditures for programsfier an
facility-related costs, including obligations under thedsathe last of which ends in February 2017. They@my has paid $0.7 million in ce
through March 31, 2013 under the Fourth Quarted ZB4it Plan in the Americas.
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The following table summarizes the accrued liap#issociated with the Americas Fourth Quarter 2B4if Plan’s exit or disposal activities a
related charges for the three months ended MarcB®13 (none in the comparable period in 2012jH@usands):

Charges
(Reversals) for the
Beginning Accrual Three Months Ending Accrual at
Ended March 31, Other Non-Cast
at January 1, 201! 2013 Cash Payment Changes March 31, 2013
Lease obligations and facility exit costs $ 682 $ - % (35 $ - 3 647

EMEA

During 2011, to improve the Compasybverall profitability in the EMEA region, the Cpany committed to close a customer cor
management center in South Africa and a custometacb management center in Ireland, as well as stapacity rationalization in tl
Netherlands, all components of the EMEA segmentoiigh these actions, the Company expects to impiteveost structure in the EME
region by optimizing its capacity utilization. Whithe Company migrated approximately $3.2 millidmonualized call volumes of the Irele
facility to other facilities within EMEA, the Compa did not migrate the remaining call volume inldred or any of the annualized reve
from the Netherlands or South Africa facilities, iath was $18.8 million for 2011, to other facilitiesthin the region. The number of se
rationalized across the EMEA region approximate@ @fth approximately 500 employees affected byabtons. The Company closed th
facilities and substantially completed the actiassociated with the EMEA plan on September 30, 2012

The major costs estimated to be incurred as atrebtliese actions are facilitglated costs (primarily consisting of those castsociated wi
the real estate leases), impairments of long-liassets (primarily leasehold improvements and egemp)rand anticipated severanedatec
costs estimated at $6.7 million as of March 31,22(6.7 million as of December 31, 2012). The Conypaecorded $0.5 million of the co
associated with these actions as wash impairment charges, while approximately $6IRam represents cash expenditures for severand
related costs and facilitselated costs, primarily rent obligations to bedpthirough the remainder of the noncancelable tdrtheleases, tt
last of which ended in March 2013. The Company fred $5.9 million in cash through March 31, 2013lenthe Fourth Quarter 2011 E
Plan in EMEA.

The Company charged $0.7 million to “Direct salarand related costs” for severance and relateds @t $0.3 million to General an
administrative” costs for lease obligations andilifgcexit costs, severance and related costs agaéltelated costs in the accompany
Consolidated Statement of Operations for the thwemsths ended March 31, 2012.
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The following tables summarize the accrued liapifissociated with EMEA’s Fourth Quarter 2011 ExarPs exit or disposal activities a
related charges for the three months ended MarcB®13 and 2012 (in thousands):

Beginning Accrual

Charges
(Reversals) for the

Three Months
Ended March 31,

Ending Accrual at
Other Non-Cast

at January 1, 201! 2013®) Cash Payments  Changes® March 31, 2013
Lease obligations and facility exit costs $ - $ - $ - $ - $ -
Severance and related cc 187 6 7 4) 182
Lega-related cost 10 1 (7) 1 )
$ 197 $ 7 3 (14) $ (3) $ 187
Charges

(Reversals) for the

Three Months
Ended March 31,

Beginning Accrual Ending Accrual at

Other Non-Cast

at January 1, 201 2012 Cash Payments  Changes(® March 31, 2012
Lease obligations and facility exit costs $ 577 $ = $ = $ 18 $ 595
Severance and related cc 4,470 948 (367, 168 5,219
Lega-related cost 13 51 (51) 1 14
$ 5,060 $ 999 $ (418 $ 187 $ 5,828

@ During the three months ended March 31, 2013 ad@,26e Company recorded additional severanceelatéd costs and le¢-related costs
() Effect of foreign currency translatio

Fourth Quarter 2010 Exit Plan

During 2010, in furtherance of the Company’s Idagn goals to manage and optimize capacity utibmatthe Company committed to ¢
closed a customer contact management center idrihed Kingdom and a customer contact managementéca Ireland, both components
the EMEA segment (the “Fourth Quarter 2010 ExinPlaThese actions were substantially completeddyary 31, 2011.

The major costs incurred as a result of these @eticere facilityrelated costs (primarily consisting of those cestsociated with the real es
leases), impairments of long-lived assets (primdeiasehold improvements and equipment) and seserafated costs totaling $2.2 million
of March 31, 2013 ($2.2 million as of December 3012). The Company recorded $0.2 million of thet€@ssociated with the Fourth Qua
2010 Exit Plan as non-cash impairment charges. éxiprately $1.8 million represents cash expenditdoesfacility-related costs, primari
rent obligations to be paid through the remaindethe lease terms, the last of which ends in M&@h4, and $0.2 million represents ¢
expenditures for severancelated costs. The Company has paid $1.4 millionaish through March 31, 2013 under the Fourth @uad1(
Exit Plan.

The following tables summarize the accrued liapidissociated with the Fourth Quarter 2010 Exit Rlaxit or disposal activities and rele
charges during the three months ended March 3133 a6d 2012 (in thousands):

Charges
Beginning Accrual (Reversals) for the
Three Months
at Ended March 31, Other Non-Cast
January 1, 2013 2013 Cash Payment  Changes @) March 31, 2013
537 $ = $ (75) $ (13) $ 449

Ending Accrual at

Lease obligations and facility exit costs $

Charges

Beginning Accrual (Reversals) for the

Three Months Ending Accrual at

at Ended March 31, Other Non-Cast
January 1, 2012 2012 Cash Payment  Changes @) March 31, 2012
Lease obligations and facility exit costs $ 835 $ - $ 96) $ 25 3 764

() Effect of foreign currency translatio
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Third Quarter 2010 Exit Plan

During 2010, consistent with the Company’s ldeghn goals to manage and optimize capacity utibrathe Company closed or committe:
close four customer contact management centershi Hhilippines and consolidated or committed tosotidate leased space in
Wilmington, Delaware and Newtown, Pennsylvania fimees (the “Third Quarter 2010 Exit Planfhese actions were substantially compl
by January 31, 2011.

The major costs incurred as a result of these @etwere impairments of long-lived assets (primaléigsehold improvements) and facility-
related costs (primarily consisting of those c@ssociated with the real estate leases) estimat®tiosb million as of March 31, 2013 ($1
million as of December 31, 2012), all of which aréhe Americas segment. The Company recordedBli®n of the costs associated with
Third Quarter 2010 Exit Plan as non-cash impairnchiarges. The remaining $6.7 million representh eapenditures for facilityelated cost
primarily rent obligations to be paid through tleenainder of the lease terms, the last of which émdebruary 2017. The Company has
$4.4 million in cash through March 31, 2013 under Third Quarter 2010 Exit Plan.

The following tables summarize the accrued liapidissociated with the Third Quarter 2010 Exit Rdaexit or disposal activities and rele
charges for the three months ended March 31, 26d2@12 (in thousands):

Charges
(Reversals) for the
Beginning Accrual Three Months Ending Accrual at
Ended March 31, Other Non-Casl
at January 1, 201 2013 Cash Payments  Changes() March 31, 2013
Lease obligations and facility exit costs $ 2,551 $ - $ (224 $ 1 $ 2,328
Charges
(Reversals) for the
Beginning Accrual Three Months Ending Accrual at
Ended March 31, Other Non-Cast
at January 1, 201 2012 Cash Payments  Changes) March 31, 2012
Lease obligations and facility exit costs $ 342 $ - $ 477 $ - $ 2,950

@) Effect of foreign currency translatio
Restructuring Liability Classification

The following table summarizes the Company’s shemts and longerm accrued liabilities associated with its exidalisposal activities, |
plan, as of March 31, 2013 and December 31, 201th¢{usands):

. Fourth Third
A&irr';?s IE(';/LIJEIAh Quarter Quarter
2010 Exit 2010 Exit
Quarter 2011 Quarter 2011
Exit Plan Exit Plan Plan Plan Total
March 31, 2013
Shor-term accrued restructuring liabili() $ 144 $ 187 $ 449 $ 535 $ 1,315
Long-term accrued restructuring liabili( 503 - = 1,793 2,296
Ending accrual at March 31, 20 $ 647 $ 187 $ 449 $ 2,328 $ 3611
December 31, 201;
Shor-term accrued restructuring liabili() $ 138 $ 197 $ 448 $ 618 $ 1,401
Long-term accrued restructuring liabili( 544 - 91 1,933 2,568
Ending accrual at December 31, 2( $ 682 $ 197 $ 539 $ 2,551 $ 3,969

(1) Included in“Other accrued expenses and current liabi” in the accompanying Condensed Consolidated Balheets
@ Included in“Other lone-term liabilitie” in the accompanying Condensed Consolidated Balheets
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Note 5. Fair Value

The Companys assets and liabilities measured at fair valua oecurring basis subject to the requirements of 830 consist of the followir
(in thousands):

Fair Value Measurements at March 31, 2013 Using

Significant
Quoted Prices Other Significant
in Active Observable Unobservable
Markets For
Balance at Identical Assets Inputs Inputs
March 31, 2013 Level (1) Level (2) Level (3)
Assets:
Money market funds and open-end mutual funds
included in“Cash and cash equivale” () $ 7,410 $ 7,410 $ - $ -
Money market funds and open-end mutual func
“Deferred charges and other as” @) 11 11 - -
Foreign currency forward and option contre @ 2,840 - 2,840 -
Foreign currency forward contrac ® 433 > 433 >
Equity investments held in a rabbi trust for the
Deferred Compensation Pl 4 3,799 3,799 - -
Debt investments held in a rabbi trust for the
Deferred Compensation Pl 4) 1,238 1,238 = .
Guaranteed investment certifica ®) 80 - 80 -
$ 15,811 $ 12,458 $ 3,353 $ =
Liabilities:
Foreign currency forward and option contrz ©) $ 1,102 $ - $ 1,102 $ -
$ 1,102 $ - $ 1,102 $ -

@ 1 the accompanying Condensed Consolidated Baldheet
@) Included in“Other current ass¢’ in the accompanying Condensed Consolidated Baldheet. See Note
Included in“Deferred charges and other as” in the accompanying Condensed Consolidated Bal@heet. See Note
Included in“Other current ass¢” in the accompanying Condensed Consolidated Bal@heet. See Note
Included in“Deferred charges and other a<” in the accompanying Condensed Consolidated Bal8heet
%) Included in“Other accrued expenses and current liabi” in the accompanying Condensed Consolidated Bal@heet. See Note

The Companys assets and liabilities measured at fair valua ogcurring basis subject to the requirements o€ 830 consist of the followir
(in thousands):

Fair Value Measurements at December 31, 2012 Usin

Significant
Quoted Prices Other Significant
in Active Observable Unobservable
Markets For
Balance at Identical Assett Inputs Inputs
December 31, 2012 Level (1) Level (2) Level (3)
Assets:
Money market funds and open-end mutual funds
included in“Cash and cash equivale” (€)) $ 7,598 $ 7,598 $ - $ -
Money market funds and open-end mutual fund
“Deferred charges and other as” @) 11 11 - -
Foreign currency forward and option contre @ 2,008 - 2,008 -
Equity investments held in a rabbi trust for the
Deferred Compensation Pl (©) 3,212 3,212 - -
Debt investments held in a rabbi trust for the
Deferred Compensation Pl @) 2,049 2,049 - -
Guaranteed investment certifica Q) 80 - 80 -
$ 14,958 $ 12,870 $ 2,088 $ -
Liabilities:
Foreign currency forward and option contre ®) $ 974 $ - $ 974 $ -
$ 974 $ - $ 974 $ _

() In the accompanying Condensed Consolidated Balgheet

() Included in“Other current asse¢’ in the accompanying Condensed Consolidated Bal@heet. See Note

() Included in“Other current asse¢’ in the accompanying Condensed Consolidated Balgheet. See Note

®) Included in“Deferred charges and other as” in the accompanying Condensed Consolidated Balgheet

®) Included in“Other accrued expenses and current liabi” in the accompanying Condensed Consolidated Balgheet. See Note
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Certain assets, under certain conditions, are medsat fair value on a nonrecurring basis utiliziceyel 3 inputs as described in Note
Overview and Summary of Significant Accounting Bigs, like those associated with acquired busirsesseluding goodwill, other intangik
assets and other lodiyed assets. For these assets, measurement atalae in periods subsequent to their initial redtgn would bt
applicable if these assets were determined to peained. The adjusted carrying values for assetsured at fair value on a nonrecurring b
(no liabilities) subject to the requirements of A8ZD were not material at December 31, 2012 (noiaach 31, 2013).

The following table summarizes the total impairmkrgses related to nonrecurring fair value measargsof certain assets (no liabiliti
subject to the requirements of ASC 820 (in thousgind

Total Impairment (Loss)
Three Months Ended March 31,
2013 2012

Americas:
Property and equipment, r® $ - $ (149

(1) See Note 1 for additional information regarding fiie value measuremer
I mpairment of Long-Lived Assets

During the three months ended March 31, 2012, asopan ongoing effort to streamline excess capacity relatethe integration of the 1C
acquisition and align it with the needs of the netrithe Company closed one of its customer comtestagement centers in Costa Ric
component of the Americas segment), and recordeichpairment charge of $0.1 million for the carryimglue of the londived assets th
could not be redeployed to other locations.

Note 6. Intangible Assets
The following table presents the Company’s purctiasengible assets as of March 31, 2013 (in thodsga

Weighted Average
Accumulated

Amortization

Gross Intangibles  Amortization  Net Intangibles Period (years)
Customer relationships $ 104,00t $ (26,669 $ 77,33¢ 8
Trade namt 11,60( (1,810 9,79( 8
Non-compete agreemer 1,22¢ (763; 463 2
Proprietary softwar 85C (823 27 2
Favorable lease agreemi 45C (138 31z 2

$ 118,13 $ (30,203 $ 87,92¢ 8

The following table presents the Company’s purctiasengible assets as of December 31, 2012 (instuds):

Weighted Average
Accumulated

Amortization

Gross Intangibles  Amortization  Net Intangibles Period (years)
Customer relationships $ 104,48. $ (23,552 $ 80,93! 8
Trade namt 11,60( (1,451 10,14¢ 8
Non-compete agreemer 1,22¢ (681, 54¢ 2
Proprietary softwar 85C (810; 40 2
Favorable lease agreemi 45C (81) 36¢ 2

$ 118,61: $ (26,575 $ 92,03: 8
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The Companys estimated future amortization expense for theceseding years relating to the purchased intangilskets resulting fro
acquisitions completed prior to March 31, 2013d9dollows (in thousands):

Years Ending December 31 Amount

2013 (remaining nine month $ 11,15¢
2014 14,65
2015 14,29:
2016 14,29:
2017 14,29:
2018 7,68z
2019 and thereaftt 11,56

Note 7. Financial Derivatives

Cash Flow Hedges — The Company had derivative assets and liabiligéeting to outstanding forward contracts and ogtjatesignated as c:
flow hedges, as defined under ASC 815, consistinghdlippine Peso and Costa Rican Colon, Hungaliarint and Romanian Leu contra
These contracts are entered into to protect agdiasisk that the eventual cash flows resultimgrfrsuch transactions will be adversely affe
by changes in exchange rates.

The deferred gains (losses) and related taxesetmpany’s derivative instruments recordedAccumulated other comprehensive inc
(loss)” in the accompanying Condensed ConsolidBeddnce Sheets are as follows (in thousands):

March 31, 2013 December 31, 2012

Deferred gains (losses) in AOCI $ 1,45¢ $ (512
Tax on deferred gains (losses) in AC (10 (58)
Deferred gains (losses) in AOCI, net of ta $ 1,44¢ $ (570
Deferred gains (losses) expected to be reclasgifié&evenues” from AOCI

during the next twelve montl $ 1,45¢

Deferred gains (losses) and other future reclasgifins from AOCI will fluctuate with movements the underlying market price of 1
forward contracts and options.

Net Investment Hedge — During 2013, the Company entered into foreign ergeaforward contracts to hedge its net investmera foreigi
operation, as defined under ASC 815. The Compadyndt hedge net investments in foreign operatiaming 2012. The purpose of th
derivative instruments is to protect the Comparipterests against the risk that the net assetertdin foreign subsidiaries will be adver:
affected by changes in exchange rates and econerposures related to the Company’s foreign currdrased investments in th
subsidiaries.

Other Hedges — The Company also periodically enters into foreigrmrency hedge contracts that are not designatéedges as defined uni
ASC 815. The purpose of these derivative instrusianto protect the Comparsyinterests against adverse foreign currency mpegdaining ti
intercompany receivables and payables, and otlsetsaand liabilities that are denominated in curieshother than the Company’s subsidiarie:
functional currencies. These contracts generallpatieexceed 180 days in duration.
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The Company had the following outstanding foreigrrency forward contracts and options (in thousgnds

As of March 31, 201z

As of December 31, 201

Notional Notional
Amount in Settle Through Amount in Settle Through
Contract Type USD Date USD Date
Cash flow hedges
Options:
Philippine Peso $ 77,00( December 201 71,00( September 20!
Forwards:
Philippine Peso 5,00( August 201: 5,00( August 201
Costa Rican Colone 44,25( December 201 60,75( December 201
Hungarian Forint: 3,64 January 201¢ 4,744 January 201
Romanian Leit 5,57( January 201¢ 6,89¢ January 201
Net investment hedges
Forwards:;
Euros 32,65 September 201 - -
Non-designated hedges
Forwards 39,77( July 2013 41,79¢ June 201

See Note 1, Overview and Summary of SignificantdActing Policies, for additional information on tBempanys purpose for entering ir

derivatives not designated as hedging instrumerdsta overall risk management strategies.

As of March 31, 2013, the maximum amount of loss thucredit risk that the Company would incur ift@s to the financial instruments t
make up the concentration failed to perform accaydo the terms of the contracts was $3.3 millibased on the gross fair value of

financial instruments.

Master netting agreements exist with each respectunterparty used to transact foreign exchangegadiwes. These agreements allow
Company to net settle transactions of the sameerayrin a single transaction. In the event of défay the Company or one of
counterparties, these agreements include a setaaffe that provides the noefaulting party the right to net settle all detiva transaction
regardless of the currency and settlement date.edery the Company has elected to present the degvassets and derivative liabilities ¢
gross basis in the accompanying Condensed Contadidalance Sheets. Additionally, the Company isrequired to pledge nor is it entit

to receive cash collateral related to these deviedtansactions.
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The following tables present the fair value of tBempany$ derivative instruments included in the accompamyCondensed Consolida
Balance Sheets (in thousands):

Derivative Assets
March 31, 201 December 31, 201

Fair Value Fair Value
Derivatives designated as cash flow hedging instruents under ASC 815!
Foreign currency forward and option contre®) $ 2,62: $ 1,08(
Foreign currency forward and option contre@ - 14
2,62 1,09«

Derivatives designated as net investment hedgingsmuments under ASC 815:
Foreign currency forward contra(® 43: -
Derivatives not designated as hedging instrumentswder ASC 815:
Foreign currency forward contrad® 21¢ 914

Total derivative assets $ 3,27: $ 2,00¢

Derivative Liabilities
March 31, 201 December 31, 201

Fair Value Fair Value
Derivatives designated as cash flow hedging instruents under ASC 815!
Foreign currency forward and option contre®) $ 20¢ $ 904
Foreign currency forward and option contre®) - 8
20¢ 91z
Derivatives not designated as hedging instrumentsnder ASC 815:
Foreign currency forward contra® 893 62
Total derivative liabilities $ 1,102 $ 974

" Included in* Other current ass¢’ in the accompanying Condensed Consolidated Bal&heets

@ Included in“Deferred charges and other as” in the accompanying Condensed Consolidated Bal&heets
(j) Included in“Other accrued expenses and current liabi” in the accompanying Condensed Consolidated Bal@heets
® " Included in“Other lon¢-term liabilities” in the accompanying Condensed Consolidated Bal8heets
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The following tables present the effect of the Camys derivative instruments included in the accompagyCondensed Consolida
Financial Statements for the three months endeaivat, 2013 and 2012 (in thousands):

Gain (Loss) Recognize( Gain (Loss) Reclassifiec Gain (Loss) Recognized it
in AOCI on Derivatives From Accumulated AOCI “Revenues” on Derivatives
(Effective Portion) Into “Revenues” (Effective Portion) (Ineffective Portion)
March 31, March 31, March 31,

2013 2012 2013 2012 2013 2012
Derivatives designated as cash flow hedgir
instruments under ASC 815:
Foreign currency forward and option contre $ 2,717 $ 2,674 $ 731 $ 24C $ 12 $ 14
Derivatives designated as net investmel
hedging instruments under ASC 815:
Foreign currency forward contrac 43z - - - - -
Foreign currency forward and option contre $ 3,15( $ 2,67¢ $ 731 $ 24C $ 12 $ 14

Gain (Loss) Recognizet
in “Other income and
(expense)” on

Derivatives
March 31,
2013 2012
Derivatives not designated as hedging instrumentsxder ASC 815:
Foreign currency forward contrac $ (525 $ (472)

Note 8. Investments Held in Rabbi Trust

The Company’s investments held in rabbi trust, sifeesd as trading securities and included in “Othbarrent assetsin the accompanyir
Condensed Consolidated Balance Sheets, at faie vatunsist of the following (in thousands):

March 31, 2013 December 31, 201,
Cost  Fair Value Cost Fair Value
Mutual funds $4,197 $ 5037 $ 4812 $ 5,261

The mutual funds held in the rabbi trusts were #daity-based and 25% delssed as of March 31, 2013. Net investment incdossgs’
included in “Other income (expense)t the accompanying Condensed Consolidated StatsnoérOperations consists of the following
thousands):

Three Months Ended March 31

2013 2012
Gross realized gains from sale of trading securitie $ 96 $ 81
Gross realized (losses) from sale of trading sées 3 (1)
Dividend and interest incon 10 7
Net unrealized holding gains (loss 19t 35¢
Net investment income (losse $ 29¢ $ 44¢€
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Note 9. Deferred Revenue

The components of deferred revenue consist ofal@fing (in thousands):

March 31, 201 December 31, 201

Future service $24,61¢ $25,07¢
Estimated potential penalties and holdbe 9,28¢ 9,20¢
$33,90( $34,28

Note 10. Deferred Grants

The components of deferred grants consist of thewWong (in thousands):

March 31, 201 December 31, 201

Property grants $7,03¢ $7,27(
Employment grant 427 337
Total lon¢-term deferred gran® $7,45¢ $7,601

" Included in* Deferred gran” in the accompanying Condensed Consolidated Bal8heets

Amortization of the Company’s property grants imgdd as a reduction to “General and administrativests and amortization of 1
Company’s employment grants included as a redudtiofDirect salaries and related costs”the accompanying Condensed Consolic
Statements of Operations consist of the followinglfousands):

Three Months Ended March 31,

2013 2012
Amortization of property grants $ 23t $ 23t
Amortization of employment gran 18 18
$ 258 $ 258
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Note 11. Borrowings

On May 3, 2012, the Company entered into a $245amitevolving credit facility (the “2012 Credit Agement”)with a group of lenders a
KeyBank National Association, as Lead Arranger,eSBbok Runner and Administrative Agent (“KeyBankThe 2012 Credit Agreeme
replaces the Company’s previous $75 million revajvcredit facility (the “2010 Credit Agreementated February 2, 2010, as amen
which agreement was terminated simultaneous witarigrg into the 2012 Credit Agreement. The 2012d@ragreement is subject to cert
borrowing limitations and includes certain custoyn@mancial and restrictive covenants. The Complogrowed $108.0 million under the 2(
Credit Agreemeng revolving credit facility on August 20, 2012 imrmection with the acquisition of Alpine on suchtedaSee Note
Acquisition of Alpine Access, Inc., for further orimation.

The 2012 Credit Agreement includes a $184 milliiaraate-currency sub-facility, a $10 million swimg subfacility and a $35 million lett:
of credit subfacility, and may be used for general corporategpses including acquisitions, share repurchasegkingp capital support a
letters of credit, subject to certain limitatiod$ie Company is not currently aware of any inabitifyits lenders to provide access to the
commitment of funds that exist under the revolvangdit facility, if necessary. However, there canrto assurance that such facility will
available to the Company, even though it is a mgdiommitment of the financial institutions.

Borrowings consist of the following (in thousands):

March 31, 2013 December 31, 2012
Revolving credit facility $ 111,00¢ $ 91,00(
Less: Current portio - -
Total lon¢-term deb: $ 111,000 $ 91,00(

The 2012 Credit Agreement matures on May 2, 2087h&as no varying installments due.

Borrowings under the 2012 Credit Agreement will iederest at either LIBOR or the base rate plasach case, an applicable margin b
on the Company’s leverage ratio. The applicablerést rate will be determined quarterly based enGbmpanys leverage ratio at such tir
The base rate is a rate per annum equal to théegtez (i) the rate of interest established by Bayk, from time to time, as its “prime rate”
(ii) the Federal Funds effective rate in effectnfreime to time, plus 1/2 of 1% per annum; and {h® thenapplicable LIBOR rate for ol
month interest periods, plus 1.00%. Swingline loaiikbear interest only at the base rate plustthge rate margin. In addition, the Compal
required to pay certain customary fees, includirapmitment fee of 0.175%, which is due quartenlyairears and calculated on the ave
unused amount of the 2012 Credit Agreement.

The 2012 Credit Agreement is guaranteed by alhef@ompanys existing and future direct and indirect matede®. subsidiaries and secu
by a pledge of 100% of the naoting and 65% of the voting capital stock of &k tdirect foreign subsidiaries of the Company dmdé of th
guarantors.

In May 2012, the Company paid an underwriting fé&@9 million for the 2012 Credit Agreement, whishdeferred and amortized over
term of the loan. In addition, the Company paysiarterly commitment fee on the 2012 Credit Agreeimen

The 2012 Credit Agreement had $111.0 million ofstanding borrowings as of March 31, 2013, with aarage daily utilization of $91
million for the three months ended March 31, 20dé&n¢ in the comparable period in 2012). Duringttiiee months ended March 31, 2013
related interest expense, excluding amortizatiordeferred loan fees, under our credit agreements $@3 million, which representec
weighted average interest rate of 1.4% for theethmenths ended March 31, 2013 (none in the comfeapaiod in 2012).
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Note 12. Accumulated Other Comprehensive Income (ls3)

The Company presents data in the Condensed CoataglicStatements of Changes in Shareholders’ Equiiccordance with ASC 220 “
Comprehensive Inconfe(*ASC 2207"). ASC 220 establishes rules for the reporting of cahensive income (loss) and its components.
components of accumulated other comprehensive iaqtas) consist of the following (in thousands):

Foreign Unrealized Unrealized Unrealized Unrealized
Currency Gain (Loss) on  Actuarial Gain Gain (Loss) on  Gain (Loss) on
(Loss) Related

Translation Net Cash Flow Post
Investment to Pension Hedging Retirement
Gain (Loss) Hedge Liability Instruments Obligation Total

Balance at January 1, 201: $ 599t $ (2,565 $ 98t $ (43¢) $ 45¢ $ 4,43¢

Pre-tax amoun 9,51¢ - 49¢ 4,417 92 14,52«

Tax (provision) benefi - - (90 (30€) - (39¢)

Reclassification to net incon 57C - (48) (4,179 (56) (3,709%)

Foreign currency translatic 2 - 67 (69) - -
Balance at December 31, 201 16,08: (2,56%) 1,41: (570 49t 14,85¢

Pre-tax amoun (5,73€) 43¢ - 2,72¢ (27) (2,609)

Tax (provision) benefi - (15)) 5) 43 - (119)

Reclassification to net incon - - (20 (73¢) (16) (764)

Foreign currency translatic 8 - 7 (15) - -
Balance at March 31, 201¢ $ 10,35 $ (2,287 $ 1,40t $ 1,44¢ $ 452 $ 11,37¢

The following table summarizes the amounts redigsto net income from accumulated other comprsivenincome (loss) and the associ
line item in the accompanying Condensed ConsolitiStatements of Operations (in thousands):

Three Months Endec

March 31, 2013 Income Statement Location
Ungsalized Actuarial Gain (Loss) Related to Pensiohiability:
Pre-tax amoun $ 15 Direct salaries and related co
Pre-tax amoun - General and administrati
Tax (provision) benefi (5) Income taxe:
Reclassification to net incon 10
Unrealized Gain (Loss) on Cash Flow Hedging Instrurants:
Pre-tax amoun 745 Revenue:
Tax (provision) benefi (5) Income taxe:
Reclassification to net incon 73€
Unrealized Gain (Loss) on Post Retirement Obligatio: @
Pre-tax amoun 16 General and administratiy
Tax (provision) benefi - Income taxe:
Reclassification to net incon 16
Total reclassification to net income $ 764

(;) See Note 16, Defined Benefit Pension Plan and &ostment Benefits, for further informatic
@ See Note 7, Financial Derivatives, for further imf@ation.

Except as discussed in Note 13, Income Taxes, reggrassociated with the Compasnyhvestments in its subsidiaries are considerele
indefinitely invested and no provision for inconaeés on those earnings or translation adjustmevis been provided.

26



Table of Contents

Note 13. Income Taxes

The Companys effective tax rate was 32.9% and 23.8% for theettmonths ended March 31, 2013 and 2012, resp8ctiVhe increase in t
effective tax rate is primarily due to retroactiee impact of The American Taxpayer Relief Act 6fl2 that was signed into law on Janua
2013. The difference between the Compareffective tax rate of 32.9% as compared to ti& btatutory federal income tax rate of 35.0%
primarily due to the aforementioned legislation ahé recognition of tax benefits resulting from ante earned in certain tax holic
jurisdictions, foreign tax rate differentials, clg@s in unrecognized tax positions and tax crediffset by the tax impact of perman
differences, adjustments of valuation allowancesfareign withholding taxes.

The liability for unrecognized tax benefits is red@d as “Long-term income tax liabilities#i the accompanying Condensed Consolic
Balance Sheets. The Company has accrued $16.4mdti March 31, 2013, and $16.9 million at Decen®ier2012, excluding penalties :
interest. The $0.5 million decrease results prilm@rom fluctuations in foreign exchange rates.

Generally, earnings associated with the investmiantise Companys foreign subsidiaries are considered to be indefjninvested outside
the U.S. Therefore, a U.S. provision for incomeetvon those earnings or translation adjustmentsnbadeen recorded, as permittec
criterion outlined in ASC 740. Determination of angirecognized deferred tax liability for temporafijferences related to investment:
foreign subsidiaries that are essentially permaimenature is not practicable.

In 2013, the Company executed offshore cash moventertake advantage of The American Taxpayer R&tieof 2012 (the “Act”)passed ¢
January 2, 2013, with retroactive application touday 1, 2012. This Act, which extended the taxvgions of the Internal Revenue Ci
Section 954(c)(6) through the end of 2013, permitstinued tax deferral on such movements that wothérwise be taxable immediately
the U.S. While these cash movements are not taxabtee U.S., related foreign withholding taxes &#.6 million were included in tl
provision for income taxes in the accompanying Gosed Consolidated Statement of Operations fathtlee months ended March 31, 2013.

In addition, the U.S. Department of the Treasurigased the “General Explanations of the Adminigiras Fiscal Year 2014 Rever
Proposals’in April 2013. These proposals represent a sigaificshift in international tax policy, which may waadally impact U.S. taxation
international earnings. The Company continues taitap these proposals and is currently evaluatimg potential impact on its financ
condition, results of operations and cash flows.

The Company is currently under audit in severaljtaisdictions. In April 2012, the Company receivad assessment for the Canadian 200
2006 audit for which the Company filed a NoticeQifjection in July 2012. This process will allow tBempany to submit the case to the |
and Canada Competent Authority for ultimate resotutAs required by the Notice of Objection procebe Company paid mandatory sect
deposits in the amount of $14.6 million to the Gi#aa tax authorities in 2012. In January 2013,Gloenpany received a partial assessmer
the Canadian 2007 audit and paid the Canadian RevAgency an additional security deposit of $0.8iom for the 2007 tax year. The
deposits are included in “Deferred charges andrabksetsin the accompanying Condensed Consolidated Balgheets as of March 31, 2(
and December 31, 2012. Although the outcome of éations by taxing authorities is always uncertélire, Company believes it is adequa
reserved for these audits and that resolutionshefntare not expected to have a material impactofinancial condition and results
operations.

The significant tax jurisdictions currently underd# are as follows:

Tax Jurisdiction Tax Year Ended
Canade 2003 to 200¢
Philippines 2007 to 200¢
United State! 2010 to 201:
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Note 14. Earnings Per Share

Basic earnings per share are based on the weightgdge number of common shares outstanding dtlvéhgeriods. Diluted earnings per st
includes the weighted average number of commoreshautstanding during the respective periods aedufther dilutive effect, if any, fro
stock options, stock appreciation rights, restdatock, restricted stock units and shares hetdrabbi trust using the treasury stock method.

The numbers of shares used in the earnings pez sharputation are as follows (in thousands):

Three Months Ended March 31,

2013 2012

Basic:

Weighted average common shares outstan 43,03¢ 43,30¢
Diluted:

Dilutive effect of stock options, stock appreciatiights, restricted stock,

restricted stock units and shares held in a rahbt 1€ 10C

Total weighted average diluted shares outstan 43,05: 43,40¢
Anti-dilutive shares excluded from the diluted earnipgsshare calculatic 18 1

On August 18, 2011, the CompasyBoard authorized the Company to purchase upOtonBlion shares of its outstanding common stotk
“2011 Share Repurchase Program®).total of 3.0 million shares have been repurchaseder the 2011 Share Repurchase Program
inception. The shares are purchased, from timerte, tthrough open market purchases or in negotiatiedte transactions, and the purch
are based on factors, including but not limited th® stock price, management discretion and gemaaaket conditions. The 2011 Sh
Repurchase Program has no expiration date. The @uyigoBoard previously authorized the Company on Augu&002 to purchase up
3.0 million shares of its outstanding common stalk,last of which were repurchased during 2011.

The shares repurchased under the Company’s shmanehase programs were as follows (in thousandspdper share amounts):

Total Total Cost
Number of Range of Prices Paid Per Share of
Shares Shares
Repurchase( Low High Repurchaset
Three Months Ended:
March 31, 201: -3 - $ - $ -
March 31, 201: 428 $ 138 % 15.0C $ 6,20(
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Note 15. Commitments and Loss Contingency

Commitments

During the three months ended March 31, 2013, trmpgany entered into several leases in the ordicauyse of business. The following i
schedule of future minimum rental payments requirader operating leases that have noncancelalde ieams as of March 31, 2013

thousands):

Amount

2013 (remaining nine month $ 1,102
2014 1,850
2015 1,903
2016 795
2017 585
2018 346
2019 and thereaftt 59

Total minimum payments requir $ 6,640

During the three months ended March 31, 2013, them@&any entered into agreements with thpedty vendors in the ordinary course
business whereby the Company committed to purchasds and services used in its normal operatiohesd agreements, which are
cancelable, generally range from one to five yesaiogs and contain fixed or minimum annual committeeCertain of these agreements a
for renegotiation of the minimum annual commitmebtsed on certain conditions. The following is &estule of the future minimu
purchases remaining under the agreements as oh\84r2013 (in thousands):

Amount

2013 (remaining nine month $ 2,192
2014 2,953
2015 2,040
2016 436
2017 -
2018 -
2019 and thereafts -

Total minimum payments requir $ 7,621

Except as outlined above, there have not been atgrial changes to the outstanding contractuababtins from the disclosure in our Ann
Report on Form 10-K for the year ended DecembeRB12.
Loss Contingency

The Company from time to time is involved in legadtions arising in the ordinary course of businé&éth respect to these matte
management believes that the Company has adecugatedefenses and/or provided adequate accruatelfded costs such that the ultir
outcome will not have a material adverse effecthenCompany’s financial position or results of Giems.

29



Table of Contents

Note 16. Defined Benefit Pension Plan and Postreéiment Benefits
Defined Benefit Pension Plans

The following table provides information about thet periodic benefit cost for the Company’s pengitams (in thousands):

Three Months Ended March 31,

2013 2012
Service cost $ 88 $ 93
Interest cos 29 30
Recognized actuarial (gain (15) (12)
Net periodic benefit cot $ 102 $ 111

Employee Retirement Savings Plans

The Company maintains a 401(k) plan covering defimmployees who meet established eligibility regmients. Under the plan provisions,
Company matches 50% of participant contributionsatmaximum matching amount of 2% of participant pensation. The Comparyy’
contributions included in the accompanying Condér@ensolidated Statement of Operations were agvisl(in thousands):

Three Months Ended March 31,
2013 2012
401(K) plan contributions $ 233 $ 409

In connection with the acquisition of Alpine in Augt 2012, the Company assumed Alpinemployee benefit plan (Section 401(k)). Undes
employee benefit plan, the Company makes a matatdngibution on an annual basis in the amountQfR4 of the employee contribution
the first 3% of included compensation plus 50%haf émployee contribution for the next 2% of inclda@®mpensation. Employees are 1(
vested in contributions, earnings and matching $uaidall times. No contributions were made durimg three months ended March 31, 2
and 2012.

Split-Dollar Life Insurance Arrangement

In 1996, the Company entered into a sg@btlar life insurance arrangement to benefit thenfer Chairman and Chief Executive Officer of
Company. Under the terms of the arrangement, thep@ay retained a collateral interest in the pol@wyhe extent of the premiums paid by
Company. The postretirement benefit obligation udeld in “Other long-term liabilities'and the unrealized gains (losses) include
“Accumulated other comprehensive income” in theoagganying Condensed Consolidated Balance Sheetsagdpllows (in thousands):

March 31, 2013 December 31, 201
Postretirement benefit obligation $ 72 $ 72
Unrealized gains (losses) in AO® $ 452 $ 495

@ Unrealized gains (losses) are due to changes ¢owlis rates related to the postretirement obliga
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Note 17. Stock-Based Compensation

The Company’s stock-based compensation plans iadid 2011 Equity Incentive Plan, the 2004 Nomployee Director Fee Plan and
Deferred Compensation Plan. The following table mamzes the stockased compensation expense (primarily in the Aragfjdncome te
benefits related to the stock-based compensatidrercess tax benefits (deficiencies) (in thousands)

Three Months Ended March 31,

2013 2012
Stock-based compensation (experise) $ (664, $ (1,119
Income tax benefi@ 232 436
Excess tax benefit (deficiency) from st-based compensati(® (34) (278

(:) Included in“General and administrati” costs in the accompanying Condensed Consolidatdrénts of Operation

(3) Included in“Income taxe” in the accompanying Condensed Consolidated Statsroé@perations

@ Included in *Additional paid-in capital” in the asmpanying Condensed Consolidated Statements ofgékaim Shareholdey’
Equity.

There were no capitalized stock-based compensatisis as of March 31, 2013 and December 31, 2012.

2011 Equity Incentive Plan — The Company’s Board of Directors (the “Boardiflopted the Sykes Enterprises, Incorporated 2014ty
Incentive Plan (the “2011 Plandn March 23, 2011, as amended on May 11, 201 1diaceethe number of shares of common stock avaita
4.0 million shares. The 2011 Plan was approvecbyshareholders at the May 2011 annual sharehaideesing. The 2011 Plan replaced
superseded the Company’s 2001 Equity Incentive Rlen“2001 Plan”)which expired on March 14, 2011. The outstandingra& grante
under the 2001 Plan will remain in effect untilithexercise, expiration or termination. The 201arPbermits the grant of restricted stock, s
appreciation rights, stock options and other stoaked awards to certain employees of the Compaycartain noremployees who provi
services to the Company in order to encourage ttteramain in the employment of or to faithfully pide services to the Company ant
increase their interest in the Company’s success.

Stock Appreciation Rights Stock appreciation rights (“SARsTepresent the right to receive, without paymenth® Company, a certe
number of shares of common stock, as determingtidb ompensation and Human Resource Developmenti@tea, equal to the amount
which the fair market value of a share of commatlstat the time of exercise exceeds the grant pfibe SARs are granted at the fair ma
value of the Company’s common stock on the datdhefgrant and vest ontbird on each of the first three anniversarieshef date of grar
provided the participant is employed by the Compamysuch date. The SARs have a term of 10 yeans fine date of grant. The fair value
each SAR is estimated on the date of grant usiad@tack-Scholes valuation model that uses varisgsm@ptions.

The following table summarizes the assumptions teedtimate the fair value of SARs granted:

Three Months Ended March 31,

2013 2012
Expected volatility 45.2% 47.1%
Weightec-average volatility 45.2% 47.1%
Expected dividend raf 0.0% 0.0%
Expected term (in year 5.0 4.7
Risk-free rate 0.8% 0.8%
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The following table summarizes SARs activity adizdrch 31, 2013 and for the three months then ended:

Weighted
Weighted Average Aggregate
Average Exercist Remaining Intrinsic Value
Contractual
Stock Appreciation Rights Shares (000¢ Price Term (in years) (000s)
Outstanding at January 1, 20 865 $ =
Grantec 318 $
Exercisec = $
Forfeited or expire - $
Outstanding at March 31, 2012 1,183 $ 78 $ 436
Vested or expected to vest at March 31, 20: 1,183 $ 7.8 $ 436
Exercisable at March 31, 201! 648 $ 64 $ 95
The following table summarizes information regagd®ARs granted and exercised (in thousands, exeg@AR amounts):
Three Months Ended March 31,
2013 2012
Number of SARs grante 318 259
Weighted average gre-date fair value per SA $ 6.08 3 5.97
Intrinsic value of SARs exercist $ = $ =
Fair value of SARs veste $ 1,298 $ 1,388
The following table summarizes nonvested SARs #gtas of March 31, 2013 and for the three monlientended:
Weighted
Average Grant-
Nonvested Stock Appreciation Rights Shares (000¢ Date Fair Value
Nonvested at January 1, 20 395 % 6.74
Grantec 318 % 6.08
Vested 178 $ 7.28
Forfeited or expire: - 9 -
Nonvested at March 31, 2013 535 $ 6.17

As of March 31, 2013, there was $3.3 million ofatatnrecognized compensation cost, net of estimi@teéeiitures, related to nonvested S/
granted under the 2011 Plan and 2001 Plan. Thissegpected to be recognized over a weightedsaxeperiod of 1.7 years.

Restricted Share— The Company’s Board has approved in the past, aadapprove in the future, awards of performance emgloyment-
based restricted shares (“restricted sharfes gligible participants. In some instances, whibie issuance of restricted shares has adver
consequences to the recipient, the Board will amstissue restricted stock units ("RSUs”). The rettd shares are shares of the Company
common stock (or in the case of RSUs, represergqgativalent number of shares of the Compamyommon stock) which are issued to
participant subject to (a) restrictions on transéera period of time and (b) forfeiture under e@rtconditions. The performance goals, inclu
revenue growth and income from operations targets/ide a range of vesting possibilities from 0%4.69% and will be measured at the en
the performance period. If the performance condgiare met for the performance period, the shailesest and all restrictions on the trans
of the restricted shares will lapse (or in the calsBSUs, an equivalent number of shares of the @2myls common stock will be issued to
recipient). The Company recognizes compensatioh ces of estimated forfeitures, based on the falue (which approximates the curt
market price) of the restricted shares (and RSusjhe date of grant ratably over the requisite iserperiod based on the probability
achieving the performance goals.

Changes in the probability of achieving the perfance goals from period to period will result in re@ponding changes in compense
expense. The employment-based restricted sharentyroutstanding vest orthird on each of the first three anniversarieshefdate of grar
provided the participant is employed by the Compamyuch date.
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The following table summarizes nonvested restristeates/RSUs activity as of March 31, 2013 andherthree months then ended:

Weighted

Average Grant-

Nonvested Restricted Shares and RS/ Shares (000s) Date Fair Value
Nonvested at January 1, 20 872 $ 18.25
Grantec 706 $ 15.25
Vested (20) $ 18.11
Forfeited or expirel (191) $ 23.55
Nonvested at March 31, 2013 1,367 $ 15.96

The following table summarizes information regagdirstricted shares/RSUs granted and vested (isémals, except per restricted share/
amounts):

Three Months Ended March 31,

2013 2012
Number of restricted shares/RSUs grar 706 420
Weighted average gre-date fair value per restricted share/R $ 15.25 $ 15.21
Fair value of restricted shares/RSUs ve: $ 366 $ 3,845

As of March 31, 2013, based on the probability afiaving the performance goals, there was $21.4omibf total unrecognized compensa
cost, net of estimated forfeitures, related to rmsted restricted shares/RSUs granted under theRlahland 2001 Plan. This cost is expect
be recognized over a weighted average period ofj&ats.

2004 Non-Employee Director Fee Plan — The Company’s 2004 Non-Employee Director Fee Ptha (2004 Fee Plan”)as amended ¢
May 17, 2012, provides that all new nemployee directors joining the Board will receiveiaitial grant of shares of common stock on thie
the new director is elected or appointed, the nunalbevhich will be determined by dividing $60,009 the closing price of the Company’
common stock on the trading day immediately praewpthe date a new director is elected or appointadhded to the nearest whole numbe
shares. The initial grant of shares vests in twelyeal quarterly installments, one-twelfth on tlatedof grant and an additional otveelfth or
each successive third monthly anniversary of the d& grant. The award lapses with respect to mallegted shares in the event the nol
employee director ceases to be a director of thegamy, and any unvested shares are forfeited.

The 2004 Fee Plan also provides that eachemployee director will receive, on the day aftez #innual shareholders meeting, an ar
retainer for service as a non-employee directeg (#nnual Retainer”)Prior to May 17, 2012, the Annual Retainer was 898, of whicl
$50,000 was payable in cash, and the remaindepaidsn stock. The annual grant of cash vestsun égual quarterly installments, ofairth
on the day following the annual meeting of sharéard, and an additional ofi@drth on each successive third monthly anniversérhe dat
of grant. The annual grant of shares paid to nopleyee directors prior to May 17, 2012 vests irheigqual quarterly installments, oréghtt
on the day following the annual meeting of sharéérd, and an additional oeéghth on each successive third monthly anniversétijie dat
of grant. On May 17, 2012, upon the recommendatfothhe Compensation and Human Resource Develop@emimittee, the Board adop
the Fifth Amended and Restated Non-Employee Direleeee Plan (the “Amendmentvhich increased the common stock component ¢
Annual Retainer by $30,000, resulting in a totahAal Retainer of $125,000, of which $50,000 is fdgyan cash and the remainder pai
stock. In addition, the Amendment also changedvsing period for the annual equity award, frotwa-year vesting period, to a ogeal
vesting period (consisting of four equal quarténstallments, one-fourth on the date of grant amédditional ondeurth on each success
third monthly anniversary of the date of grant)eTdward lapses with respect to all unpaid cashumvested shares in the event the nol
employee director ceases to be a director of thepemy, and any unvested shares and unpaid ca$brimieed.

In addition to the Annual Retainer award, the 26@4 Plan also provides for any nemployee Chairman of the Board to receive an aut
annual cash award of $100,000, and eachemployee director serving on a committee of therBda receive an additional annual cash av
The additional annual cash award for the Chairperdfothe Audit Committee is $20,000 and Audit Cortted membersare entitled to ¢
annual cash award of $10,000. Prior to May 20, 2@id annual cash awards for the Chairpersonseo€ttmpensation and Human Reso
Development Committee, Finance Committee and Notimgand Corporate Governance Committee were $0225@ the members of st
committees were entitled to an annual cash awa#d &G00. On
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May 20, 2011, the Board increased the additionaliahcash award to the Chairperson of the Compiensahnd Human Resource Developn
Committee to $15,000. All other additional cash migaemained unchanged.

The Board may pay additional cash compensatiomtorenemployee director for services on behalf of the loaver and above thc
typically expected of directors, including but tiatited to service on a special committee of theulo

The following table summarizes nonvested commocksshare award activity as of March 31, 2013 amdte three months then ended:

Weighted
Average Grant-
Nonvested Common Stock Share Awart Shares (000s) Date Fair Value
Nonvested at January 1, 20 13 17.18
Grantec - -
Vested (13) 17.18

Forfeited or expirel
Nonvested at March 31, 2013 -

@ BB BB

The following table summarizes information regagdscommon stock share awards granted and vestdtidiuisands, except per share a
amounts):

Three Months Ended March 31,

2013 2012
Number of share awards gran - -
Weighted average gre-date fair value per share aw: $ - $ -
Fair value of share awards ves $ 219 $ 113

As of March 31, 2013, there were no unrecognizedpgEnsation costs related to nonvested shares drsimee March 2008 under the Plan.

Deferred Compensation Plan — The Board adopted the Sykes Enterprises, Incorporabngualified Deferred Compensation Plan

“Deferred Compensation Plandh December 17, 1998 and amended on March 29, 20@®ay 23, 2006. The Deferred Compensation
which was not shareholdepproved, provides certain eligible employees thiity to defer any portion of their compensationtili the
participant’'s retirement, termination, disability death, or a change in control of the Companyn@yshe Compang common stock, tl
Company matches 50% of the amounts deferred bginesénior management participants on a quartedyshup to a total of $12,000 per y
for the president, executive vice presidents amibseice presidents and $7,500 per year for vigsigents (participants below the level of '
president are not eligible to receive matching dbuations from the Company). Matching contributicarsd the associated earnings vest o
seven year service period. Deferred compensatiayuata used to pay benefits, which are held in &iratbst, include investments in varic
mutual funds and shares of the Compangbmmon stock (See Note 8, Investments Held inbRabust.) As of March 31, 2013 a
December 31, 2012, liabilities of $5.0 million a#$f.3 million, respectively, of the Deferred Competin Plan were recorded i\tcruec
employee compensation and benefits” in the accogipgrCondensed Consolidated Balance Sheets.

Additionally, the Companyg common stock match associated with the Defermthpg@nsation Plan, with a carrying value of appratéty
$1.5 million and $1.4 million at March 31, 2013 abdcember 31, 2012, respectively, is included ine&Bury stock’in the accompanyir
Condensed Consolidated Balance Sheets.
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The following table summarizes nonvested commockséativity as of March 31, 2013 and for the thme@nths then ended:

Weighted
Average Grant-

Nonvested Common Stoc Shares (000s) Date Fair Value

Nonvested at January 1, 20 8 $ 16.98
Grantec 6 $ 15.96
Vested (6) $ 16.12
Forfeited or expire: - $ -

Nonvested at March 31, 2013 8 $ 16.86

The following table summarizes information regagdshares of common stock granted and vested (imsdmmls, except per common st
amounts):

Three Months Ended March 31

2013 2012
Number of shares of common stock grar 6 7
Weighted average gre-date fair value per common sta $ 15.96 $ 15.80
Fair value of common stock vest $ 104 $ 76
Cash used to settle the obligat $ 953 $ 161

As of March 31, 2013, there was $0.1 million ofatotinrecognized compensation cost, net of estimfudditures, related to nonves

common stock granted under the Deferred Compems&i@an. This cost is expected to be recognized awseighted average period of
years.
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Note 18. Segments and Geographic Information

The Company operates within two regions, the Anaasriand EMEA. Each region represents a reportalgmesst comprised of aggrega
regional operating segments, which portray simglesnomic characteristics. The Company aligns itnass into two segments to effecti
manage the business and support the customer @ags of every client and to respond to the demahthe Company’s global customers.

The reportable segments consist of (1) the Amerieagch includes the United States, Canada, LatimeAca, Australia and the Asia Pac
Rim, and provides outsourced customer contact neamagt solutions (with an emphasis on technical supgnd customer service) ¢
technical staffing and (2) EMEA, which includes &pe, the Middle East and Africa, and provides autsed customer contact manager
solutions (with an emphasis on technical suppodt @rstomer service) and fulfillment services. Thesswithin Latin America, India and t
Asia Pacific Rim are included in the Americas segigven the nature of the business and clientilprofzhich is primarily made up of U.S.-
based companies that are using the Company’s seririchese locations to support their custometambmanagement needs.

Information about the Company’s reportable segmisrds follows (in thousands):

Other @
Americas EMEA Consolidated

Three Months Ended March 31, 2013

Revenues?) $ 255214 $ 46,030 $ 301,244
Percentage of revenu 84.7% 15.3% 100.0%
Depreciation, ne(? $ 9,178 $ 991 $ 10,169
Amortization of intangible(® $ 3,759 $ - $ 3,759
Income (loss) from continuing operatic $ 19,522 $ 1,855 $ (11,500 $ 9,877
Other (expense), n (159 (259;
Income taxe: (3,200 (3,200
Income from continuing operations, net of ta 6,518
(Loss) from discontinued operations, net of ta(®) $ - $ - -
Net income $ 6518
Total assets as of March 31, 201 $ 1,095,70% $ 709,892 $ (885,996 $ 919,601
Three Months Ended March 31, 2012

Revenues® $ 230,087 $ 48,011 $ 278,098
Percentage of revenu 82.7% 17.3% 100.0%
Depreciation, ne(? $ 9,645 $ 989 $ 10,634
Amortization of intangible(® $ 1,861 $ - $ 1,861
Income (loss) from continuing operatic $ 26,956 $ 388 $ (12,654 $ 14,690
Other (expense), n (553 (553;
Income taxe: (3,367 (3,367
Income from continuing operations, net of ta 10,770
(Loss) from discontinued operations, net of ta(3) $ (6,302 $ (5225 (11,527
Net (loss) $ (757,
Total assets as of March 31, 2( $ 919,288 $1,085,27¢ $(1,237,568 $ 766,998

@) Other items (including corporate costs, impairmeogts, other income and expense, and income takeshown for purposes of reconciling to the Comfsoonsolidated totals

shown in the tables above for the three monthscdeierch 31, 2013 and 2012. The accounting poliofethe reportable segments are the same as thesehsz in Note 1 to tl
accompanying Condensed Consolidated Financial iB&ates. Inteisegment revenues are not material to the AmeriodsEMEA segment results. The Company evaluate
performance of its geographic segments based @nmuevand income (loss) from operations, and doegolade segment assets or other income and egptemas for manageme
reporting purpose:

(2)  Revenues and depreciation and amortization inalestelts from continuing operations on

@) Jncludes the (loss) from discontinued operatioes,af taxes, as well as the (loss) on sale of digeoed operations, net of taxes, if a
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Note 19. Other Income (Expense)

Gains and losses resulting from foreign currenangactions are recorded in “Other income (expenselhe accompanying Conden:
Consolidated Statements of Operations during thiegé which they occur. Other income (expense)sists of the following (in thousands):

Three Months Ended March 31,

2013 2012
Foreign currency transaction gains (losses) $ 234 $ (638)
Gains (losses) on foreign currency derivative imsents not designated as hed (525) (472)
Other miscellaneous income (exper 416 509
$ 125 $ (601)

Note 20. Related Party Transactions

In January 2008, the Company entered into a lease dustomer contact management center locati€ohgstree, South Carolina. The landlc
Kingstree Office One, LLC, is an entity controlleg John H. Sykes, the founder, former Chairman @higf Executive Officer and the fatl
of Charles Sykes, President and Chief Executivéc@ffof the Company. The lease payments on thee20 lpase were negotiated at or be
market rates, and the lease is cancellable atgtienoof the Company. There are significant peaalfor early cancellation which decrease
time. The Company paid $0.1 million to the landldiding both the three months ended March 31, 2032012 under the terms of the lease

37



Table of Contents

REPORT OF INDEPENDENT REGISTERED PUBLIC ACCOUNTING FIRM

To the Board of Directors and Shareholders of
Sykes Enterprises, Incorporated

400 North Ashley Drive

Tampa, Florida

We have reviewed the accompanying condensed cdaseli balance sheet of Sykes Enterprises, Incdgubrand subsidiaries (1
“Company”) as of March 31, 2013, and the relateddemsed consolidated statements of operations @mgrehensive income for the three
month periods ended March 31, 2013 and 2012, aigdsin shareholders’ equity for the threenth periods ended March 31, 2013 and :
and nine-month period ended December 31, 2012pf0dsh flows for the thremonth periods ended March 31, 2013 and 2012. Tinésem
financial statements are the responsibility of@wnpany’s management.

We conducted our reviews in accordance with thedstads of the Public Company Accounting Oversigbamd (United States). A review
interim financial information consists principalhy applying analytical procedures and making inggiiof persons responsible for financial
accounting matters. It is substantially less inpgcthan an audit conducted in accordance withtdredards of the Public Company Accoun
Oversight Board (United States), the objective dfiolh is the expression of an opinion regarding timancial statements taken a
whole. Accordingly, we do not express such an @pini

Based on our reviews, we are not aware of any mhteiodifications that should be made to such cosdd consolidated interim financ
statements for them to be in conformity with acdamgprinciples generally accepted in the Unitedt&t of America.

We have previously audited, in accordance with stendards of the Public Company Accounting OvetsiBbard (United States), t
consolidated balance sheet of the Company as oerbieer 31, 2012, and the related consolidated seatisnof operations, changes
shareholdersequity, and cash flows for the year then ended fmesented herein); and in our report dated Marc2013, we expressed
unqualified opinion on those consolidated finan@gttements. In our opinion, the information sethfdn the accompanying conden
consolidated balance sheet as of December 31, iB0faRly stated, in all material respects, in tigla to the consolidated balance sheet |
which it has been derived.

/s/ Deloitte & Touche LLP
Certified Public Accountants

Tampa, Florida
May 10, 2013
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Item 2. Management'’s Discussion and Analysis of Famcial Condition and Results of Operations

This discussion should be read in conjunction il condensed consolidated financial statementsnaiels included elsewhere in this re|
and the consolidated financial statements and niotéise Sykes Enterprises, Incorporated (“SYKESyuf,” “we” or “us”) Annual Report @
Form 1(-K for the year ended December 31, 2012, as filit tve Securities and Exchange Commission (“SEC”).

Our discussion and analysis may contain forwhroking statements (within the meaning of the Rev@ecurities Litigation Reform Act
1995) that are based on current expectations, @d#is) forecasts, and projections about SYKES, eliefs, and assumptions made by u
addition, we may make other written or oral statatee which constitute forwarlboking statements, from time to time. Words sus
“believe,” “estimate,” “project,” “expect,” “intend ,” “may,” “anticipate,” “plan,” “seek,” variations of such words, and similar express
are intended to identify such forwahlaeking statements. Similarly, statements that desoour future plans, objectives, or goals alse
forward-looking statements. These statements are not gtemauf future performance and are subject to abmrof risks and uncertaintie
including those discussed below and elsewhereignréport. Our actual results may differ materiaflpm what is expressed or forecaste
such forward-looking statements, and undue reliastoauld not be placed on such statements. All fat@oking statements are made a
the date hereof, and we undertake no obligationgdate any such forwartoking statements, whether as a result of newrnmédion, future
events or otherwise.

Factors that could cause actual results to diffextenially from what is expressed or forecastedunlsforwarclooking statements include, |
are not limited to: (i) the impact of economic resiens in the U.S. and other parts of the worljl flictuations in global business conditic
and the global economy, (iii) currency fluctuatio@s) the timing of significant orders for our giocts and services, (v) variations in the te
and the elements of services offered under ourdstatized contract including those for future burttigervice offerings, (vi) changes
applicable accounting principles or interpretationgsuch principles, (vii) difficulties or delays implementing our bundled service offeril
(viii) failure to achieve sales, marketing and athebjectives, (ix) construction delays of new opansion of existing customer coni
management centers, (x) delays in our ability twetlsp new products and services and market acceptafi new products and servic
(xi) rapid technological change, (xii) loss or atidh of significant clients, (xiii) political andauintryspecific risks inherent in conducti
business abroad, (xiv) our ability to attract aretain key management personnel, (xv) our abilitgdntinue the growth of our support sen
revenues through additional technical and custonmtact management centers, (xvi) our ability tohfer penetrate into vertically integrat
markets, (xvii) our ability to expand our globalegence through strategic alliances and selectivquisitions, (xviii) our ability to continue
establish a competitive advantage through soplaittit technological capabilities, (xix) the ultimatetcome of any lawsuits, (xx) our ability
recognize deferred revenue through delivery of potsl or satisfactory performance of services, (mui) dependence on trend tow
outsourcing, (xxii) risk of interruption of techaicand customer contact management center operstioe to such factors as fire, earthqua
inclement weather and other disasters, power fasurtelecommunication failures, unauthorized irtbms, computer viruses and ot
emergencies, (xxiii) the existence of substantiahgetition, (xxiv) the early termination of conttmdy clients, (xxv) the ability to obtain ¢
maintain grants and other incentives (tax or othisey, (xxvi)the potential of cost savings/synesgissociated with the ICT and Alp
acquisitions not being realized, or not being reall within the anticipated time period, (xxvii)kssrelated to the integration of the busine
of SYKES, ICT and Alpine and (xxviii) other risktéas which are identified in our most recent AninRaport on Form 10K, including factor
identified under the headings “Business,” “Risk Fas” and “Managements Discussion and Analysis of Financial Conditiord desults «
Operations.”

Executive Summary

We provide comprehensive customer contact managesoéutions and services to a wide range of cligmtkiding Fortune 1000 compani
mediumsized businesses, and public institutions arouedatbrld, primarily in the communications, financgdrvices, technology/consun
transportation and leisure and healthcare indsstvige serve our clients through two geographic atpeg regions: the Americas (United Ste
Canada, Latin America, Australia and the Asia Ra&im) and EMEA (Europe, the Middle East and Ad)icOur Americas and EMEA grot
primarily provide customer contact management sesv{with an emphasis on inbound technical supodtcustomer service), which inclt
customer assistance, healthcare and roadsideamesisttechnical support and product sales to dentsl customers. These services, wi
represented 98% of consolidated revenues duringhtee months ended March 31, 2013, are deliveneasugh multiple communicatic
channels encompassing phonenai, Internet, text messaging and chat. We alswige various enterprise support services in thizgedrState

39



Table of Contents

(“U.S.") that include services for our clieatinternal support operations, from technical sigffservices to outsourced corporate help
services. In Europe, we also provide fulfillmentwees including multilingual sales order procesgsiria the Internet and phone, payn
processing, inventory control, product deliveryd amoduct returns handling. Our complete serviderfg helps our clients acquire, retain
increase the lifetime value of their customer retethips. We have developed an extensive globahreath customer contact managen
centers throughout the United States, Canada, Eut@tin America, Asia, India and Africa.

Acquisition of Alpine Access, Inc.

On August 20, 2012, we completed the acquisitioAlpfne Access, Inc. (“Alpine”), a Delaware corpticm and an industry leader in the at
home agent space — recruiting, training, managinhdelivering awardvinning customer contact management services traugecured ai
proprietary virtual call center environment with @perations located in the United States and Gan&ld refer to such acquisition herein as
“Alpine acquisition.”

The Company acquired Alpine to: create significamnpetitive differentiation for quality, speed tarket, scalability and flexibility driven |
proprietary, internally-developed software, systeptecesses and other intellectual property whinlyuely overcome the challenges of the a
home delivery model; strengthen the Company’s ctirservice portfolio and go-tavarket offering while expanding the breadth of migewitt
minimal client overlap; broaden the addressablekataspportunity within existing and new verticasaell as clients; expand the address
pool of skilled labor; leverage operational bestqgtices across the Compasyglobal platform, with the potential to convert m®f its fixec
cost to variable cost; and to further enhance ttogvth and margin profile of the Company to driveagholder value. This resulted in
Company paying a substantial premium for Alpineultésg in the recognition of goodwill.

The total purchase price of $149.0 million was fethdy $41.0 million in cash on hand and borrowin§$108.0 million under our cre:
agreement with KeyBank National Association, daltéaly 3, 2012. See “Liquidity & Capital Resourcdster in this Item 2 and Note :
Borrowings, of “Notes to Condensed Consolidatedfaial Statements” for further information.

The results of operations of Alpine have been cédié in the accompanying Condensed ConsolidatadrSémt of Operations since August
2012.

Discontinued Operations

In March 2012, we sold our operations in Spain {Bganish operations’Pursuant to an asset purchase agreement dated R&r2612 and
stock purchase agreement dated March 30, 2012. Ve feflected the operating results related togherations in Spain as discontin
operations in the accompanying Condensed Consetldatatements of Operations for the three montledeMarch 31, 2012. This busin
was historically reported as part of the EMEA segime

See “Results of Operations — Discontinued Operatidater in this Item 2 for more information. Unlestherwise noted, discussions be
pertain only to our continuing operations.
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Results of Operations

The following table sets forth, for the periodsioaded, certain data derived from our Condenseds@latated Statements of Operations
certain of such data expressed as a percentaggafues (in thousands, except percentage amounts):

Three Months Ended

March 31,
2013 2012
Revenue! $ 301,244 $ 278,098
Percentage of revenu 100.0% 100.0%
Direct salaries and related co $ 203,706 $ 178,500
Percentage of revenu 67.6% 64.2%
General and administrati $ 73,733 $ 72,264
Percentage of revenu 24.5% 26.0%
Depreciation, ne $ 10,169 $ 10,634
Percentage of revenu 3.4% 3.8%
Amortization of intangible: $ 3,759 $ 1,861
Percentage of revenu 1.2% 0.7%
Impairment of lon-lived asset: - $ 149
Percentage of revenu 0.0% 0.1%
Income from continuing operatiol $ 9,877 $ 14,690
Percentage of revenu 3.3% 5.2%

The following table summarizes our revenues forpg@eods indicated, by reporting segment (in thods

Three Months Ended

March 31,
2013 2012
Americas 255,21« 84.7% $230,08 82.7%
EMEA 46,03( 15.3% 48,01: 17.3%
Consolidatec 301,24« 100.0% $278,09¢ 100.0%
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The following table summarizes certain amounts perdentages of revenues for the periods indicétedeporting segment (in thousands):

Three Months Ended

March 31,
2013 2012
Direct salaries and related cos
Americas $171,07: 67.0% $143,60: 62.4%
EMEA 32,63t 70.9% 34,89¢ 72.7%
Consolidatec $203,70¢ 67.6% $178,50( 64.2%
General and administrativ
Americas $ 51,68¢ 20.3%  $ 47,87t 20.8%
EMEA 10,54¢ 22.9% 11,73¢ 24.4%
Corporate 11,50( - 12,654 -
Consolidatec $ 73,73¢ 245% $ 72,26¢ 26.0%
Depreciation, nef
Americas $ 9,17¢ 36% $ 9,64f 4.2%
EMEA 991 2.2% 98¢ 2.1%
Consolidatec $ 10,16¢ 3.4% $ 10,63¢ 3.8%
Amortization of intangibles
Americas $ 3,75¢ 15% $ 1,861 0.7%
EMEA - 0.0% - 0.0%
Consolidatec $ 3,75¢ 12% $ 1,861 0.7%
Impairment of lon-lived assets
Americas $ - 00% $ 14¢ 0.1%
EMEA - 0.0% - 0.0%
Consolidatec $ - 0.0% $ 14¢ 0.1%

Three Months Ended March 31, 2013 Compared to Thredonths Ended March 31, 2012
Revenues

For the three months ended March 31, 2013, we rézed consolidated revenues of $301.2 million,ramaase of $23.1 million or 8.3%, fr
$278.1 million of consolidated revenues for the pamable period in 2012.

On a geographic segment basis, revenues from theriéas region, including the United States, Canhdtin America, Australia and the A
Pacific Rim, represented 84.7%, or $255.2 millifar,the three months ended March 31, 2013, comp@aré&®.7%, or $230.1 million, for t
comparable period in 2012. Revenues from the EMEgion, including Europe, the Middle East and Afriegoresented 15.3%, or $4
million, for the three months ended March 31, 2@i8npared to 17.3%, or $48.0 million, for the conafde period in 2012.

Americas’ revenues increased $25.1 million, including theitpas foreign currency impact of $0.4 million, fdhe three months end
March 31, 2013 from the comparable period in 201 remaining increase of $24.7 million was prityadiue to Alpine acquisition revent
of $26.8 million and new contract sales of $6.0lionl, partially offset by end-dlife client programs of $7.1 million and lower vahes fron
existing contracts of $1.0 million. Revenues frour offshore operations represented 42.5% of Amstievenues, compared to 48.8% for
comparable period in 2012. While operating margjeeerated offshore are generally comparable tcethoshe United States, our ability
maintain these offshore operating margins longen tis difficult to predict due to potential increascompetition for the available workfor
the trend of higher occupancy costs and costsmaftional currency fluctuations in offshore markéte weight these factors in our contir
focus to re-price or replace certain sub-profitahtget client programs.

EMEA'’s revenues decreased $2.0 million, including thetive foreign currency impact of $0.2 million, ftre three months ended March
2013 from the comparable period in 2012. The remgimlecrease of $2.2 million was primarily due twl®flife client programs of $2
million and lower volumes from existing contracfs$0.3
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million, partially offset by new contract sales®ff.4 million.

On a consolidated basis, we had 40,400 brickrandar seats as of March 31, 2013, a decrease ®&éats from the comparable perio
2012. The capacity utilization rate on a combinedi® was 73% compared to 71% in the comparabl@géni 2012. This increase v
primarily due to program ramipps coupled with seat rationalizations associatiéld tive strategic actions in connection with theiflo Quarte
2011 Exit Plan (see Note 4, Costs Associated wiihd Disposal Activities, of “Notes to Condensgdnsolidated Financial Statements”).

On a geographic segment basis, 35,100 seats weatetbin the Americas, a decrease of 100 seats thiencomparable period in 2012, .
5,300 seats were located in EMEA, a decrease ofsé@fs from the comparable period in 2012. The almtaed offshore seat count as
March 31, 2013 was 22,900, or 57%, of our totatssesn increase of 800 seats, or 4%, from the cosbpmperiod in 2012. Capacity utilizat
rates as of March 31, 2013 were 72% for the Amsrarad 82% for EMEA, compared to 71% and 72%, rdmdyg, in the comparable peri
in 2012, primarily due to seat rationalizationsocassted with the strategic actions in connectiothwihe Fourth Quarter 2011 Exit Plan.
strive to attain an 85% capacity utilization metteach of our locations.

The Company plans to add approximately 6,000 swats gross basis in 2013. Approximately 75% ofsat count is expected to be adde
the first half of 2013, with the remainder in thecand half. Total seat count on a net basis fofuthigear, however, is expected to increas
approximately 1,000 seats.

Direct Salaries and Related Costs

Direct salaries and related costs increased $2Blidm or 14.1%, to $203.7 million for the threeomths ended March 31, 2013 fr
$178.5 million in the comparable period in 2012.

On a reporting segment basis, direct salaries elated costs from the Americas segment increaséd $Rillion, including the negative forei
currency impact of $1.7 million, for the three momtended March 31, 2013 from the comparable perid2D12. Direct salaries and rela
costs from the EMEA segment decreased $2.3 miliiociuding the negative foreign currency impact$6t2 million, for the three mont
ended March 31, 2013 from the comparable peri@DiR.

In the Americas segment, as a percentage of regedirect salaries and related costs increased.@&for the three months ended Marck
2013 from 62.4% in the comparable period in 201&isTncrease of 4.6%, as a percentage of revemees primarily attributable to higt
compensation costs of 3.6% principally driven bydéo demand without a commensurate reduction inrlabsts, higher auto tow claim cost:
0.6% due to an increase in the average length eftdlvs without a commensurate increase in feesuatCanadian roadside assiste
operations, higher communication costs of 0.3%tagter other costs of 0.1%.

In the EMEA segment, as a percentage of revenuest dalaries and related costs decreased to 7faBthe three months ended March
2013 from 72.7% in the comparable period of 201RisTdecrease of 1.8%, as a percentage of revemassprimarily attributable to low
severance costs of 1.5% due to the closure ofinesii@s in connection with the Fourth Quarter 2&Klt Plan, lower billable supply costs
1.3% and lower communication costs of 0.3%, pdytiaffset by higher compensation costs of 0.9% @pally driven by lower demal
without a commensurate reduction in labor coststagher fulfillment materials costs of 0.4%.

General and Administrative

General and administrative expenses increasedndillidn, or 1.9%, to $73.7 million for the three mtbhs ended March 31, 2013 fr
$72.3 million in the comparable period in 2012.

On a reporting segment basis, general and adnatisrexpenses from the Americas segment incred3é&million, including the negati
foreign currency impact of $0.7 million, for theréle months ended March 31, 2013 from the compaméi®d in 2012. General a
administrative expenses from the EMEA segment dee $1.2 million, including the negative foreignmrency impact of $0.1 million, for ti
three months ended March 30, 2013 from the compapayiod in 2012. Corporate general and admirtisg@xpenses decreased $1.2 mi
for the three months ended March 31, 2013 fromcithraparable period in 2012. This decrease of $1lRomiwas primarily attributable -
lower legal and professional fees of $0.7 millilmwer compensation costs of $0.4 million, lower swlting costs of $0.3 million and low
other costs of $0.3 million, partially offset byghier merger and integration costs of $0.5 millielated to the Alpine acquisition.
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In the Americas segment, as a percentage of regemgemeral and administrative expenses decreas2d.486 for the three months en
March 31, 2013 from 21.0% in the comparable pemoa012. This decrease of 0.6%, as a percentagevehues, was primarily attributable
lower compensation costs of 0.4%, lower equipmedtraaintenance costs of 0.4% and lower communicatists of 0.2%, partially offset
higher software maintenance costs of 0.4%.

In the EMEA segment, as a percentage of revenumsergl and administrative expenses decreased 8862for the three months enc
March 31, 2013 from 24.4% in the comparable pemoa012. This decrease of 1.5%, as a percentagevehues, was primarily attributable
lower severance-related costs of 0.5%, lower comsgtezn costs of 0.4%, lower facilitglated costs of 0.4% and lower communication cof
0.2%, all primarily due to the closure of certaites in connection with the Fourth Quarter 2011t PXan.

Depreciation, Net
Depreciation, net was $10.1 million for the threemtiis ended March 31, 2013, compared to $10.6amilh the comparable period in 2012.
Amortization of I ntangibles

Amortization of intangibles was $3.8 million foretlihree months ended March 31, 2013, compared.®rillion in the same comparable
2012, primarily due to the additional amortizatietated to the intangible assets recorded as p#recAugust 2012 acquisition of Alpine.

I mpairment of Long-Lived Assets

We recorded a $0.1 million impairment in the Amasisegment for the three months ended March 3B. Z4de Note 5, Fair Value, of
“Notes to Condensed Consolidated Financial Statéshéor further information.

I nterest Income

Interest income was $0.3 million for the three nimgnended March 31, 2013, compared to $0.4 milllorthe comparable period in 20
reflecting lower average invested balances of @sieglbearing investments in cash and cash equigalent

I nterest (Expense)

Interest (expense) was $(0.5) million for the thmeenths ended March 31, 2013, compared to $(0.Bpmin the comparable period in 20
reflecting higher average outstanding borrowingsarily due to the August 2012 Alpine acquisition.

Other Income (Expense)

Other income, net, was $0.1 million for the threenths ended March 31, 2013, compared to other (esg)e net of $(0.6) million in tl
comparable period in 2012. The net increase inratfttome, net, of $0.7 million was primarily atwitable to an increase of $0.9 millior
realized and unrealized foreign currency transactjains, net of losses, partially offset by an éase of $0.1 million in foreign currer
forward contract losses (which were not designatetiedging instruments) and a decrease of $0.ibmik other miscellaneous income,
Other income (expense), net, excludes the cumelatanslation effects and unrealized gains (lossed)nancial derivatives that are inclut
in “Accumulated other comprehensive income” in shatders’ equity in the accompanying Condensed @mfzded Balance Sheets.

Income Taxes

Income tax expense of $3.2 million for the threenthe ended March 31, 2013, was based uporigpréook income of $9.7 million. Incor
tax expense of $3.4 million for the three monthdezhMarch 31, 2012, was based upontpsebook income of $14.1 million. The effective
rate for the three months ended March 31, 201332a8% compared to an effective tax rate of 23.8%ttie comparable period in 2012,
response to the American Taxpayer Relief Act of26iggned into law on January 2, 2013, with retiwacapplication to January 1, 2012, we
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executed offshore cash movements resulting in @ $2lion foreign withholding tax. This withholdingax, which was included in income
expense for the three months ended March 31, 20d&@ased the effective tax rate compared to treetmonths ended March 31, 2012.

(Loss) from Discontinued Operations

We sold our Spanish operations in March 2012 armbwatted for this transaction in accordance with dAetting Standards Codificati
(“ASC") 205-20 “ Discontinued Operatiofi. Accordingly, we reclassified the results of opemasi for the three months ended March 31,
to discontinued operations. The loss from discargthoperations totaled $0.8 million for the threenths ended March 31, 2012. The los
sale of discontinued operations totaled $10.7 omillior the three months ended March 30, 2012. Ther® no tax impact on the loss fr
discontinued operations or loss on sale of disooetl operations.

Net Income (L 0ss)

As a result of the foregoing, we reported inconmrfrcontinuing operations for the three months endedch 31, 2013 of $9.9 million,
decrease of $4.8 million from the comparable peiio@012. This decrease was principally attribugatal a $25.2 million increase in dir
salaries and related costs, a $1.4 million incraasgeneral and administrative expenses and a #illfbn increase in amortization

intangibles, partially offset by a $23.1 millionciease in revenues, a $0.5 million decrease inedegiion and a $0.1 million decreast
impairment of londived assets. In addition to the $4.8 million des® in income from continuing operations, we exgexred a $10.7 millic
decrease in loss on sale of discontinued operat&o6.8 million decrease in loss from discontinopdrations, a $0.7 million increase in o
income (expense) and a $0.2 million decrease ionmectaxes, partially offset by an increase in egefexpense) of $0.2 million and a decr
in interest income of $0.1 million, resulting intriecome of $6.5 million for the three months endléarch 31, 2013, an increase of $7.3 mil
compared to the comparable period in 2012.

Client Concentration

Our top ten clients accounted for approximately9%s.of our consolidated revenues in the three moetited March 31, 2013, down fr
approximately 48.9% of our consolidated revenudhérthree months ended March 31, 2012.

Total consolidated revenues included $35.3 millmml1.7%, of consolidated revenues, for the tmeaths ended March 31, 2013 from AT
Corporation, a major provider of communication gs#9 for which we provide various customer supgervices over several distinct lines
AT&T businesses. This included $34.4 million and%fillion in revenue from the Americas and EMEAspectively, for the three mon
ended March 31, 2013. Our next largest client, Wwhi@as in the financial services vertical markegaamted for $17.2 million, or 5.7%,
consolidated revenues, for the three months endedhvB1, 2013.

The total consolidated revenues for the comparpbléod as it relates to our largest client were.$3@illion, or 10.9%, of consolidat
revenues, for the three months ended March 31,.2I1i2 included $29.5 million and $0.8 million iavenue from the Americas and EM
respectively, for the three months ended March2812. Our next largest client, which was in thaficial services vertical market, accoul
for $16.8 million, or 6.0%, of consolidated reveaufr the three months ended March 31, 2012.

We have multiple distinct contracts with AT&T spdeacross multiple lines of businesses, which expeeveen 2013 and 2015. We h
historically renewed most of these contracts. Hawgthere is no assurance that these contractbevikénewed, or if renewed, will be on te
as favorable as the existing contracts. Each lifmisiness is governed by separate business teanditions and metrics. Each line of busi
also has a separate decision maker such that afiasse line of business would not necessarily ichmaur relationship with the client a
decision makers on other lines of business. The ddgor the failure to retain a significant amowfitbusiness with) any of our key cliet
including AT&T, could have a material adverse effec our performance. Many of our contracts conpanalty provisions for failure to me
minimum service levels and are cancelable by thentcht any time or on short notice. Also, clientay unilaterally reduce their use of
services under our contracts without penalty.
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Business Outlook
For the three months ended June 30, 2013, we paiticthe following financial results:

Revenues in the range of $301.0 million to $305il0an;
Effective tax rate of approximately 0O¢

Fully diluted share count of approximately 43.1limi;

Diluted earnings per share of approximately $0dl$Q.15; ant
Capital expenditures in the range of $28.0 millior$33.0 million

For the twelve months ended December 31, 2013 niveizate the following financial results:

Revenues in the range of $1,225.0 million to $1,@4%illion;
Effective tax rate of approximately 25¢

Fully diluted share count of approximately 43.1limi;

Diluted earnings per share of approximately $00%1.00; anc
Capital expenditures in the range of $55.0 millio1$65.0 million

Not included in this guidance is the impact of &myre acquisitions or share repurchase activi
Liquidity and Capital Resources

Our primary sources of liquidity are generally cdlslis generated by operating activities and frarailable borrowings under our revolvi
credit facility. We utilize these capital resourdesmake capital expenditures associated primavith our customer contact managen
services, invest in technology applications andsttm further develop our service offerings andvarking capital and other general corpo
purposes, including repurchase of our common sitw¢ke open market and to fund acquisitions. lurfeitperiods, we intend similar use:
these funds.

On August 18, 2011, our Board authorized us to lpase up to 5.0 million shares of our outstandingiroon stock (the 2011 Shar
Repurchase Program™uring the three months ended March 31, 2013, wendi repurchase any shares of our outstanding amstock
During the three months ended March 31, 2012, warohased 0.4 million common shares under the 8bbte Repurchase Program at pi
ranging from $13.85 to $15.00 per share for a totadt of $6.2 million. As of March 31, 2013, a totd 3.0 million shares have be
repurchased under the 2011 Share Repurchase Proghenshares are purchased, from time to timeutircopen market purchases o
negotiated private transactions, and the purchasebased on factors, including but not limitedtbe, stock price, management discretion
general market conditions. The 2011 Share Repuedhesyram has no expiration date. We may makeedisnary stock repurchases under
program in 2013.

During the three months ended March 31, 2013, dasheased $12.8 million from operating activities! ave used $13.1 million for capi
expenditures, $2.0 million to repay loterm debt and $0.1 million to repurchase stockmiimimum tax withholding on equity awards. ~
decrease in cash was partially offset by $22.0ianilin proceeds from the issuance of Idegn debt, $0.1 million from proceeds from gr:
and $0.1 million of other, resulting in a $9.5 moill decrease in available cash (including the unfavle effects of foreign currency excha
rates on cash of $3.7 million).

Net cash flows used by operating activities for e months ended March 31, 2013 were $12.8amjlicompared to $4.1 million provic
by operating activities for the comparable 20124qebrThe $16.9 million decrease in net cash flowsnf operating activities was due to a
decrease of $14.5 million in cash flows from asaeis liabilities and a $9.7 million decrease in4wash reconciling items such as deprecia
loss on the sale of discontinued operations anerdef income taxes, partially offset by a $7.3ignillincrease in net income. The $14.5 mil
decrease in cash flows from assets and liabilittes principally a result of a $13.2 million decreas other liabilities and a $4.9 milli
increase in accounts receivable, partially offsetal$2.7 million decrease in other assets, a $0lfmincrease in taxes payable and a !
million increase in deferred revenue. The decreéasgther liabilities is primarily due to a decredseaccrued employee compensation
benefits of $7.2 million related to the amount dimiing of bonus payments and the increase in adsorgteivable is due to the timing
receivables’ billings and subsequent paymentsadetbillings in the three months ended March 31328ver the comparable period in 2012.
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We sold our operations in Spain (the “Spanish dpera’) in March 2012. Cash flows from discontinued operadi were as follows (
thousands):

Three Months Endec

March 31, 2012
Cash (used for) provided by operating activitieslistontinued operations $ (4,530
Cash (used for) investing activities of discontiduwperation: (8,887

Cash (used for) operating activities of discontthugerations primarily represents the cash useth&éySpanish operations during the tl
months ended March 31, 2012. Cash (used for) imgestctivities of discontinued operations during three months ended March 31, 2
primarily represents the cash divested upon the sfithe Spanish operations. The sale of the Spampsrations resulted in a loss of $:
million. We do not expect the absence of the céshsf from our discontinued operations in Spain taterially affect our future liquidity a1
capital resources.

Capital expenditures, which are generally fundeddsh generated from operating activities, avadlalsh balances and borrowings avail
under our credit facilities, were $13.1 million fiwe three months ended March 31, 2013, compargd.8&million for the comparable perioc
2012, an increase of $6.3 million. In 2013, we @ptte capital expenditures in the range of $55l0om to $65.0 million, primarily for ne
seat additions principally in the Americas, maiatece and systems infrastructure.

On May 3, 2012, we entered into a $245 million tew credit facility (the “2012 Credit Agreement”yhe 2012 Credit Agreement repla
our previous $75 million revolving credit facilitgated February 2, 2010, as amended, which agreewsnterminated simultaneous v
entering into the 2012 Credit Agreement. The 201&d& Agreement is subject to certain borrowingitations and includes certain custorr
financial and restrictive covenants. At March 3012, we were in compliance with all loan requiretsesf the 2012 Credit Agreement and
$111.0 million of outstanding borrowings under tfégility, with an average daily utilization of $21million for the three months enc
March 31, 2013 (none in the comparable period ib220During the three months ended March 31, 288related interest expense, exclu
amortization of deferred loan fees, under our ¢ragieements was $0.3 million, which representegighted average interest rate of 1.4¥%
the three months ended March 31, 2013 (none icdh®parable period in 2012).

The 2012 Credit Agreement includes a $184 milliiaraate-currency sub-facility, a $10 million swiimg subfacility and a $35 million lett:
of credit subfacility, and may be used for general corporategpses including acquisitions, share repurchasegkingp capital support a
letters of credit, subject to certain limitatiolge are not currently aware of any inability of éemders to provide access to the full commitr
of funds that exist under the 2012 Credit Agreemiémtecessary. However, there can be no assuthatesuch facility will be available to 1|
even though it is a binding commitment of the ficiahinstitutions. The 2012 Credit Agreement wilhtare on May 2, 2017.

Borrowings under the 2012 Credit Agreement will iederest at either LIBOR or the base rate plosach case, an applicable margin b
on our leverage ratio. The applicable interest walibe determined quarterly based on our leveragie at such time. The base rate is a rat
annum equal to the greatest of (i) the rate ofr@sieestablished by KeyBank, from time to time,tas‘prime rate”; (i) the Federal Fun
effective rate in effect from time to time, plug Bf 1% per annum; and (iii) the thapplicable LIBOR rate for one month interest pesiqulu:
1.00%. Swingline loans will bear interest only la¢ tase rate plus the base rate margin. In additierare required to pay certain custon
fees, including a commitment fee of 0.175%, whigldile quarterly in arrears and calculated on tleeage unused amount of the 2012 C
Agreement.

The 2012 Credit Agreement is guaranteed by allunfexisting and future direct and indirect matetdab. subsidiaries and secured by a pl
of 100% of the non-voting and 65% of the votingitastock of all of our direct foreign subsidiasiand those of the guarantors.

In April 2012, we received an assessment for thea@&n 20032006 audit for which we filed a Notice of ObjectionJuly 2012. This proce
will allow us to submit the case to the U.S. anch&@ia Competent Authority for ultimate resolutiors required by the Notice of Object
process, we paid mandatory security deposits imtheunt of $14.6 million to the Canadian taxinghauities during 2012. In January 2013,
received a partial

47



Table of Contents

assessment for the Canadian 2007 audit and pai@ahadian Revenue Agency an additional securitpsiepf $0.3 million for the 2007 ti
year. These deposits are includec‘Deferred charges and other assedtsthe accompanying Condensed Consolidated BalSheets as
March 31, 2013 and December 31, 2012. Althoughotliteome of examinations by taxing authorities igasls uncertain, we believe we
adequately reserved for these audits and thatutimolis not expected to have a material impactboon financial condition and results
operations.

As of March 31, 2013, we had $177.8 million in castd cash equivalents, of which approximately 97@%$173.9 million, was held
international operations and is deemed to be indely reinvested offshore. These funds may beesxilip additional taxes if repatriated to
United States, including withholding tax applied thye country of origin and an incremental U.S. meotax, net of allowable foreign 1
credits. There are circumstances where we may ael@mo repatriate some of the cash and cash dgnotgeheld by our international operati
due to country restrictions. We do not intend narently foresee a need to repatriate these fulisexpect our current domestic cash le
and cash flows from operations to be adequate &t @ domestic anticipated working capital ne@dduding investment activities such
capital expenditures and debt repayment for thé tweadve months and the foreseeable future. Addiitily, we expect our current foreign c
levels and cash flows from foreign operations toaoequate to meet our foreign anticipated workiagital needs, including investm
activities such as capital expenditures for the heglve months and the foreseeable future.

If we should require more cash in the U.S. thgordvided by our domestic operations for significdistcretionary unforeseen activities suc
acquisitions of businesses and share repurchagespuld elect to repatriate future foreign earniags/or raise capital in the U.S thro
additional borrowings or debt/equity issuances.sEhalternatives could result in higher effective ates, interest expense and/or dilutio
earnings. We have borrowed funds domestically amdiue to have the ability to borrow additionahdis domestically at reasonable inte
rates.

Our cash resources could also be affected by varniglks and uncertainties, including, but not leditto the risks described in our Anr
Report on Form 10-K for the year ended DecembefB12.

Off-Balance Sheet Arrangements and Other

At March 31, 2013, we did not have any material p@rcial commitments, including guarantees or stgrmaipurchase obligations, or ¢
relationships with unconsolidated entities or ficiah partnerships, including entities often refdrte as structured finance or special pur
entities or variable interest entities, which woblave been established for the purpose of fadilgabff-balance sheet arrangements or ¢
contractually narrow or limited purposes.
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Contractual Obligations

The following table summarizes the material chartgesur contractual cash obligations as of MarchZ813, and the effect these obligati
are expected to have on liquidity and cash floiutare periods (in thousands):

Payments Due By Perioc

Less Than After 5
Total 1 Year 1-3 Years 3-5 Years Years Other
Operating leased) $  6,64( $ 1,102 $ 3,75¢ $ 1,38( $ 405 $ -
Purchase obligatior(? 7,621 2,19: 4,99: 43¢ - -
Long-term deb ) 20,00( - - 20,00( - -
$ 34,26 $ 3,29¢ $ 8,74¢ $ 21,81¢ $ 408 $ -

1) Amounts represent the expected cash payments oodeperating lease

) Purchase obligations include agreements to purchasds or services that are enforceable and legatiging on us and that specify all significantnter including: fixed ¢
minimum quantities to be purchased; fixed, minimoimvariable price provisions; and the approximatery of the transaction. Purchase obligations @delagreements that
cancelable without penalt

3) Longterm debt (See Note 11 to the accompanying Conde@sesolidated Financial Statements), which remtssadditional borrowings under our revolving ctddcility since
December 31, 201:

Except for the contractual obligations mentionedvah there have not been any material change®toutstanding contractual obligations fi
the disclosure in our Annual Report on Form 10-Ktfee year ended December 31, 2012.

Critical Accounting Policies and Estimates

See “Item 7. Management's Discussion and AnalysEimancial Condition and Results of Operationsbur Annual Report on Form 10for
the year ended December 31, 2012 filed on Mar@®13 for a discussion of our critical accountindigges and estimates.

There have been no material changes to our craimabunting policies and estimates in 2013.
New Accounting Standards Not Yet Adopted

In March 2013, the FASB issued ASU 2013-0Bdreign Currency Matters (Topic 830) — ParenfAccounting for the Cumulative Translat
Adjustment upon Derecognition of Certain Subsidisror Groups of Assets within a Foreign Entity dram Investment in a Forei
Entity” (“ASU 2013-05"). The amendments in ASU 2013-05
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indicates that a cumulative translation adjustn{f8§@TA”) is attached to the parestinvestment in a foreign entity and should beasdel in

manner consistent with the derecognition guidanténeestments in entities. Thus, the entire amaifirthe CTA associated with the fore
entity would be released when there has been ao$alesubsidiary or group of net assets within @i entity and the sale represents
substantially complete liquidation of the investinanthe foreign entity, a loss of a controllingdincial interest in an investment in a fore
entity (i.e., the foreign entity is deconsolidated) a step acquisition for a foreign entity (iwhen an entity has changed from applying
equity method for an investment in a foreign entiityonsolidating the foreign entity). ASU 20@38-does not change the requirement to re
a pro rata portion of the CTA of the foreign entibfo earnings for a partial sale of an equity rdtlinvestment in a foreign entity. T
amendments in ASU 20135 are effective prospectively for fiscal yearsdanterim reporting periods within those years) ihamg afte
December 15, 2013. The amendments should be applgspectively to derecognition events occurringgrathe effective date. We do

expect the adoption of ASU 2013-05 to materiallp&ot our financial condition, results of operatiamsl cash flows.

Unless we need to clarify a point to readers, werefrain from citing specific section referenaghen discussing the application of accour
principles or addressing new or pending accoumtitg changes.

U.S. Healthcare Reform Acts

In March 2010, the President of the United Staigisesl into law comprehensive healthcare reformslagon under the Patient Protection
Affordable Care Act and the Health Care and EdocaRReconciliation Act (the “Acts”)The Acts contain provisions that could materi
impact our healthcare costs in the future, thusesbly affecting our profitability. We are currgnévaluating the potential impact of the £
on our financial condition, results of operatiomsl @ash flows.

ltem 3. Quantitative and Qualitative Disclosures Alout Market Risk
Foreign Currency Risk

Our earnings and cash flows are subject to fluzinatdue to changes in currency exchange ratesaré/exposed to foreign currency exchz
rate fluctuations when subsidiaries with functiooalrencies other than the U.S. Dollar (“USDQi)e translated into our USD consolid:
financial statements. As exchange rates vary, thesdts, when translated, may vary from expeatatiand adversely impact profitability. 1
cumulative translation effects for subsidiariesngsfunctional currencies other than the U.S. Dolae included in Accumulated othe
comprehensive income (loss)” in shareholders’ ggitovements in notJ.S. Dollar currency exchange rates may negatieelpositively
affect our competitive position, as exchange ratnges may affect business practices and/or pratiagegies of non-U.S. based competitors.

We employ a foreign currency risk management progthat periodically utilizes derivative instrumerits protect against unanticipa
fluctuations in earnings and cash flows causeddigtiity in foreign currency exchange (“FXtates. Option and forward derivative contr
are used to hedge intercompany receivables andiemyand other transactions initiated in the Whi¢ates, that are denominated in a for
currency. Additionally, we employ FX contracts tedge net investments in foreign operations.

We serve a number of U.Based clients using customer contact managemeteraaapacity in The Philippines, Canada and Costa, Rvhict
are within our Americas segment. Although the cacts with these clients are priced in USDs, a suibistl portion of the costs incurred
render services under these contracts are denadiimaPhilippine Pesos (“PHP”), Canadian Dollarg] €osta Rican Colones (“CRCWhich
represent FX exposures. Additionally, our EMEA seginservices clients in Hungary and Romania whieeecbntracts are priced in Eu
(“EUR"), with a substantial portion of the costgimred to render services under these contracsntieated in Hungarian Forints (“HUF&nc
Romanian Leis (“RON").

In order to hedge a portion of our anticipated déslv requirements denominated in PHP, CRC, HUF B@N we had outstanding forw:
contracts and options as of March 31, 2013 withntenparties through January 2014 with notional am®udotaling $135.5 million. As

March 31, 2013, we had net total derivative asastociated with these contracts with a fair valu$2o04 million, which will settle within th
next 12 months. If the USD was to weaken againstRHP and CRC and the EUR was to weaken againsilfreand RON by 10% fro
current periodend levels, we would incur a loss of approximat®ly.0 million on the underlying exposures of theiwdgive instrument:
However, this loss would be mitigated by correspogdains on the underlying exposures.
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We entered into forward exchange contracts withonat amounts totaling $32.7 million to hedge meteistments in our foreign operatic
The purpose of these derivative instruments isrtgept against the risk that the net assets ohiceforeign subsidiaries will be advers
affected by changes in exchange rates and ecorexpisures related to our foreign currebaged investments in these subsidiaries.
March 31, 2013, the fair value of these derivatiwes a net receivable of $0.4 million. The potdrtas in fair value at March 31, 2013,
these contracts resulting from a hypothetical 108seese change in the foreign currency exchanges riateapproximately $3.2 millio
However, this loss would be mitigated by correspogdains on the underlying exposures.

We also entered into forward exchange contracts mgtional amounts totaling $39.8 million that are designated as hedges. The purpo
these derivative instruments is to protect agaistvolatility pertaining to intercompany receivabland payables, and other assets
liabilities that are denominated in currencies otfiean our subsidiariesunctional currencies. As of March 31, 2013, thi fealue of thes
derivatives was a net payable of $0.7 million. Plogential loss in fair value at March 31, 2013, fese contracts resulting from a hypothe
10% adverse change in the foreign currency exchaates is approximately $5.0 million. However, thiss would be mitigated |
corresponding gains on the underlying exposures.

We evaluate the credit quality of potential coup#gties to derivative transactions and only emi&s contracts with those considered to |
minimal credit risk. We periodically monitor charsg® counterparty credit quality as well as ourcaniration of credit exposure to individ
counterparties.

We do not use derivative financial instrumentsdpeculative trading purposes, nor do we hedgeareign currency exposure in a manner
entirely offsets the effects of changes in foredgnhange rates.

As a general rule, we do not use financial instnoimi¢o hedge local currency denominated operatipgreses in countries where a nat
hedge exists. For example, in many countries, nevdrom the local currency services substantiaffgets the local currency denoming
operating expenses.

Interest Rate Risk

Our exposure to interest rate risk results fromalde debt outstanding under our revolving creditility. We pay interest on outstand
borrowings at interest rates that fluctuate bagmthichanges in various base rates. As of Marcl2@13, we had $111.0 million in borrowir
outstanding under the revolving credit facility.98d on our level of variable rate debt outstandindng the three months ended March
2013, a ongoint increase in the weighted average interest mahich generally equals the LIBOR rate plus apliagble margin, would ha
had a $0.2 million impact on our results of openadi

We have not historically used derivative instrunsgntmanage exposure to changes in interest rates.
Fluctuations in Quarterly Results

For the year ended December 31, 2012, quarterBngss as a percentage of total consolidated anengthiues were approximately 25%, 2
25% and 27%, respectively, for each of the respeaguarters of the year. We have experienced afidigate that in the future we w
experience variations in quarterly revenues. Thétians are due to the timing of new contracts eertewal of existing contracts, the tim
and frequency of client spending for customer ctintaanagement services, nonS. currency fluctuations, and the seasonal pattd
customer contact management support and fulfillrsentices.
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Iltem 4. Controls and Procedures

As of March 31, 2013, under the direction of ourietlexecutive Officer and Chief Financial Officewe evaluated the effectiveness of
design and operation of our disclosure controls pmottedures, as defined in Rule 1345¢e) under the Securities Exchange Act of 193
amended. Our disclosure controls and proceduredemigned to provide reasonable assurance thatfdrenation required to be disclosec
our SEC reports is recorded, processed, summasrddreported within the time period specified bg BECS rules and forms, and
accumulated and communicated to management, imgualir Chief Executive Officer and Chief Finandifficer, as appropriate to allc
timely decisions regarding required disclosure. &acluded that, as of March 31, 2013, our disclsuntrols and procedures were effec
at the reasonable assurance level.

There were no changes in our internal controls &imancial reporting during the quarter ended Ma3&h2013 that have materially affectec
are reasonably likely to materially affect, oureimal controls over financial reporting, except foe change discussed und&hange i
Internal Control over Financial Reporting” below.

Change in Internal Control over Financial Reporting

On August 20, 2012, we acquired Alpine. We havelusbad Alpine from our assessment of the effectigsnef our internal control ov
financial reporting as of March 31, 2013 as weangently integrating policies, processes, peadglehnology and operations for the comb
companies. Management will continue to evaluateimernal control over financial reporting as wesente our integration activities.

Part Il. OTHER INFORMATION
Item 1. Legal Proceedings

From time to time, we are involved in legal acti@mising in the ordinary course of business. Wéspect to these matters, we believe the
have adequate legal defenses and/or provided aiegceruals for related costs such that the ulBratcome will not have a material adw
effect on our future financial position or resuwfsoperations.

Item 1A. Risk Factors

For risk factors, see Item 1A, “Risk Factors,” afrdAnnual Report on Form 1K-for the year ended December 31, 2012 filed ondddr
2013.

52



Table of Contents

Item 2. Unregistered Sales of Equity Securities andse of Proceeds

Below is a summary of stock repurchases for theettmonths ended March 31, 2013 (in thousands, exavepage price per share). See |
14, Earnings Per Share, of “Notes to Condenseddlidased Financial Statements” for information netiag our stock repurchase program.

Total Total Number of Maximum Number
Number of Average Shares Purchase: of Shares That May
Shares Price as Part of Publicly Yet Be Purchased
Paid Per Announced Plans Under Plans or
. Purchased

Period (1) Share or Programs Programs
January 1, 201- January 31, 201 > $ = = 1,969
February 1, 201- February 28, 201 - $ - - 1,969
March 1, 201: March 31, 201: - $ = = 1,969
Total - - 1,969

(1) All shares purchased as part of the repurchasemulblicly announced on August 18, 2011. Total nundfeshares approved for repurchase under the R&plrchase Plan w
5.0 million with no expiration date. All of the gies available under the repurchase plan publiaipanced on August 5, 2002 have been repurch

Item 3. Defaults Upon Senior Securities
None.

Item 4. Mine Safety Disclosures

Not Applicable.

Item 5. Other Information

None.
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Iltem 6. Exhibits

The following documents are filed as an exhibitiis Report:

15 Awareness lette

31.1 Certification of Chief Executive Officer, pursuantRule 13-14(a).
31.2 Certification of Chief Financial Officer, pursuantRule 13-14(a).
32.1 Certification of Chief Executive Officer, pursuant18 U.S.C. 8135(
32.2 Certification of Chief Financial Officer, pursuant18 U.S.C. §135(

101.INS XBRL Instance Documer

101.SCH XBRL Taxonomy Extension Schema Docum

101.CAL XBRL Taxonomy Extension Calculation Linkbase Docuntr
101.LAB XBRL Taxonomy Extension Label Linkbase Docum
101.PRE XBRL Taxonomy Extension Presentation Linkbase Doent
101.DEF XBRL Taxonomy Extension Definition Linkbase Docurt
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SIGNATURE

Pursuant to the requirements of the Securities &xgh Act of 1934, the registrant has duly causiedréiport to be signed on its behalf by
undersigned thereunto duly authorized.

SYKES ENTERPRISES, INCORPORATED
(Registrant

Date: May 10, 2013 By: /s/ W. Michael Kipphu
W. Michael Kipphut
Executive Vice President and Chief Financial Office
(Principal Financial and Accounting Office
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Exhibit

Number

15

311
31.2
32.1
32.2
101.INS
101.SCH
101.CAL
101.LAB
101.PRE
101.DEF

EXHIBIT INDEX

Awareness lette

Certification of Chief Executive Officer, pursuantRule 13-14(a).
Certification of Chief Financial Officer, pursuaotRule 13-14(a).
Certification of Chief Executive Officer, pursuant18 U.S.C. §135(
Certification of Chief Financial Officer, pursuant18 U.S.C. §135(
XBRL Instance Documer

XBRL Taxonomy Extension Schema Docum

XBRL Taxonomy Extension Calculation Linkbase Docuntr

XBRL Taxonomy Extension Label Linkbase Docum

XBRL Taxonomy Extension Presentation Linkbase Doent
XBRL Taxonomy Extension Definition Linkbase Docun
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Exhibit 15
May 10, 2013

Sykes Enterprises, Incorporated
400 North Ashley Drive
Tampa, FL 33602

We have reviewed, in accordance with the standairtise Public Company Accounting Oversight Boarai(eld States), the unaudited inte
financial information of Sykes Enterprises, Incagted and subsidiaries for the three month peresdied March 31, 2013 and 2012 anc
nine month period ended December 31, 2012, asatetian our report dated May 10, 2013; becauseiveat perform an audit, we expres
no opinion on that information.

We are aware that our report referred to abovechvisi included in your Quarterly Report on FormQ@er the quarter ended March 31, 2(
is incorporated by reference in Registration StateniNos. 333-23681, 333-76629, 333-88359, 333-73388-125178 and 33B78670 o
Form S-8.

We also are aware that the aforementioned reparsupnt to Rule 436(c) under the Securities AcL®83, is not considered a part of
Registration Statement prepared or certified bgp@rountant or a report prepared or certified bp@ountant within the meaning of Sectiol
and 11 of that Act.

/sl Deloitte & Touche LLP

Certified Public Accountants
Tampa, Florida



EXHIBIT 31.1

CERTIFICATION OF CHIEF EXECUTIVE OFFICER
PURSUANT TO RULE 13a-14(a)

I, Charles E. Sykes, certify that:
1. | have reviewed this quarterly report on FormQ0f Sykes Enterprises, Incorporated;

2. Based on my knowledge, this report does notatorany untrue statement of a material fact or amgitate a material fact necessary tor
the statements made, in light of the circumstanoeler which such statements were made, not misigadih respect to the period coverec
this report;

3. Based on my knowledge, the financial statememtd,other financial information included in théport, fairly present in all material resp
the financial condition, results of operations aadh flows of the company as of, and for, the gsrigresented in this report;

4. The company other certifying officer(s) and | are responsifdleestablishing and maintaining disclosure cdstemd procedures (as defil
in Exchange Act Rules 13a-15(e) and 15d-15(e))iatetnal control over financial reporting (as defihin Exchange Act Rules 13&(f) anc
15d-15(f)) for the company and have:

(@) Designed such disclosure controls and procedumesawsed such disclosure controls and procedurédm tdesigned under ¢
supervision, to ensure that material informatidatneg to the company, including its consolidatedsidiaries, is made known to
by others within those entities, particularly dgrihe period in which this report is being prepa

(b) Designed such internal control over financial réjpgr or caused such internal control over finaheporting to be designed uni
our supervision, to provide reasonable assurangardiang the reliability of financial reporting aride preparation of financ
statements for external purposes in accordancegeitierally accepted accounting princip

(c) Evaluated the effectiveness of the comparisclosure controls and procedures and presémtihis report our conclusions ab
the effectiveness of the disclosure controls amutgutures, as of the end of the period covered lsy réport based on su
evaluation; an

(d) Disclosed in this report any change in the canys internal control over financial reporting theccurred during the compay’
most recent fiscal quarter (the companjourth fiscal quarter in the case of an annupbm® that has materially affected, o
reasonably likely to materially affect, the comp’s internal control over financial reporting; &

5. The companyg other certifying officer(s) and | have disclosédsed on our most recent evaluation of internaltrob over financie
reporting, to the company’s auditors and the aadinmittee of the company’board of directors (or persons performing theiveden:
functions):

(a) All significant deficiencies and material weakses in the design or operation of internal cbmiver financial reporting which a
reasonably likely to adversely affect the compamygity to record, process, summarize and repparfcial information; and

(b) Any fraud, whether or not material, that invedvmanagement or other employees who have a sigmifiole in the company’interna
control over financial reporting.

Date: May 10, 201

/sl Charles E. Sykes

Charles E. Sykes, President, Chief Executive Offial Directa



EXHIBIT 31.2

CERTIFICATION OF CHIEF FINANCIAL OFFICER
PURSUANT TO RULE 13a-14(a)

I, W. Michael Kipphut, certify that:
1. | have reviewed this quarterly report on FormQ0f Sykes Enterprises, Incorporated;

2. Based on my knowledge, this report does notatorany untrue statement of a material fact or amgitate a material fact necessary tor
the statements made, in light of the circumstanoeler which such statements were made, not misigadih respect to the period coverec
this report;

3. Based on my knowledge, the financial statememtd,other financial information included in théport, fairly present in all material resp
the financial condition, results of operations aadh flows of the company as of, and for, the gsrigresented in this report;

4. The company other certifying officer(s) and | are responsifdleestablishing and maintaining disclosure cdstemd procedures (as defil
in Exchange Act Rules 13a-15(e) and 15d-15(e))iatetnal control over financial reporting (as defihin Exchange Act Rules 13&(f) anc
15d-15(f)) for the company and have:

(@) Designed such disclosure controls and procedumesawsed such disclosure controls and procedurédm tdesigned under ¢
supervision, to ensure that material informatidatneg to the company, including its consolidatedsidiaries, is made known to
by others within those entities, particularly dgrihe period in which this report is being prepa

(b) Designed such internal control over financial réjpgr or caused such internal control over finaheporting to be designed uni
our supervision, to provide reasonable assurangardiang the reliability of financial reporting aride preparation of financ
statements for external purposes in accordancegeitierally accepted accounting princip

(c) Evaluated the effectiveness of the comparisclosure controls and procedures and presémtihis report our conclusions ab
the effectiveness of the disclosure controls amutgutures, as of the end of the period covered lsy réport based on su
evaluation; an

(d) Disclosed in this report any change in the canys internal control over financial reporting theccurred during the compay’
most recent fiscal quarter (the companjourth fiscal quarter in the case of an annupbm® that has materially affected, o
reasonably likely to materially affect, the comp’s internal control over financial reporting; &

5. The companyg other certifying officer(s) and | have disclosédsed on our most recent evaluation of internaltrob over financie
reporting, to the company’s auditors and the aadinmittee of the company’board of directors (or persons performing theiveden:
functions):

(a) All significant deficiencies and material weakses in the design or operation of internal cbmiver financial reporting which a
reasonably likely to adversely affect the compamygity to record, process, summarize and repparfcial information; and

(b) Any fraud, whether or not material, that invedvmanagement or other employees who have a sigmifiole in the company’interna
control over financial reporting.

Date: May 10, 201

/sl W. Michael Kipphut

W. Michael Kipphut, Executive Vice President andeEirinancial Office



EXHIBIT 32.1

CERTIFICATION OF CHIEF EXECUTIVE OFFICER
PURSUANT TO 18 U.S.C. SECTION 1350

In connection with the Quarterly Report of Sykegdeprises, Incorporated (the “Company”) on FormQ@er the period ended March:
2013 as filed with the Securities and Exchange Cmsion on the date hereof (the “Reportl),Charles E. Sykes, President and C
Executive Officer of the Company, certify, pursutnil8 U.S.C. Section 1350:

(1) The Report fully complies with the requiremeotsection 13(a) or 15(d) of the Securities ExgfeAct of 1934; and

(2) The information contained in the Report faiggesents, in all material respects, the financtaidition and results of operations of
Company.

Date: May 10, 2013 By: /s/ Charles E. Sykes

Charles E. Syke
President and Chief Executive Officer and Diret

A signed original of this written statement reqditgy Section 906 has been provided to the Compadydll be retained by the Company
furnished to the Securities and Exchange Commissidts staff upon request.



EXHIBIT 32.2

CERTIFICATION OF CHIEF FINANCIAL OFFICER
PURSUANT TO 18 U.S.C. SECTION 1350

In connection with the Quarterly Report of Sykegdeprises, Incorporated (the “Company”) on FormQ@er the period ended March :
2013 as filed with the Securities and Exchange Cmsion on the date hereof (the “Report))W. Michael Kipphut, Executive Vice Presid
and Chief Financial Officer of the Company, certifyrsuant to 18 U.S.C. Section 1350:

(1) The Report fully complies with the requiremeotsection 13(a) or 15(d) of the Securities ExgfeAct of 1934; and

(2) The information contained in the Report faiggesents, in all material respects, the financtaidition and results of operations of
Company.

Date: May 10, 2013 By: /s/ W. Michael Kipphut

W. Michael Kipphut
Executive Vice President and Chief Financial Office
(Principal Financial and Accounting Office

A signed original of this written statement reqditgy Section 906 has been provided to the Compadydll be retained by the Company
furnished to the Securities and Exchange Commissidts staff upon reques



