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IMMENSE OPPORTUNITIES.

In business, critical decisions are made every day around hundreds 
of technology-related issues like outsourcing. These decisions create
opportunities, transform companies, and alter industries. With every 
new business issue, every new approach, every new technology, the 
demand for Gartner products and services will grow.
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OUTSOURCING

02

0304

05

01
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05 News
Executive Producer
United States

25 years of experience
producing network news 
and interactive media

���$�		
���&�"0
	�
04 Community
Director EXP Research Worldwide
Australia

Set outsourcing agenda with 
CIOs around the world

�"�$�	�1,�2*

02 Consulting
Vice President Outsourcing 
United Kingdom

20 years of 
consulting experience

��#$"��)/
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03 Measurement
Senior Director Outsourcing
United States

Created Gartner 
outsourcing benchmark 
assessment methodology

�

DEEP UNDERSTANDING. 

Making the best decisions requires a deep understanding 
of the issues. Where technology meets business, no one 
has a deeper understanding than Gartner. No one has a 
more qualified independent team of experts to help leaders
transform technology issues into business opportunities.

�$	"���&'
	
01 Research
Managing Vice President Outsourcing
United States

19 years of IT management 
and outsourcing experience
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OUTSOURCING

Consulting

MeasurementCommunity

News

Research

05 

+!
Talking Technology 
Outsourcing Series
A monthly audio series
presenting interviews that delve
into critical outsourcing issues.

Outsourcing Microsite
A dedicated Web site featuring
tools, research, and insights
covering every phase of the
strategic sourcing lifecycle.

Outsourcing Handbook
Strategic Sourcing: The Book, 
a quick-read primer for
organizations considering 
or involved in outsourcing.

04 �&%%,	$�2
Gartner EXP
Exclusive to CIOs—Research 
and conferences offering
personalized support on 
outsourcing and IT issues.

Symposium/ITxpo 
The Gartner global flagship
conference provides IT and 
other business professionals 
the 360 degree view necessary 
to implement a successful
outsourcing strategy.

IT Services and 
Outsourcing Summit
An Industry defining conference
and trade show focused on 
sharing unbiased sourcing
research and best practices.

Outsourcing Local Briefings
Regional events that provide 
local access to Gartner 
outsourcing analysts.

Outsourcing Global 
Best Practices Groups 
A worldwide community of peers
facilitated by Gartner to solve
outsourcing problems and related
business challenges.

02 �&	!,*�$	-
Outsourcing Strategy Workshop
An onsite outsourcing team helps
clients make effective decisions
about outsourcing strategy and
implementation in order to 
achieve business objectives.

Fast-Track Engagement
Fast-Track combines vendor
evaluation, selection, contract
development, and negotiation
phases into a rapid process that
halves the time a traditional RFP
based approach would take.

Outsourcing 
Management Workshop
An onsite workshop to manage
internal and external resources
through changing requirements
and to ensure alignment with
business objectives. 
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Total IT Outsourcing 
Expenditure Assessment 
A comparative evaluation of
performance in key IT areas 
that identifies opportunities 
for improvement. 

IT Outsourcing 
Financial Assessment 
An evaluation of the price and
quality of outsourced services
being provided by a service
provider. 

IT Outsourcing Competitive 
Bid Assessment 
A market-price evaluation of 
the IT services being provided 
by a service provider.

6

COMPREHENSIVE  PRODUCTS.

When an issue arises, we tackle it from every conceivable angle:
Business strategy. Benefits and risks. Industry trends. Measurement
and benchmarking. Comparative evaluations. Long-term outlook.
Short-term imperatives. Gartner teams develop the products needed
for a comprehensive approach. Gartner clients move forward faster,
informed on the issues, equipped for the opportunities.

Below are some of the outsourcing services we deliver worldwide 
by combining the power of our five global competencies: Research, 
Consulting, Measurement, Community, and News.

01 �
!
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Gartner Strategic 
Sourcing Research
Objective research focused on 
the Strategic Sourcing Lifecycle
from strategy development
through ongoing management.

GartnerG2 Business Process
Outsourcing (BPO) Research
Unbiased research on aligning
business strategy with BPO
strategy and insight into BPO 
by vertical industry.

Gartner Dataquest 
Outsourcing Research
Industry-specific outsourcing
statistics, forecasts, and analysis.

Outsourcing Advisory Services
Access to Gartner outsourcing
analysts for enterprise-specific
strategic sourcing assistance.  
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Singapore
Gartner assists
a leading South-
east Asian bank
with outsourcing
its IT infrastructure 
in a (SGD) $1.2 
billion deal that
will result in
significant savings.
It’s the largest out-
sourcing deal ever
done in the region.

Sydney, Australia
Gartner renegotiates a $4 billion
outsourcing contract for a leading
Asia/Pacific services firm. The result:
a substantial cost savings and a
contract that is better-suited to 
the client's needs.

8

GLOBAL REACH.

Gartner services are deployed through our extensive global
network of analysts, consultants, and product experts. With
offices in more than 50 countries, we have strong relationships
with more than 10,000 clients of all sizes, including the world's
leading corporations and governments.

San Diego, USA
Upon completion of a 360
degree assessment of a local
California government’s
existing infrastructure,
Gartner wins a seven-year
contract by recommending
that the client fully outsource
its IT and telecom services to
the private sector.

Frankfurt, Germany
Gartner helps a leading
telecommunications
company negotiate a
flexible long-term
outsourcing contract. It
includes state-of-the-art
technology and services
that can be adjusted to
meet changing business
conditions.

Sao Paulo, Brazil
Gartner works with a 
major Brazilian enterprise on
outsourcing its country-wide
telecom infrastructure and
network.The project includes 
a feasibility analysis, financial
engineering, service provider
selection, and a governance
structure.
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Gartner is one of the few companies in the technology

sector that can report to its shareholders with optimism

this year. We are an exception for one simple reason:

our business works whenever executives seek to make

rational decisions about technology. 

For the second consecutive year—and in this second

year of the global technology downturn—I am pleased

to report that Gartner has delivered a remarkable

performance. We are on plan. We have an extremely

capable management team. And we have crafted a

practical strategy that will take full advantage of our

expanding market opportunities. We are well on our

way to the next phase of growth. 

4

MICHAEL D. FLEISHER
Chairman & CEO
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Likewise, GartnerG2, our research product for business professionals, more than doubled its revenues in
2002, and Gartner Invest, our research product for investment professionals, achieved double-digit growth.

These businesses share something in common: they earn a premium in their market by repurposing 
our proprietary research for a specific audience, thereby making it more valuable. Our future growth 
will be founded on that product strategy, propelled by a determined sales effort. 

���
	"$	-��'
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We will continue to package products and services from across our competencies to make them more
relevant and accessible to professionals with specific roles in large organizations. In late 2002, we
launched three premium-priced membership services with customized Web portals aimed at technology
Architects and Planners, Telecom Managers, and Investment Professionals. Throughout 2003, our plan is
to create an additional series of "bundled" packages for professionals in similarly defined roles. Compared
to the $11,000 price of a regular research seat, these individual memberships range in price from $30,000
to as much as $100,000.

��!�����/
���&�
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We are often asked about the size of our market opportunity. As researchers, that’s one topic we’ve
examined thoroughly. The potential is tremendous. Of our target market—global enterprises with 
annual revenues of $1 billion or more—Gartner currently serves only 32 percent. As information
technology continues to be operationally critical to business and increasingly complex, the need for
what we offer will continue to expand.

Even within our existing client base, there’s huge potential. While client retention remains high at 
75 percent, many of our clients using one Gartner product or service are not yet using others. As we
introduce new products, we have a highly receptive audience. Cross-selling continues to be exceptionally
profitable. Research clients that also buy Measurement are spending on average four times as much as
they would on research alone. Research clients also buying from Consulting are spending six times as
much. And when a client buys services from Research, Consulting, and Measurement, the spending factor
jumps to an astonishing 20 times. This tends to be most pronounced in large enterprises. They want more,
buy more, and stay longer as the connection deepens.

���
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To focus on profitable relationships in the largest companies, and to drive deeper and wider across all 
our markets, the Gartner sales organization is being further segmented. Each of the more than 460 sales
professionals in our global field force is now working with eight to ten named accounts rather than being
assigned geographic territories. This forces a creative focus on product sales and fosters the building of
key relationships. With more than 500 inside sales people serving smaller accounts, our field people will
direct their efforts to underserved large accounts where our potential to sell more services is greatest. 
We believe this strategy will enable us to penetrate more client organizations and result in higher
customer satisfaction, lower cost of sales, and higher revenues.

In the current economic environment, we don’t expect radical growth. Our plan is to achieve stable,
predictable, consistent growth. Driving the top line with new packaged products and a more focused sales
strategy should improve our average research contract value. With the prudent cost management now
part of this company’s DNA, even modest revenue growth should go straight to the bottom line.

�	������&�"$	��2���	�-
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I’m pleased to say that Gartner has a management team in place with the depth, experience, insight, and
drive to take our franchise and our brand to the next phase of growth. 

��
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Our goal for this past year was to increase profitability and cash flow in a difficult environment. Although our
revenues  declined  6 percent to $907 million, we more than compensated by removing $72 million of cost
from our business. This resulted in an 11 percent growth in EBITDA to $158 million and normalized earnings
per share of $.56, up 8 percent over 2001. Our cash position is excellent. We generated $135 million in free
cash flow, with a net cash flow of $88 million after buying back $47 million of our stock.

Declining revenues are nothing to boast about. But in the context of the general economic environment, our
modest decline demonstrates that Gartner enjoys stable, long-term relationships with our clients. We have
also been able to add new clients and products to the mix.

�
*$#
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Over the past three years, we’ve had three phases to our strategy:  

1. We started by diversifying our product set to ensure Gartner is not just a research company
but a valuable business partner, a company that can deliver its brainpower in a variety of
strategic forms, including Research, Consulting, Measurement, Events, and Executive
Membership Programs. 

2. Then we proved that we could operate profitably within this model by producing both earnings
and cash flow growth. 

3. Now the goal is to show that the Research business, the powerful engine of our enterprise, can
propel new revenue growth. We have put in place the tools and people to make this happen. 

From our diversified model, we’ve produced both earnings and cash-flow growth for the past seven quarters,
delivering double-digit results in a technology recession. In an industry we created over 20 years ago, we are
by far the dominant player, competing only with a few niche companies. 

�$#
�!$5$
"��,!$	
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Gartner Research is the world’s preeminent source of technology research and advice. Every day, 
more than 500 Gartner analysts—the No. 1 brain trust in technology—talk to hundreds of executives 
in 75 countries. Every year, our people handle more than 100,000 client inquiries and publish more 
than 7,500 pieces of highly sought-after research. In 2002, Gartner Research earned $496 million 
or 56 percent of our total revenue.

Gartner Consulting is a powerful example of our ability to leverage content developed in one business
segment—Research—and delivering it through multiple platforms for incremental profits. Consulting
revenues in 2002 were $274 million, down only 1 percent in a tough market, with a billing rate of $283, 
up modestly at a time when many consultants are being forced to discount. 

The third major component of our business is Gartner Events, part of what we call Gartner Community.
Symposium/ITxpo, our flagship event and the technology industry’s most important professional gathering,
was a strong success in 2002 with more than 10,000 worldwide attendees. While rationalizing their choices,
clients are choosing Gartner. Although vendor participation was understandably lower at Symposium/ITxpo
this past fall, on-site ITxpo renewals were up dramatically year-over-year, a strong leading indicator. Exhibit
sales remained strong at our theme events worldwide. 

��&+�'��	���
%$,%���&",)�!
Three product lines within these businesses experienced exceptional growth in 2002, and are models 
for growth over the next few years. Gartner Executive Programs (EXP), our premium service for top CIOs,
grew by 25 percent. With more than 1,700 members, Gartner EXP is a personalized and enhanced version of
our basic Research seat. Already a $60 million business, it has only begun to penetrate its potential market.
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FINANCIAL HIGHLIGHTS
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(in thousands, except per share, employee, and client data) ���� ���� ���� �999 �994

Income Statement Data
Total revenues (1) 907,174 962,884 862,451 740,838 647,931
Pro forma EBITDA (2) 158,074 142,317 124,974 188,427 178,628
Net income (loss) from continuing operations (3) 48,578 (220) 54,853 88,271 88,347
Diluted earnings (loss) per common share 0.47 (0.77) 0.29 0.84 0.84
Weighted average shares outstanding (diluted) 130,882 85,862 89,108 104,603 105,699

Balance Sheet Data
Cash and cash equivalents 124,793 37,128 61,698 88,894 157,744 
Current assets 455,033 446,374 578,774 432,181 511,079
Total assets 824,850 839,002 972,361 803,443 832,871
Total current liabilities 437,342 504,014 576,431 473,619 414,835
Total liabilities 829,740 873,520 897,541 728,957 417,933
Shareholders’ equity (deficit) (4,890) (34,518) 74,820 74,486 414,938

����$!�$)�*�������!�&5��
 �
%0
���� ���� ���� ���� �999 �994

Research client organizations [4] 9,166 9,687 10,014 9,692 9,144
Research contract value 495,962 555,983 599,169 560,779 511,422
Consulting backlog 107,647 118,988 105,466 71,620 42,687
Events deferred revenue 53,639 70,541 72,212 51,442 30,958
Employees 4,039 4,281 4,322 3,402 2,972

1. Revenues have been restated to include reimbursable out-of-pocket expenses in accordance with new accounting requirements in fiscal 2002.
2. Pro forma EBITDA is defined as operating income excluding depreciation, amortization, and other charges.
3. Excludes TechRepublic, a unit sold in fiscal 2001.
4. Excludes Datapro and GartnerLearning.

0201009998
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Maureen O’Connell, our CFO, comes to Gartner from
Barnes & Noble Inc., the $5 billion retailer. She has superb
operating savvy and capital market experience. We are
fortunate to have her. Bob Knapp, Executive Vice President
of Research and Advisory Services, is adeptly managing all
our business units as they go through substantial change.
Bob is also a gifted strategist. Zach Morowitz, who was
recently named Executive Vice President, Corporate
Development, has been instrumental in advising me and
our executive leadership team on strategy, organizational
development, and communications. A COO prior to joining
us, Zach has been with Gartner since 1993. Scott Fertig,
our CIO, has 22 years of high-level technology and business
experience in the consulting and media industries, most
recently as a partner in a strategic business consultancy.
He exemplifies what we recommend to our CEO clients:
hire a CIO who will ask tough business questions.
Scott does. Jim Dougherty, our Senior Vice President of
Global Sales and Markets, was most recently a CEO after
running a number of successful sales organizations.
Jim is the ideal leader to align our sales group with
our product strategy. Eileen McPartland, who runs our
research organization, is a former CIO and veteran of both
Accenture and SAP. As a long-time Gartner client, she
has a tremendous understanding of what our clients need.

We are also fortunate to be supported by a strong,
experienced board of directors, which was recently made
even stronger with the addition of two new directors:
Maynard Webb, the COO of eBay, and Jim Smith,
Chairman of First Health. Both are valuable advisors
with many years of operating experience.

;$	"$	-��	"���
��$	-��  &��,	$�2
As business continues to increase its reliance on
technology, and technology continues to enable new
business processes, Gartner is in a position of privileged
opportunity. With the most powerful analyst community
on the planet, a smart mix of products to help clients
solve their problems and make the most of their own
possibilities, the sales force to penetrate new markets,
and the aggressive management needed to drive new
growth, we are precisely where we want to be: taking
advantage of every opportunity that crosses our path. 
And well-equipped to create a few of our own.

Sincerely,

Michael D. Fleisher
Chairman & CEO
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**
Executive Vice President

Chief Financial and
Administrative Officer

�&0�B	�  �
Executive Vice President 

Research and 
Advisory Services

C�)'��&�&+$�<
Executive Vice President
Corporate Development 

�)&���;
��$-
Senior Vice President

Chief Information Officer 

�$%��&,-'
��2
Senior Vice President

Global Sales and Markets
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“My job is to focus on our
strategy for the future. I need 
to know what is going to change
in IT and what’s not going to
change. We use GartnerG2
because they know the future of
this industry better than anyone.
They have breadth and depth.
We also leverage other Gartner
services, such as research
reports, and we bring their

�������;.�D�D
���
Director
Futures Strategy
Pitney Bowes, US

analysts in on critical issues.
Gartner’s people are the ones
who can speak to IT in the
applied setting. We work 
with both their consultants 
and their analysts to create
strategic understanding during
our industry vertical ’Deep
Dives.‘ Their insights help 
us develop products, services, 
and solutions that will help 

our customers engineer the 
flow of their critical business
communications processes.
An important thing about Gartner
is that their brand is highly
recognized. ‘What does Gartner
say?’ You have to be able to
answer that question. I have 
to know what Gartner says even 
if I’m using information from
another consultant or analyst.”   

“WE USE GARTNERG2
BECAUSE THEY KNOW
THE FUTURE OF THIS
INDUSTRY BETTER
THAN ANYONE.”

�6

WHEN CLIENTS USE MULTIPLE GARTNER
PRODUCTS AND SERVICES, OUR VALUE
INCREASES DRAMATICALLY.
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Vice President
Chief Information Officer
Allmerica Financial

providers, or outsourcing
partners, we look to Gartner
analysts for their input to help
guide our decisions. We use their
consultants as well for more
detailed recommendations on
our business strategies. Each
year, we reward high performing
employees with passes to
Symposium/ITxpo. Gartner’s
independence is critical for us,

especially in this marketplace with
the shrinking number of independent
consulting companies. In addition to
our membership subscription, we
spend about $150,000 a year with
them and get many times more than
that in value when you consider the
time we save by using their proven
research and the money we save 
by using their input to negotiate
better arrangements.”

“With annual revenues of
approximately $3 billion,
Allmerica Financial uses Gartner
for a number of strategic IT
services—from tactical issues
such as vendor management—
to practical advice on strategies
involving server consolidation
and building new applications on
the Internet. When researching
software products, hardware

“WE LOOK TO GARTNER
ANALYSTS FOR THEIR
INPUT TO HELP GUIDE 
OUR DECISIONS.”

�8

������ ������
Business Transformation
Director
Sainsbury, UK

“We have a small team because
our Information Technology is
almost entirely outsourced. 
I am a Gartner EXP (Executive
Programs) member. My team
and I rely heavily on Gartner for
many of their services. Their
research reports inform us on a
continual basis. We attend their
conferences for the quality of
the education, the caliber of
presenters, and the currency 
of the thinking. It’s the latest

original thinking available. 
You are never going to hear
someone else’s ideas from a
year ago that are repackaged. 

Recently, we used Gartner
Consulting as a third party 
to do a ‘health check’ on our
outsourcing relationship. It was
hugely valuable. We’ve actually
used their opinions in our
analyst investment briefings.
Because our outsourcing is such

a major step, we were able to
assure investors it was a good
move by showing them Gartner’s
positive assessment. That counts
for a lot because it’s independent
and trusted. We’ll soon have
their consultants back to help
with our internal development
roles and skills and numbers.
They bring to bear such valuable
information from so many client
organizations across the world.”

“MY TEAM AND I RELY
HEAVILY ON GARTNER FOR
MANY OF THEIR SERVICES.”
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WORLDWIDE LOCATIONS

New Hampshire
New York 
North Carolina
Oregon
Pennsylvania
Puerto Rico
Texas
Virginia
Washington


&��'��%
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Canada

Calgary 
Ottawa
Vancouver
Toronto
Montreal

United States
California
Colorado

Connecticut
Florida 
Georgia
Illinois
Massachusetts
Michigan
Minnesota
Missouri 
New Jersey

Europe
Austria
Belgium
Croatia
Czech Republic
Denmark
Finland
France
Greece
Germany

Frankfurt
Hamburg
Duesseldorf
Muenchen

Hungary
Ireland
Italy

Milano
Roma
Verona
Bologna
Torino

Netherlands
Norway
Poland
Portugal
Russia
Slovenia
Sweden

Spain
Madrid
Barcelona

Switzerland
United Kingdom 
Middle East
Israel
Jordan
Saudi Arabia
Turkey
Africa
Egypt
South Africa

Cape Town
Johannesburg

�!$����)$5$)�>����?
Australia

Adelaide
Canberra
Perth
Brisbane
Melbourne
Sydney

Mainland China    
Beijing
Shanghai

Hong Kong
India
Indonesia
Japan

Korea
Malaysia
New Zealand    
Philippines
Singapore
Taiwan
Thailand

���$	��%
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Argentina
Brazil

Sao Paolo
Rio de Janeiro
Brasilia

Chile
Mexico
Venezuela
Republica Dominicana

NORTH
AMERICA

EMEA

LATIN
AMERICA

APAC
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The core of everything we offer is Gartner Research, the world’s broadest,
deepest, most valuable body of business and technology insight. With more than
500 analysts worldwide tracking the broadest array of technology developments,
answering more than 100,000 client inquiries every year, and publishing more
than 80,000 pages of original research, Gartner is the world’s largest and most
trusted source of business and technology knowledge and insight.
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Gartner offers what no other consultant can: the integration of results-oriented
business strategy with all the power of Gartner Research. Only Gartner
Consulting can offer our clients practical business strategies and advice from
the world’s leading independent research and advisory firm. 
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Businesses need to know where they stand, in relation to peers, to justify
investments, or to meet the goals of their enterprise. Real growth comes 
from looking inside. Gartner Measurement shows businesses how, using 
the industry’s most accurate data and decision-support tools. 
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From CIO-level programs, like Gartner EXP, to in-depth conferences that bridge
business and technology – such as our worldwide Symposium/ITxpo – Gartner
Community provides global meeting points where the greatest minds and the
greatest companies in technology gather to discuss current and future trends. 
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Gartner News extends our reach and delivers our wealth of technology and
business insight to new audiences. Our publishing group, Gartner Press, is just
one of the many ways we extend that reach. This year Gartner Press published
several books for technology and business professionals written by Gartner
analysts and consultants.
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