Best Employers Study Bulgaria 2012

" How to translate intangible into numbers
| - employees engagement in business perspective
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Topics for today

Success Formula for High Performance & Business Results
Evolution of AonHewitt Engagement Model

Best Employers Study Bulgaria 2012 — methodology, benefits of
participation, timing

Global Engagement and Satisfaction trends 2010/2012

Q&A session
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Right execution is the key to successful implementation

of companies collect employee
engagement data.

Only transform it into visible
actions

* Source Aon Hewitt Engagement Database
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Majority of strategies fail in implementation...

. Firms in study achieved only

630“ I ilanned benefits of

5&?1"3' change initiatives
falil

ﬁ"llijl\hl,llijig “. .. Less than '
b I WL strategies ... are effectively

Robert 8. haplan "
T 2 Norton [

. only 23 percent of
acquisitions earn their cost
of capital”

“Execution doesn't just happen. [There
are] fundamental building blocks... the
social software of culture change, and
the leader’s most important job—
selecting and appraising people.”

Ja e “Hiring good people is hard.
'-‘v*&fﬂzh Hiring great people is brutally
: wwhard. And nothing matters more
" ING in winning than getting the right
~===_ people on the field.”

LS e e

Harviar Business Review
=

“[With] M&A decisions, the
softer customer-and people-
related issues, so critical to
effective integration...can get
shortchanged....the primary

| cause of deal failure.”

e

=

AWHew'rlt




)]
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
!

It does matter not only WHAT we do
but HOW we do it



The survey is only the first step

According to AonHewitt experiences...
A designed end-to-end process yields  business results, not the research itself.

Best Employers

Conduct of Y Study
Employee
Engagement
Survey

Conduct The Engagement Communication

Engagement
Pulse Check Cycle of Results

Action
Implement
ation
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Success formula

High Performance
&

Business Results

Right
Business
Strategy

High level of
leadership

High level

of engagement

w7 A Best Employers
Study
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Why is it worth to fight for high engagement...

... they work with the right
people and have
implemented the right
people practices to inspire
engagement and achieve
business goals.

... high employee
engagement will translate
into better business results
and that you are well-
positioned for growth and
transformation

... they share a common vision and have charted

a clear course for the future.

To your
Leaders

team employees

Best
Employer

To your To your
shareholders potential hires

To your
coustomers

... you will deliver on your customer
promise as you have on your employee
promise

... they see the future
believe in and are excited
by it and understand what
it means for them and
their work.

... your organization is
a great place to work.
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| Aon Hewitt Engagement Model

i

To protect the confidential and proprietary information included in this material, it may not
be disclosed or provided to any third parties without the approval of Hewitt Associates LLC. mHewﬂt



Engagement is...about Results

»

Higher Business Results

The extent to which people
Engagement will act and intervene to
improve business results

Positive Correlation
With Business Performance

Satisfaction The extent of people’s approval
of their employer

Lower

Employee Research Over Time
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The Engagement Model

Engaged employees consistently
speak positively about the

organization to co-workers,
potential employees and customers

Engaged employees have an
intense desire to be a member of
the organization

Engaged employees exert extra effort
STRIVE and engage in behaviors that

contribute to business success
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How do employee perceive their work environment

3 Dimensions of Engagement Dimensions of Satisfaction
People Work
Senior Leadership Work Activities
Manager Sense of Accomplishment
Coworkers/Colleagues Autonomy
People Focus Resources
Total Rewards N Opportunities

Pay Career
Benefits / \ Opportunities

" <> Engagement 4——— Training &
Recognition \ / Development

Company Practices Quiality of Life
Policies & Practices Work/Life Balance
Performance Management Physical Work
Company Reputation Environment

Brand Alignment
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Engagement and the Link to Business Performance

Average TSR

57%

Neutral
S Zone
& Uncertainty
O\O
@V
Destruction Best Employers
Zone Zone

0%

m Best Employers in Bulgaria 2010

= Bulgaria avaage 2010 (57%) (81%)

TSR represents the change in capital value of alis  ted/quoted company over a one year period,
plus dividends, expressed as a plus or minus percen tage of the opening
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Customer Satisfaction Vs Engagement

e (Example : Financial services group)
Engagement Matters — The Evidence - :
.
% 78% A ©
BeSt EmpIOyerS OUtperform: 8 76%0% 10% 20% 30% 40% 50% 60% 70% 80%
organisations with high engagement Employee Engagement (Sales functions)
scores are up to 78% more productive, c
) mployee Turnover
40% more profitable. 0% -
L 8%
Companies taking powerful actions show g L - .
an increase of 19% to 31% in engagement e[ . 0
Scores. 2 3% ;
E- 2% v
w 1% B
0% 30 35 40 45 50 55 60 65 70
Engagement %
Total Shareholder Return (TSR)
40%
Indifferent Range
. Average TSR = 5,65%
Serious Range (4094, of companies)
(25% of
companies)
High Performance /
Destructive Range Hewitt Best Employer Range
Average TSR = -9, 56% Average TSR = 20,25%
(10% of companies) (25% of companies)
Aon Hewitt Global Research across more than 7,000 organisations 0% Engagement 100%
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Question:

How many employees do you have currently not
engaged at your company?

What could be the cost of low engagement in
your company?

AWHew'rlt



Case Study

We did the research correlating engagement data with business
performance indicators in large multinational production company.

In purpose to analyze relations between engagement and financial
measures, engagement distribution was divided into 3 groups:

> low engagement level — up to 50%,
> moderate engagement level —from 51% to 75%,
> high engagement level — above 75%.

The average engagement score at this company was 51%.
The best company achieved 100% engagement score while the worst
company was 9%.
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Highly engaged companies generate bigger sales

+28%

Sales

Low Moderate High

Engagement
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Highly engaged companies have significantly lower employee

turnover

120%

100% -

80% -

60% -

40% -

Turnover Index

20% -

0% -

Low Moderate High

Engagement

sum of redundant employees during the last 12 months
average number of working employees for the last 12 months

* Turnover Index = ( jx100%
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| Best Employers Study Bulgaria 2012

To protect the confidential and proprietary information included in this material, it may not
be disclosed or provided to any third parties without the approval of Hewitt Associates LLC. mHewﬂt



Estonia

The Study in Central and Eastern Europe

I Russia

Bulgaria

Czech Republic

Poland

Slovakia

Russia Poland
Turkey

Ukraine

Hungary Czech Republic
Latvia
Lithuania
Estonia

Slovakia Latvia

Lithuania

Ukraine

Hungary

Bulgaria

Turkey
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Best Employers Bulgaria in figures during the years

More than 350 Bulgarian companies (> 60 000 1 ) Large database of best practices used

employees ) participated in the Study by the Best Employers, companies
from different industries and regions

11 countries in Central and
Eastern Europe and over 12

years of global experience Consulting competencies in the area

of business and human resources

A . i :
solutions aimed at developing a
position of the Best Employer

Prestigious ranking andthe Best = QY . _____ A
Employer title
A .. |
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AMERICAN CHAMBER || Il @

KATIUTAA PECEEZY bg ™ or Commerce

IN BULGARIA BHRMDA

DARIK AON et



Benefits of participation in Best Employers Study:

» Objective information

» Useful comparison data

P Best practices

» Developing an Employer Brand

Is your company a Best Employer?

Assessment of company’s potential for strategic goals
realization

Identification of strengths and key areas for
improvement

How aligned are your organization’s results
with market trends?

Industry, country and regional benchmarks

What does your organization need to do in order to
achieve Best Employers title?

Opportunity to apply Aon Hewitt expertise in business
and human capital solutions

Are we similarly strong in attracting and retaining talent
like our product/service brand is on its market?

Prestigious title of Best Employer and Industry
recognitions

Becoming and building the image of an employer of

choice
AmHew'rlt



Methodology

[ Questionnaires ]

Employee Engagement

HR Audit Leadership Team Survey

uestionnaire : .
Q Questionnaire

Show the engagement and Targets the human resources Studies the engagement and
satisfaction level at the systems, processes and satisfaction of the leadership team,
organization and detailed results practices in the organization their connection to the company
per different demographic cuts at and compare them with and the internal harmony of the
the organization Bulgarian market group.
. J L J L J
E
=8
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How do we conduct the Survey?

Communication
to employees
Filling the

Ongoing
Action Tracking

& Follow-up
Ranking and
Publications Complimentary
company report and

Communication Country report
to employees

Data processing
and analysis

] ] guestionnaires N . : :
Kick-off meeting Individual detailed reporting available

Project Management

from now — 15 September " November

: REQUIREMENTS FOR PARTICIPATION
= Survey can be conducted via paper Q

questionnaires or via an online | Headcount of minimum 50 full-time )
questionnaire tool. employees

» The participating organization is
supported by Aon Hewitt consultant and
assistant throughout the whole time
period of the study.

» Reports are available 4 weeks after

conducting the survey.

Established on the Bulgarian market for
at least 2 years

Filled out questionnaires: employees,
senior leadership and HR department )

L
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Ranking

Results are announced in three different categories
thus providing an opportunity for participants to
compete in their own ‘weight class"

» Enterprises with less than 250 employees;
= Enterprises with 250 — 1000 employees;
= Enterprises with more than 1000 employees.

In each category five companies with the highest
scores will be named as Best Employers. The
Engagement Score of the Best Employers has to be

over 60%.

B
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Best Employers Award Ceremony

Best Employers
Events
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| Global Engagement trends 2010/2011

To protect the confidential and proprietary information included in this material, it may not
be disclosed or provided to any third parties without the approval of Hewitt Associates LLC. mHewﬂt



= Four out of ten employees are not engaged worldwide.

75%

65%

55%

45%

Global Engagement Trends

» Global engagement score increased by two percentage points from 56% in 2010 to 58% in 2011.
» Engagement levels are stabilizing globally but shifting across regions.

71%

67%

60%

59%
55%

2%

® 71%

[ —
—0 ® 64%
64%
e
56% ___® 58%
[ 4
55%
—® 52%
51%
2009 2010 2011

Asia Pacific
Europe

Latin America
North America
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2011 Top 5 Engagement Drivers

2011 Top 5 Engagement Drivers* Global 2009 2010 2011
1.Career Opportunities 64% 61% 63%
2.Recognition 41% 40% 38%
3.0rg. Reputation 21% 34% 36%
4.Communication 17% 17% 33%
5.Managing Performance 31% 25% 33%
By Region
Asia Pacific 2009 2010 2011 Europe 2009 2010 2011
1.Career opportunities 56% 62% 62% 1.Career opportunities 72% 60% 61%
2.People/HR Practice 34% 30% 30% 2.0rg. Reputation 12% 39% 47%
3.Recognition 34% 37% 29% 3.Innovation 10% 35% 44%
4.Pay 30% 31% 28% 4.Communication 19% 14% 37%
5.Career Aspiration 31% 42% 27% 5.Recognition 41% 40% 37%
Latin America 2009 2010 2011 North America 2009 2010 2011
1.Recognition 54% 56% 62% 1.Career opportunities 64% 64% 77%
2.Career Opportunities 54% 60% 53% 2.Managing Performance 56% 60% 48%
3.Communication 14% 26% 53% 3.0rg. Reputation 47% 46% 43%
4.Career Aspiration - - 49% 4.Recognition 45% 34% 40%
5.Pay 45% 33% 42% 5.Communication 10% 24% 34%

*Top five engagement drivers represent the percent of organization where a particular driver is among the top 3 drivers demonstrating a positive impact on

overall engagement.
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Employee engagement - Bulgaria

S57%

53% 53% 53%
51%
~ Bulgaria
|
| |

2006 2007 2008 2009 2010 2012
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Aon is the main Sponsor of Manchester United
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