Krakow as the capital of outsourcing —
unique opportunities for professional
development

Advisory Group TEST Human Resources

Aleksandra Koszewska — Recruitment Consultant
Kinga Onak — Recruitment Consultant

challenging projects for market leaders
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TEST Consultants

Aleksandra Koszewska — Recruitment Consultant
4 years of experience in HR and Recruitment projects, mostly
for SSC/BPO sector

Kinga Onak — Recruitment Consultant
2 years of experience in HR and Recruitment projects,

mostly for SSC/BPO sector
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TEST introduction

= Recruitment & HR Consulting company operating since 1991

= Specialized in establishing SSC / BPO centers in South Poland
= 50 employees (40 in headquarters in Krakow)

= Focus on South Poland

= Over 2300 placements in last few years in SSC / BPO centers

TEST offices Business service centers established by TEST

--------------
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"""""""""" TEST Krakéw
Headquarters

TEST Wroctaw
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TEST introduction
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TEST Executive TEST Recruitment TEST Consulting TEST Training
HR & Development

TEST Salary

Survey
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Finance

managers
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Process Owner
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SSC/BPO — What does it mean?

advisory group
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e SSC (Shared Service Center)

Shared Service Center is the entity responsible for the execution and
the handling of specific operational tasks in an organization.

e BPO (Business Process Outsourcing)

Business process outsourcing is the act of giving a third-party the
responsibility of running what would otherwise be an internal
system or service.

BPO now means Outsourcing of Support Processes, SSC can be

considered as “internal Outsourcing ".
Source: Offshoring Institute
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Business service centers in Poland/
Krakow - facts
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Krakow leads the Top 10 Emerging Outsourcing Cities list worldwide 2011 and 2012

no. City Country no. City Country no. City Country
Estabilished 33St. Petersburg Russia 66Lima Peru
1Bangalore India 34Brno Czech Republic 67 Thiruvananthapuram India
2Mumbai India 35Guangzhou China 68 Medellin Colombia
3Delhi India 36Mexico City Mexico 69 Davao City Philippines
4Manila Philippines 37 Belfast U.K. 70Xi'am China
5Chennai India 38 Warsaw Poland 71Cordoba Argentina
6Hyderabad India 39Singapore Singapore 72 Ahmedabad India
7Dublin Ireland 40 Chengdu China 73 Cape Town South Africa
8Pune India 41 Jaipur India 74 Taipei Taiwan
9Cebu City Philippines 42 Monterrey Mexico 75Recife Brazil
10Shanghai China 43 Bucharest Romania 76 San Antonio, Texas U.S.A.
44 Brasilia Brazil 77 Bangkok Thailand
Emerging 45Accra Ghana 78Leeds U.K.
11 Krakow Poland 46 Moscow Russia 79 Penang Malaysia
12Beijing China 47 Tianjin China 80Seoul South Korea
13Buenos Aires Argentina 48 Guadalajara Mexico 81Perth Australia
14Cairo Egypt 49 Bratislava Slovakia 82 Bucaramanga Colombia
15Sao Paulo Brazil 50 Montevideo Uruguay 83 Asuncion Paraguay
16Ho Chi Minh City Vietnam 51 Sofia Bulgaria 84 Wroctaw Poland
17Dalian China 52Tallinn Estonia 85Amman Jordan
18Shenzhen China 53 Halifax Canada 86 Birmingham U.S.A.
19Curitiba Brazil 54 Ljubljana Slovenia 87 St.Luis, Missouri U.S.A.
20Colombo Sri Lanka 55 Casablanca Marocco 88Santa Rosa, Laguna Philippines
21Hanoi Vietnam 56 Kyiv Ukraine 89 Valparaiso Chile
22 Prague Czech Republic 57 Alexandra Egypt 90 Port Louis Mauritius
23Kolkata India 58 Bhubaneswar India 91 Mysore India
24 Santiago Chile 59 Glasgow City U.K. 92 Indianapolis, Indiana U.S.A.
25San Jose Costa Rica 60 Istanbul Turkey 93 Dubai UAE
26 Chandigarh India 61 Cork Ireland 94 Oklahoma City U.S.A.
27Budapest Hungary 62 Jakarta Indonesia 95Belgrade Serbia
28Johannesburg South Africa 96 Campinas Brazil
29Toronto Canada Aspiring 97 Novosibirsk Russia
30Rio de Janeiro Brazil 63 Nizhniy Novgorod Russia 981Iloilo City Philippines
31Kuala Lumpur Malaysia 64 Bogota Colombia 99Tunis Tunisia
32 Coimbatore India 65San Juan Puerto Rico 100Bacolod City Philippines

advisory group

Source: Annual Global Services and Tholons Top Outsourcing Cities Ranking 2011
(scale and quality of workforce, business catalyst, financial, infrastructure, risk environment , quality of life)s
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Krakow - the first Eastern European city to enter the Top 10 Outsourcing Established
Cities worldwide 2013

Hank Movement ’ ’
2013 from Last Region Country City
Year
1 - South Asia India Bangalore
2 - South Asia India Mumbai
3 +1 Southeast Asia Phifippines Manila (NCR)
4 -1 South Asia India Delhi (NCR)
5 - South Asia India Chennai
& - South Asia India Hyderabad
T - South Asia india Pune
B + Southeast Asia Philippines Cebu City
a3 -1 Westarmn Europe Ireland Dubtin
10 +1 Eastern Europe Poland Krakow
11 -1 East Asia China Shanghai
i2 - East Asiz China Beijing
13 +5 Central Amenca Costa Rica San José
14 +2 East Asia China Shenzhen
15 -1 East Asia China Dalian
16 +i Southeast Asia Vietnam Ho Chi Minh City
i7 +3 Eastern Europe Czech Republic Prague
18 -5 South America Brazil S50 Paulo
13 +2 Southeast Asia Malaysia Kuala Lumpur
20 -1 South Asis Sri Lanka Colombo

Source: Annual Global Services and Tholons Top Outsourcing Cities Ranking 2013
advisory group (scale and quality of workforce, business catalyst, financial, infrastructure, risk environment , quality of life)
Three steps survey: business centers survey, government institutions, quantitative & qualitative Tholons consultants analysis
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Poland — mature location

Trojmiasto / Tricity

Seceecin
Bytlgoszez

v 10 out of 23 SSC BPO cities located in Poland e Warszava

Lo

v 85.000 SSC BPO jobs located in Poland A hatowic’
(38% of East Europe SSC BPO jobs)

v 20% annual growth of SSC BPO sector in Poland
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Business service centers’ trends in Poland

Rysunek 8. / Figure 8. Zatrudnienie w sektorze nowoczesnych ustug biznesowych w Polsce w latach 2008-2012 /
Employment in the business services sector in Poland in the years 2008-2012
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Source: Association of Business Service Leaders survey - 2012

advisory group

Tests

human resources

Advisory Group TEST Human Resources e www.testhr.pl « www.RaportPlacowy.pl




Service centers’ trends in Poland

Rysunek 6./ Figure 6. Zatrudnienie w zagranicznych centrach ustug w Polsce w 2011 roku / Employment in foreign
services centres in Poland in 2011
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Business service centers’ trends in Poland

Rysunek 12./ Figure 12. Rodzaje ustug swiadczonych w zagranicznych centrach w Polsce (2011) / Types of services
provided in foreign centres in Poland (2011)
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Centers’ headcounts in Krakow

Comarch
Capgemini BPO

Shell

State Street

IBM BTO

SabreHolding

UBS

HSBC

Philip Morris SCE ——
Motorola GSC ——
Capgemini ITO ———
Electrolux ——

Delphi Technical Centre
Aon Hewitt
Alexander Mann Solutions
Lufthansa - Airline Accounting Center
EDF

International Paper
Heineken

Serco

IBM SWG Lab

HCL

Ericpol

Genpact

Capita

Brown Brothers Harriman
Amway European Business Centre
ACS Xerox

Nokia Siemens

Luxoft

Hitachi

BNP Paribas

Antenna

Teleinvention
Lastminute

Source: ASPIRE and TEST survey 2012
Average size of the center 378 employees

Centers with call centers / customer service functions included; marked red
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Centers headcounts in Krakow

EPAM

CBE Call Center
Cisco

Farnell Element 14
UPM-Kymmene
Lumesse

Amer Sports

Rolls Royce Marine
Perkin Elmer
Google

Euroclear

Ecolab

Clifford Thames
CH2M Hill

CCA- ContactCenter AZSoft
Motorola SSC
Euroscript

Tesco

RR Donnelley
Akamai

Sii

Lurgi

Herbhalife

FMC Technologies
ABB
Vesuvius({Cookson)
Kenexa

Modis

Chatham Financial
TechTeam Global
Sabre SSC

PwC

QOcado

Source: ASPIRE and TEST survey 2012
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Why SSC/BPO?
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TEST and AIESEC students survey
Perception of SSC/BPO companies - Krakow

« Survey conducted by AIESEC and AG Test on behalf of ASPIRE

« Answers from 505 students from Krakow Universities

Uniwersytet Ekonomiczny (30.75%), Uniwersytet Jagiellonski (18.65%),
Akademia Gorniczo - Hutnicza (23.41%), Politechnika Krakowska (5.16%),
Uniwersytet Pedagogiczny (21.23%), Other (0.80%)

* Year of study
4t year (56%), 5 (43%) = 24 / 25 years of age

 Methodology
Paper questionnaires completed by students

- Date
April / May 2012
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Key considerations in choosing an employer:

Positive Negative

Salary Poor reputation as employer

Atmosphere at work No development opportunities

Company reputation Salary below my expectations

Overtime required

Job security

Flexible working hours 40% Relocation required
Development opportunities 37% Fixed working hours
Benefits 30% Limis on internet access
Recognized brand 27% Company products are considered harmful
Private access to internet 17% Frequent business travel is required
Opportunity to work from home 15% Weekend work is required
Country of origin 1% Company brand is not well respected
New investment 2% Not active in CSR
My direct manager is my age / younger
Other
“The most important while choosing employers is. " “I would reject job offer if .."

Source: TEST and AIESEC students survey: Perception of SSC/BPO companies - Krakow
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Students in their own words

0% 10% 20% 30% 40% s 60% 70% 80% 90% 100%

Source: TEST and AIESEC students survey: Perception of SSC/BPO companies - Krakow
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What is offered?

« Stable position and salary

« Organizational culture supporting teamwork
« Multicultural environment

« Opportunity to use foreign languages

« Development opportunities — vertical and
horizontal promotion

 Additional package of benefits

Advisory Group TEST Human Resources www.testhr.pl www.RaportPlacowy.pl



Non-financial benefits

Rysunek 16. / Figure 16. Swiadczenia pozaplacowe oferowane przez centra ustug w 2011 roku / Non-salary benefits
offered by service centres in 2011.
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Fundusz emerytalny / Pension fund

Zakup akcji na preferencyjnych zasadach [ Share purchase option of preferred conditions

Whycieczki turystyczne / Tourist trips

Dodatkowe ubezpieczenie zdrowotne (inne niz pakiet medyany}/
Additional health insurance (other than a medical pack)

Zajedia sportowe / Sport entertainment

Ubezpleczenie na Zycie / Life Insurance

Dofinansowanie studidw wyzszych, podyplomowych [ub innego rodzaju specfallstyznych kursow /
Granting higher studies, postgraduate studies or other Kinds of professional courses

I TR T N O O T NN T N S » & LTI A T

Karta Benefit {lub inna tego typu) /
Benefit card (or other of that kind)
Dofinansowanie kursow jezykowych /

Granting language courses

S EEEN I EEEEm SR EEEEEE

Pakiet medyczny /
Medical pack

Udziat centrow / Share of centres 0% 0% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Association of Business Service Leaders survey - 2012
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What can I do there ? Perspectives for
students and graduates

Advisory Group TEST Human Resources e www.testhr.pl « www.RaportPlacowy.pl



Types of jobs in Krakow

Other functions

IMarketing

Sales

Procurement

Call Center

Customer Service

HR

R&D

Source: ASPIRE and TEST survey 2012

Average size of the center 378 employees
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Finance and Accounting

« Accounting: Accounts Payable, Accounts
Receivable, General Ledger

« Controlling
« Analyses
« Reporting — etc.
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IT

o Development

« Administration — databases, systems
o Support

o Tests

« Business Analysis

« Business Intelligence

Research and Development
« Designing

« Engineering

e Programming

~« Testing, tooling
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Human Resources

o Recruitment

e Learning & development
« Payroll, etc.

Customer Service
o Call Center
« Sales
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Procurement / Logistics

e Buying

« Scheduling

« Transport / distribution

Marketing
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What is required?
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« Motivation !

« Command of foreign languages

« Communication & interpersonal skills
 Organizational skills

o Teamwork

« Customer approach

 Analytical skills

« Educational background

« MS Office (Excel !)
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How can I get there?
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« Advertisement / recruitment agencies’
databases => application

e Phone interview

« Assessment Center / F2F interview
« Meeting with employer

« Job offer ©

 Induction and trainings
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Thank you
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