





Customer Cenfricity

Custemer Reltention Strategy

Cuslomer salisfaction is currently viewed os being a key
factor im any successful business sirofecy. Within thes contexd
Telacom Egypf's philcsophy is to use o comprahensive
process-oriented appracch 1o identify and implement
cuslorrar and service-oienied imoraovemenls

Crver the past year (2007], Telecom Egypf launchad a
CoToRenensie proararm Thal imvahees enncheng oo product
poriiclio and developing customer-ariented soluitions thal
coler focur cuslomers’ neads and complameant helr Beshleas.
In cacdedificen, i insoives o plan for rencovating and imnprcwing
our sakas culials inondar to offer supencr cusfomer service.
The program aso includes redesigning custormer cane and
compkoent chanres winich @l rerder them more eftechee
and accessible. Such asterive efiorts undoubiedly requirad
the slreamiring of cor crganizaticnal copabéilies in order
bo Increcne agifhy and efflciency

Within this conlext, cur call cenfar was availakbda 2457 to
sepdee our customers, dsten fo thalr wigoestiors, respond 1o
IRl cormckcriis, and Feln hem subscrbe 1o o services
In addition, 2007 witnessed diverse initiative: aimed al
cleveloping new affen ard promotions 1o customern ol aver

IR oy

The past yvear also usharad in fhe aslablishment of the
Custormer Care secior that will be resparsiible for insuning
b mexdrmum cualily of cuslomes coang, 185 raspansibililies
inclisds TE's phone bouligues and call centers.

Anowe ook 1orward 1o 2008 and Beyand, undensfaonding,
rraefing and exceedng customer expechabicns will remain
Ihie= T us of Gl sfrafegy, We niand fo continus with aur
cuslames axpenence enhonsemen| Srogram in ordear 1o
bwild long-lasting relaficnships with cur koyal customers,
develn mullcly rewarang apportuniies, o siccessiully
ccdanl fo ke charging morkel condilices
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People are ners of all TE's aspirations.

Aftraction & Retention of Talents
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Aftraction & Retenfion of Talents
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Human Resources Redelimas e Work Place

Becauwss productivity invariably depends on employes
satslaction, wihech 5 esential 1o all crgoanEaions, 15 workead
diligantly in 2007 1o salisty ifs employeess. This type of
dedicafion will inevitably encourape employae: o creats,
inrecvibe ard inboale breakihrooghs that constructively shope
Q company's growth

2 Tirst stap fowords achesving s goal was milated by e
Hurman Resources Dapartmant when il crealad fhe naw
aporaisal sysfem thaf cofers o al kewvels of the crganization.
Bsed cn best pracilices, the HE 1ledm desgned] 1he new
program for approising employvess’ performances in order
by wiekd evaluabions that accurately reflect the Righ callbers
nere gl 1T, ne deparrment hos aoko geveloped an mformalion
systam amed of moraging he opprasal system and rgined
the assigned feam 1o operate it

The second slep began whean he HE deparimen starfed
amending the slaff affars rules and regubafions sheet to
argure thal both compony and staff recelve thelr full dghs,
A ul promolions movarsanl ook ploce as ol 192007 and
a tolal of 5400 ampioyes: have been promoted aoconding
to the company's promations riles and regulofions.

Another posilive move was nificted when the company
subsicized and fircineed the Fealh core program fo ensune
e walkbasng ol its ermpioveas through an aflicierl rebaeod
of hospilcas in the counbry, If also subsidized non-covered
linesses. A call cenlar s Dean .‘..‘!l'.l|:': I Qnswer Quesiions
and cormeiaints

The cormpéafion of TE Intramed o a first phose of reaching ol
QR SOrmrnCaling Wil Company emprioyess was anoiher
bBerchmork ir 2007, Today, amployens Son browesa uselu
and parlinent information thatl details eack sector's and
clepartmant 5 rokes and respansibilibes. Thaey con aSo neaa
Upeckaled rees aboul felecommuricalions and al her lields
and inferach with other employeas through the posting of
fhagnie and personal deas,

As for provicing well-defned corser paths, e Lacdershig
Cremvmboprmen! Cenber (L0C| hos wifiessed The groduafion ol
its Fourth class, whech mokas a fotal of 99 graductes. Thesa

cormpeaaryy, Anolher development program fhat TE s engooed
in is The WMBA program at the Mike Urniversity, IHs oo ncfeworthny
o menion thal the companiy helped o of Telecom Egyvpl's
frearwars ir The United Slofes of Amenica ablan o Myen-Grigos

Typs Indicator (METT) framing cerlificate.

Atiracfion & Retention of Talents

TE Bulding (B7) In The Smart Villoge

The rmove to an upscale Smort Vilage building was recessary
s 0 syt af the fransifian inba the 21¥ centung, The move
ursaubiecty hod g kighly posilive impoc] an our emcdoyass’
performance and on owe genard operafions apporatus
through fhe inshifubon of exirennsly emenhicl and iIrsousabe

‘mohiralogy

The uilcting. which cowers an area of 41,000 metes and
accmrrecdalas 1200 armcideaas, conrsisls of live Haom (lwe
undarground and fheee abowe). The new headguarlars has
baen geared with information syslems, high tech office
eqipment, inlelligen! conlerenca bdls os well as 1acilifes
for dining. swarciss and prayarn ol to maximize fhie produchviby
ol employeas

The budding also is wired with 1he laobest netw orking syslems
(Dt Caritar] o cllcr Tor TE'S needd To Qe heer e COmipany's
IT syslems frarm ora ploce. The Dola Carfer will Ba Tully
operalicnal in March 2008 and is locatad on the first foor
ared fhee firsl urddenground floo

Empioyess will ke able to signin and oul through Access
Caniral, which alid monifon e oakaing s secunly syaiems.
Sacyrily carmaerns, aperdaled through a cenlrdal conlasl unil,
kaep the budding highly secura

Addifiarally, tRe rew heodouarhes proximaly o oy 12T
industry plowars will faciliiale coopsaration :lr':::r-;sl all
cloge e holders.
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