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STRIPKY ZE ZIVOTA

M.C.TRITON
BULGARIA

— MARIE
STEPANKOVA,
MANAGING
DIRECTOR

M.C.TRITON rozSituje své zahranicni aktivi-
ty do Bulharska. Od ledna 2007 zacina plsobit
v Sofii sesterska spolecnost M.C.TRITON Bulga-
ria a bude nabizet tradi¢ni Skalu sluzeb stej-
né jako je tomu v Ceské a Slovenské republice.
Soucasné se predpoklada, Ze bude zastfeSovat
projekty realizované také v okolnich statech.
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Vykonnou feditelkou spolecnosti se stala
Marie Stépankova. O svém novém piisobisti fika:
.Nase rozhodnuti jit do Bulharska formou zaloZeni
samostatné spolecnosti bylo spravné. Vzhledem ke
zdejsim podminkam se ukazuje jako nezbytné byt
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pfimo v regionu, s mozZnosti navazovat osobni vzta-
hy a vyuZit je k redlnému podnikani a pomoci nejen
Ceskym firmam, plisobicim na bulharském trhu.

BULHARSKO / BULGARIA

M.C.TRITON is expanding its activ-
ity abroad to Bulgaria. Our sister company,
M.C.TRITON Bulgaria, began operations in
Sofia in January 2007 and is offering the tradi-
tional assortment of services as it is done in
the Czech and Slovak Republics. It is currently
assumed that this office will also handle pro-
jects from neighboring countries.
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Marie Stépankova has become the execu-
tive director. She has this to say about her
new workplace: “Our decision to expand into
Bulgaria and start an independent corpora-
tion was the correct one. Considering the lo-
cal environment it necessary to be directly in
this region in order to make personal contacts
which can be utilized, for actual entrepreneur-
ship besides its basic function of helping Czech
companies active in Bulgaria.”

E-l GROUP EXCO MEETING

Snaha o vytvoreni silné, funkéni a konku-
renceschopné celoevropské aliance byla hlav-
nim mottem vyrocni konference E-I Consulting
Group, kterd se konala 9. a 10. bfezna 2007
u prileZitosti 20. vyroci zaloZeni skupiny. Pofa-
danim konference byla povéfena M.C.TRITON,
ktera v rémci skupiny zastfesuje aktivity v Ceské
republice a na Slovensku. Zdcastnili se zastupci
spolecnosti Berenschot (Nizozemsko), Hypo-




DAYS OF OUR LIVES

domi Consulting (Recko), Orga Consultants
(Francie), Praxi (Italie), Doradca Consultants
(Polsko), IFOK (Némecko).

The motto of the annual E-I Consulting
Group conference, which took place on March
9% and 10" to commemorate the 20™ anni-
versary of the founding of this group, was the
aspiration to create a strong, functional, and
competitive advantage capable European-
wide alliance. The conference organizer was
M.C.TRITON which manages the activities of
this group in the Czech Republic and Slova-
kia. The representatives of the following com-
panies took part: Berenschot (Netherlands),
Hypodomi Consulting (Greece), Orga Con-
sultants (France), Praxi (ltaly), Doradca
Consultants (Poland), IFOK (Germany).

Factum Invenio Survey

M.C.TRITON

M.C.TRITON — JEDNICKA MEZI
CESKYMI PORADENSKYMI
SPOLECNOSTMI

M.C.TRITON — NO. 1 AMONG CZECH
CONSULTING COMPANIES

Spolecnost Factum Invenio zpracovala pie-
hled o trhu poradenskych sluzeb v CR v oblas-
ti manaZerského a strategického poradenstvi.
Z hlediska vy3e celkovych trzeb v roce 2005 je v CR
na prvnim misté mezi poradenskymi firmami
s majoritou Ceského kapitalu firma M.C.TRITON.

Factum Invenio Corporation compiled a sur-
vey of consulting services in the area of manage-
ment and strategic consulting in the Czech Republic.
The M.C.TRITON corporation is, among consulting
companies in the Czech Republic for the 2005, in the
first place when total revenue of companies which
have a Czech investment capital majority is considered.
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is according to the TOTAL R

the BIGGEST Czech consulting company

ZiSKANE CERTIFIKATY
NEW CERTIFICATES

AlenaJachimovaabsol-
vovala 16denni certifikacni
kurz vedeny Marilyn Atkin-
son a zaméfeny na koucink.
Kurz ,The Art a Science
of Coaching” ji umoznil
ziskat dalsi zkusenosti pro
koucovani manazer(i nebo
koucovani tyma.

Alena Jachimova passed a 16 day certifica-
tion course “The Art and Science of Coaching”
taught by Marilyn Atkinson. This course enabled
Alena to obtain additional experience she will use
in couching of managers and team coaching.

Coraasse Ne B4 11 €

ERICKSON COLLEGE

Certificate of Completion
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ERICKSON COLLEGE
INTERNATIONAL
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NOVE NA PALUBE

ROMAN NAHONCIK

Nastupuje na pozici senior konzultant pro oblast
fizeni lidskych zdroji a implementace zmén.
Disponuje manaZerskymi zkusenostmi s nasta-
venim systému  odménovani, kolektivnim
vyjedndvanim a persondlnim controllingem.

Enters the position of a senior consultant for
the management of human resources and
the management of change. He has manage-
rial experience in implementing a system of
compensation, collective bargaining, and HR
controlling.

MARTIN BELCIiK

Nastoupil na pozici senior konzultant pro oblast
optimalizace procest, finan¢niho fizeni a organi-
zacnich auditl. M dlouholeté zkusenosti v oblasti
statni spravy, kde pisobil na vyznamnych manaZer-
skych pozicich Ministerstva obrany.

Will occupy the position of a senior consultant
in the area of process optimization, finan-
cial management, and audit organization. He
worked in the government as a senior manager
in the Defense department for many years.

FRANTISEK PAVELKA

Nastupuje na pozici trenéra manaZerskych
a obchodnich dovednosti. Pfichdzi se zkusenostmi
z fizeni oddéleni vzdélavani a z plsobeni na pozi-
cich interni trenér v nékolika financnich institucich.

Will be a trainer and coach of management and
business skills. He used to manage a job educa-
tion department and was an internal trainer at
several financial corporations.

PETR BLAHA

Nastupuje na pozici senior konzultant pro oblast
rozvoj obchodnich siti. S M.C.TRITON spolupra-
cuje jiz nékolik let jako externi spolupracovnik.
Mé rozsahlé zkusenosti z plsobeni ve financ-
nich institucich (Generali pojistovna, Modra
pyramida stavebni spofitelna). Podilel se na
projektech rozvoje obchodnich siti pro Bawag
Bank, Oberbank a HYPO stavebni spofitelna.

Will join as asenior consultant in the area
of sales network development. He has been
consulting for M.C.TRITON for several years
as an external consultant. He has a wide
experience in financial institutions (Generali

insurance, Modrd pyramida stavebni spofitelna).
He participated in sales network development
projects for Bawag Bank CZ, Oberbank CZ, and
HYPO stavebni spofitelna (Unicredit group).

EVKA STRECKOVA

Nastoupila do spolecnosti M.C.TRITON Slovakia
na pozici konzultanta. Zaméfuje se na oblast
lidskych zdrojti, pfedevsim hodnoceni a vzdé-
lavani pracovnikd, nabor, vybér a hodnoceni
zplsobilosti na pozici.

Joins the M.C.TRITON Slovakia company as
a consultant. She specializes in the areas of
human resources, particularly the evaluation
and education of employees, recruiting, and
evaluation for position readiness.

SILVIA MOLNAROVA

Rozdifila tym M.C.TRITON Slovakia a zastava
pozici konzultanta. Specializuje se na oblast
lidskych zdroji a na rozvojové projekty v oblasti
strategie, obchodu a procesd. V ramci lidskych
zdrojli se vénuje predevsim ndboru a vybéru
pracovnikd, jejich hodnoceni, fizeni lidi, vzdéla-
vani a koucinku.



WELCOME ON THE TRITON TEAM

Fills the position of a consultant for the M.C.TRITON
Slovakia team. She specializes in human resources
and the development projects dealing with
strategy, sales and processes. In the area of human
resources, she focuses on recruitment and evalua-
tion of potential employees, people management,
employee education, and coaching.

DOYCHIN STOYANOV

V M.C.TRITON Bulgaria pracuje na pozici konzul-
tant. Je zodpovédny za projekty v oblasti verej-
ného sektoru a v oblasti strukturalnich fondti EU
a déle za rozvoj a integraci I1SO systému. Hovori
anglicky.

Consultant M.C.TRITON Bulgaria. Responsible
for projects in Public sector, Structural funds of
European Union and responsible for building
up and integration of 1SO systems. He speaks
English.

MARTINA KUBOVA

N2

V M.C.TRITON Bulgaria pracuje na pozici HR kon-
zultant. Je zodpovédna za naborovou cinnost,
realizaci AC/DC, vzdélavaci a tréninkové aktivity.
Hovofi anglicky (a bulharsky).

HR Consultant M.C.TRITON Bulgaria. Respon-
sible for recruitment, developing personnel
(comprehensive educational / training program,
Assessment / Development Centers or the out-
door activities). She speaks fluently English and
Bulgarian.

HANKA KASKOVA

posiluje tym Project Back Office M.C.TRITON.
Dominantné se bude vénovat svym rozsahem
unikatnimu projektu manazerského vzdélavani
pro Komercni banku.

She is an addition to the Project Back Office
M.C.TRITON team. Her main activity will be
focused on the special project for Komer¢ni Bank
dealing with management schooling.

VLADIMIR ZIZKA

nastupuje na pozici senior konzultanta pro
oblast financniho fizeni, controllingu a procesa.
Mé manazerské zkusenosti s financnim fizenim
spolecnosti, krizovym fizenim, fizenim nakupu
HN Logistic Systems, CKD Praha, CKD — Siemens,
OTTO Industrie.

He joints as a senior consultant specializing in
the areas of financial management, control-
ling, and processes. His managerial experiences
include financial management of corporations,
managing the procurement of HN Logic Systems,
CKD Praha, CKD - Siemens, OTTO Industrie.

PETR SARA

nastupuje na pozici konzultanta pro oblast opti-
malizace procesd a mzdovych systém(. Vénuje se
také problematice PPP projektd.

His position is that of a consultant in the area
of process optimalization and payroll systems.
He also takes care of PPP projects.

vyhleda pro Vasi spolecnost nejvhodnéjsi
kandidaty na pozice stfedniho a vrcho-
lového managementu a na pozice $pic-
kovych odbornikl rdznych obord.

Executive search/headhunting of middle
and TOP management and key specialist

contact:

Markéta Hinkova,
Managing director

Tel: +420 224 362 453, - 400
Mobil: +420 724 888 794
www.tritonhunters.cz

TRITON

Hunters

WELCOME ON THE TEAM

JOURNAL | 12




s
E
(=]
S
m
A
-]
<

ZL | IvN¥nor

Firma, ktera se rozhodne vybudovat cen-
trum sdilenych sluzeb, musi, kromé velmi
dobfe pripraveného projektového (transfor-
macniho) planu, mit na zfeteli zaméstnance,
ktefi se stanou zaméstnanci nové firmy — SSC,
at uz formou , prevedeni” nebo ,propousténi
a novym naborem” v jiné zemi ¢i jiném lokal-
nim misté. V obou pfipadech jde o zmény, kte-
ré vyvolavaji v lidech pocit nejistoty, nestabi-
lity a ohroZeni. Cilem této sluzby je zajistit,
aby se vykon lidi v transformacnim prostiedi
nesnizil, aby zaméstnanci zmény nejen akcep-
tovali, ale i podporovali.

ROLE M.C.TRITON JE SMEROVANA DO
3 OBLASTI:

1. Kvalitni vybér a pfiprava manaZerd
+Agenti zmény"” tak, aby byli schopni plnit
svou manaZzerskou a v0dci roli. Diiraz se klade
predevsim na schopnost pozitivné motivovat =
Sifit presvédceni, Ze zména je novd pfileZitost
a vyzva k jejich rozvoji. A nasledné priibézné
monitorovat atmosféru ve svém tymu a pro-

aktivné fesit problémy.

2. Rizeni a koordinace procesu interni
komunikace o zméné:

a. ldentifikace cilovych skupin.

b. Urceni cild komunikace a vypracovani
navrh(i sdéleni pro jednotlivé cilové
skupiny.

¢. Zvoleni komunikacnich kanall (osvédcuji
se komunikacni kandly umozZnujici rych-
lou interakci se zaméstnanci, jako jsou
napf. intranetové stranky projektu obsa-
hujici diskusni fora).

d. Méreni efektd komunikace (pravidelné
monitorovani atmosféry ve firmé a reakce
na nepriznivy vyvoj).

3. OSetfeni nedorozuméni a rizik
vyplyvajicich z interkulturalniho prostiedi
— k pochopeni kulturnich rozdilli je realizovana
série interkulturdlnich workshopll zaméfenych
na mékkou dimenzi fizeni zmén a budovani
spolecnych norem a pravidel chovani s cilem
zabranit Zivelnym a nefizenym stfetlim rdznych
firemnich hodnot.

CENTRUM SDILENYCH SLUZEB

Komunikace transformace firmy

Projekt piedstavuje: Alena OlSarova, senior konzultant M.C.TRITON

Disponuje rozsahlymi zkusenostmi v oblasti fizeni zmén a HR procest v nadnarodni urovni. Realizovala projekty
napfiklad pro firmy: Erste Bank, T-Mobile Czech Republic, AHOLD Czech Republic, Zentiva, IBM Slovakia.

VYSTUPY Z PROJEKTU:

B Komunikacni plan zmény

M Pravidelny reporting o atmosfére ve firmé
v pribéhu transformace pro manazera pro-
jektu transformace

B Plan pro osetieni interkulturalnich rozdild

EFEKTY PROJEKTU:

I Osetieni interpersondlnich  rizik
(odchod kvalitnich lidi)

M UdrZeni vykonnosti zaméstnanci po dobu
transformace

B Zajisténi pribézné informovanosti zaméstnanc(i

zmény

Komunikaéni Komunikacni strategie/plan: Kontrolni
help desk: e Cilové skupiny ; ) aktivity v pri-
o Klicové sdéleni pro kazdou skupinu béh .
e Komunikacni nastroje €hu zmeny:
e Harmonogram komunikace - Jak zaméstnanci
Platforma, kde rozumi novym
mohou ziskat pravidldm
zaméstnanci Resitelské workshopy: - Jak vyuzivaji
informace PHY Facilitace workshopt pro feseni aktualnich ¥ nové principy
- problémti v priibéhu realizace zmény .
0 zméné a mohou v praci
se n'a cokoliv Vistup:
dotdzat. — i
Skoleni zaméstnanci: Zpétna vazha
PN Seznamovani s novymi pracovnimi postupy AN pro management,
a dalsimi novinkami Zpétna vazba pro
projektovy tym




SHARED SERVICES CENTRE

Communication of the company’s transformation

Introduction of the project: Alena OlSarova, senior consultant M.C.TRITON

Has wide range of experience in the area of management of change at the international level. She implemented projects for Erste Bank,
T-Mobile Czech Republic, AHOLD Czech Republic, Zentiva, IBM Slovakia.

Company, which decides to implement a cen-
ter of shared services, has to have, besides a well
prepared transformation plan, a plan that consid-
ers the employees who will become the employ-
ees of the new company — SSC. The employees
can either be “transferred” or “dismissed and
rehired” in a new country or at a new location.
In either case these are examples of changes that
bring out uncertainty, instability, and insecurity.
The goal of this service is to ensure that the ef-
ficiency of the people during this transformation
process is not decreased, and the employees not
only accepted this process, but supported it.

THE ROLE OF M.C.TRITON FOCUSES ON
3 AREAS:

1. The careful selection of managers as
“Agents of Change” so that they may fulfill their
managerial and leadership roles. The ability to
positively motivate — to convince that change is
a new challenge and opportunity for their deve-
lopment — is emphasized. Their role also includes
the follow-up monitoring of their teams and the
pro-active resolution of associated problems.

2. The coordination and management of in-
ternal communication regarding the change:

a. The identification of target groups.

b. The determination of the aims of commu-
nication and proposals for delivering infor-
mation to the target groups.

¢.The choosing of the communication channels
and tools (proven channels of quickly interact-
ing with the employees are media such as dis-
cussion forums on the internet project page).

d.The measurement of the effects of com-
munication (regular monitoring of the
company’s “mood” and reacting to any
negative development).

3. The handling of risks and misunderstand-
ings which are the results of multicultural environ-
ment — there is a series of intercultural workshops
design to better understand intercultural diffe-
rences, focusing on the “soft-dimension” change
management, and on developing common stan-
dards and behavioral rules in order to prevent the
unintended clashes of different company values.

PROJECT OUTPUT:

M Plan of the communication strategy while
implementing the change

M Timely reports regarding the company's
mood during the transformation for the
transformation managers

M Plan for handling of intercultural differences

THE EFFECTS OF THE PROJECT:

M The proper management of interpersonal risks
associated with change (flight of quality people)

B Maintaining work efficiency of employees
during the transformation

M Providing timely information for employees

Communication Communication strategy/plan: Change control
help desk: ® target groups acti\_lities during
¢ key messages for each target group the implemen-
. e communication tools tation:
Question and e communication schedule - How employees
answer platform understand
for staff during the new rules
implementation Problem solving workshops: ) Hrci]réiusl):sniiw
of change | Fadilitation of workshops focused on solving ¢ \FI)VOI’k P
individual problems during implementation
Outputs:
¢ feedback reports
Implementation trainings for the staff: for management,
Introduction of new working principles feedback  reports
O “what's new in your work” ¥ for project team
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Zvyseni podilu na trhu je ambici celé fady
financnich instituci. | pies rozsiteni technologické
distribuce (internet, call centra) vyznam poboc-
kové sité a direct sales roste nadale.

Pokud dostaneme od naseho klienta zadani
rozsifit prodejni sit, zaméfujeme se na nasledu-
jici kroky:

B analyza trhu a rozhodnuti o poctu pra-
covist vCetné provazani s dalsimi prodej-
nimi kanaly (tzv. model multikanalového
prodeje);

M rozhodnuti 0 modelu vytvareni sité — vlastni
pobocky, franchising, direct sales, technolo-
gicka distribuce;

B vytvofeni standardi pro fizeni jednot-
livych odbytovych cest a pro chovani
k zédkaznikdm, CRM s manazerskou nad-
stavbou, kompetencniho modelu a karié-
rovych pland pro zaméstnance na poboc-
kach, modelu odménovani a provizniho
systému;

Bl dle potieby fesime s firmou segmentaci trhu
a skladbu produktového portfolia pro jed-
notlivé segmenty;

I vyhledani vhodnych objektl pro pobocky
(franchising) a jejich personalni obsazeni;

M priprava podkladd pro smluvni zajisténi pro-
vozu pracovist;

M uvodni rozjezd vsech pracovist (vytvore-
ni lokalni strategie, koucovani manazera
pobocky).

ROLE M.C.TRITON

M Projektovy tym je veden interim ma-
naZzerem, ktery je nositelem zmény, je po
dobu projektu pfitomen u klienta a ope-
rativné reaguje na potfeby klienta, v fadé
pfipadd docasné zastava pozici manaZera
pro obchod.

I Poskytujeme know-how v oblasti multika-
nalového prodeje, fizeni pracovist, vedeni
a motivace lidi v jednotlivych odbytovych
cestach.

B Projedndme moznosti a efektivni podmin-
ky pro vyuZivani externich prodejnich cest
(makléfi finan¢nich produkta).

ROZSIRENI POBOCKOVE SITE

Gerhard Mendrok, vykonny feditel a senior konzultant M.C.TRITON Slovakia

Pii projektech té%i ze své desetileté zkuSenosti zplsobeni v manazerskych pozicich v Ceské pojistovné
aVseobecné stavebni spofritelné KB (nyni Modra pyramida — Société Générale group). Realizoval zakazky pro

spolecnosti: BAWAG Bank CZ, Allianz Slovenska Poistoviia, CitiBank, CitiFinancial, CSOB Leasing SK, Aegon
Pojistovna, Hypo stavebni spofitelna.

B Vyhleddme a nasledné po vymezenou dobu kou-
Cujeme manazery pobocek (koucink ma vyznam-
ny vliv na pocatecni rozjezd produkce pobocek).

EFEKTY PROJEKTU

B Funkéni sit vsech odbytovych cest i pracovist

I Plsobenim interim managera dochazi
k vyraznym nardstlm produkce a rychlejsi
implementaci zmény.

Il Strategie pro obsazeni trhu v jednotlivych
lokalitach

B Nastaveny standard fizeni pracovist, moti-
vace k prodeji, fizeni vztahu se zakaznikem
a obchodniho reportingu

Piiklad nariistu produkce u jedné banky v CR, kde interim manazer M.C.TRITON pisobil 1 rok.
Example of the sales increase at a bank in the Czech Republic where the interim manager

of M.C.TRITON was in charge for one year.

2000

1500 +

1000 + 1
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Zacétek spoluprace
Start of cooperation
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The ambition of many financial institutions is to
gain market share. Even though technical distribution
(internet, call centers) has expanded, the role of the
branch network and direct sales is ever increasing.

When our client commissions us to expand
their sales network we concentrate on the fol-
lowing measures:

I market analysis and the determination of the
number of branches including the operations
with additional distribution channels (so
called multi-channel sales);

[ determining the model for network de-
velopment — company branches, franchising,
direct sales, technological distribution;

[l standards creation for the management
of individual distribution channels and for
customer relations, CRM with managerial
training, job competency model as well as
carrier development plans for branch em-
ployees, wage compensation and commis-
sions mode;

Il we guide, according to company needs,
market segmentation, and the composition
of product portfolio for individual company
segments;

Il ook for suitable real estate for branch placement
(franchising) and their subsequent manning;

B preparation of fundamentals for business
operations contract;

[l start up of all the facilities (local strategy cre-
ation, branch manager coaching).

THE ROLE OF M.C.TRITON

M The project team is lead by an interim man-
ager who is the leader of change. He is, for
the duration of the project, located at the
client’s premises and he reacts operationally
to client’s needs, and in many cases fills in
for the sales manager.

B We supply know-how in the area of multi-
channel sales, premises of operations,
management and motivation of employees
in individual distribution channels.

I We discuss opportunities and the suit-
able conditions for the utilization of
external distribution channels (financial
products brokers).

B We will recruit and for alimited time coach
branch managers (the act of coaching has a sig-
nificant impact on the initial branch output).

THE IMPACT OF THE PROJECT

B Functioning network of all distribution chan-
nels and offices. The introduction of an inter-
im manager significantly increases produc-
tion and facilitates a faster implementation
of the transformation.

I Strategy for acquiring market share in indi-
vidual locations

I Setting standards for management of offices,
motivation for improving sales, customer rela-
tions management, and business reporting.

Aplikujeme nase know-how pro multikanalovy prodej

We apply multi-channel sales know-how

e

External channels

« Sales representative

-
A

Own-owned outlets

www / call centers
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Na prvni pohled se zdda, Ze HR je vSude
stejné — nébor, hodnoceni, tréninky, rozvoj
a nevyhnutelnd administrativa — neni to Upl-
né tak.V Rusku je moje pozice jina predevsim
prostfedim, lokalnim trhem prace a obchodu.
Velikost statu determinuje také velké mnozstvi
administrativy, kterd v HR a ve financich opro-
ti Slovensku obrovska. Pracovni trh je hlavné
v Moskvé, Petrohradé a Kyjevé velmi dyna-
micky. Recruitmentové agentury jej nazyvaji
trhem kandidatl, protoZe je tu vice vysoce
kvalifikovanych pozic bez vhodnych kandi-
datd. Proto ti nejlepsi, ¢asto zoceleni zkuse-
nostmi v ,zapadnich firmach”, které pfisly do
Ruska kratce po ,perestrojce”, maji denné
nékolik pozici na vybér. S tim je spojend také
dynamika v odmérovani, protoze pretlak vol-
nych pozic vii¢i mnozZstvi zkuSenych kandida-
td vede firmy k velmi nadstandardnim nabid-
kam. Benchmarking v oblasti odméfnovani
se da vyuZit pouze pro primér na trhu,
a to jen na nékolik mésict, protoZe situ-
ace se velmi ¢asto méni. Pro zajimavost:
nezaméstnanost v Moskvé je 0,6%.

MAM RADA VYZVY

Soiia Budjacova, Country HR Manager pre Rusko, Ukrajinu, Kazachstan a Uzbekistan

Nejvétsi vyzvou je transformace HR z admi-
nistrativné persondlniho oddéleni na business
partnersky model. Neni to vSak jen o zméné v HR
tymu, ale hlavné jak ,prodat” tuto myslenku
manaZerdm a zaméstnanciim. Je pfece mnohem
jednodussi zlistat u toho, co mame, nez Cist infor-
mace, odpovidat na otazky a ¢as od Casu vyuZit
intranetové aplikace na ziskani podklad( na viza
nebo sluzebni cestu. Zaméstnanci preferuji radéji

osobni kontakt neZ ,samoobsluhu” pfes internet.

Vénuji hodné casu komunikaci s manazery
a Ucastnim se jejich porad, které nemaji s HR nic spo-
lecného. Chci poznat jejich business a byt s nimi,
kdyz o néc¢em rozhoduiji. Pro né je to nova situace
a Casto se mé ptaji, jestli tam opravdu chci byt. Po
Ctyfech mésicich se uZ situace méni a ja i moji kolego-
vé HR partnefi dostavame pozvanky na porady auto-
maticky. DalSi vyzvou je nejen presvédcit manazery,
Ze HR ma co nabidnout. Nejen administraci a kadro-
vani, ale také odbornou konzultaci a pomoc pro jejich
business. A vyzvou je tento slib s HR tymem naplnit.

Je absolventkou Filozofickej fakulty v Bratislave, v roku 2002 ukoncila dalSie stidium MSc. pri Sheffield Hallam
University. Od roku 1995 pracuje v oblasti Human Resources v réznych odvetviach, najma v oblasti bankovnictva
a informaénych technolégii. V rokoch 2000-2005 pracovala pre GE Money Bank v Ceskej a Slovenskej republike
na pozicii HR Manager. Od marca 2005 pracuje v IBM ako Country HR Manager pre spolocnost IBM na Slovensku
a od januara 2007 ako Country HR Manager pre Rusko, Ukrajinu, Kazachstan a Uzhekistan.

Je to dlouhodoby proces, protoZe dlvéra nepfijde
ze dne na den. Kazdé malé zavahani je pod drob-
nohledem a manaZefi i zaméstnanci ndm vzdy pfi-
pomenou, Ze jsme to radéji neméli ménit. V3eobecné
pristup ke zméné je stejny, at uZ v Rusku, na Sloven-
sku €i v Evropé. Lidé zméndm nevéfi a napoprvé také
neradi opousti svoji ,,.zonu komfortu”. Takze vyzvou
pro mé je vydrZet a byt trpéliva.

Koucink s Pavlem je o diskusi a hledani sprav-
né cesty pfi fizeni procest i lidi. Byt ve vysoké
manazerské pozici znamena byt ,sam na
pomysiném vrcholu” a nést znacnou vahu
zodpovédnosti. Pfirovndvam to k vystupu na
osmitisicovku, kde vam na zacatku pomaha tym
lidi, ale nakonec jste na vrcholu viceméné sami.
V préci viak toto nestaci, protoZe tkold je vice,
jsou komplikované a tym, se kterym pracujete,
je velky. Rozhodnuti o koucinku bylo jednoduché
a dobrovolné — v novém prostiedi se nechci
ucit jen na vlastnich chybach. Zaroveni m{j
nadfizeny fidi 14 zemi a Casto neni cas o feSenich
diskutovat, ale odprezentovat je a ziskat souhlas.

Abych si byla jista, Ze zvaZuji vSechna rizika,
Ze vidim problém komplexné — v tom mi poma-
ha diskuse s Pavlem. Je otevfeny, pfimy, fekne na
rovinu, co se mu libi a co ne. Zaroven vim, Ze jeho
nazory jsou podloZené dlouholetymi zkuSenostmi.
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You have recently moved from Bratislava
to Moscow where you are the Country HR

Manager for Russia, Ukraine, Kazakhstan,
and Uzbekistan. How does your current
position differ from your previous one?

At first sight it seems that HR is the same
everywhere — the recruitment, evaluation, train-
ing, development, and the unavoidable bu-
reaucracy — but it isn't entirely so. My position
in Russia is different due to the environment,
the local job market, and the business point of
view. The sheer size of the country determines
the vast amount of bureaucracy which the HR
and finance departments (compare to Slovakia)
have to deal with. The job market, especially in
Moscow, Petersburg, and Kiev is very dynamic.
The recruitment agencies call it a candidates
market, because there are many more high-re-
sponsibility positions for qualified candidates
than job seekers. Thus the best candidates,
many who have been honed by working for
western companies and came to Russia shortly
after “perestroika”, have daily a pick of several
positions. This also has an effect in the remuner-
ation of these people, since the position-candi-
date ration is skewed so much the companies
are making very non-standard offers. The com-
pensation benchmarking can only be uti-
lized to get a market average and only for
the duration of several months due to this
changeable market. An interesting fact is that
Moscow currently has 0.6% unemployment.

"!'A:‘i 0-2005 she worked for GE Money Bank'in C:
yorks for IBM as Country HR Manager for IBI
Manager for Russia, Ukraine, Kazakhstan and Uzbekistan.

€ pubc and frc

What are your current biggest challenges?

The biggest challenge is the transformation of
the HR from an administrative personnel depart-
ment into a department based on the business
partner model. It isn't only about the HR team
transformation, but mainly about “selling” this
idea to the managers and employees. It is much
simpler to maintain what we got than to read
information, answer questions and sometimes to
use the internet application to obtain information
for a visa or a business trip. The employees prefer
human contact to the Internet “self-service”.

I spend a great deal of time communicating with
managers and | attend their meetings even though
they have nothing in common with HR. | want to
understand their business and be present when
they are making decisions. It is a new situation
for them and they often ask me if | really want to be
there. The situation is changing and after four months
me and my HR colleagues are receiving meeting in-
vitations automatically. Another challenge is to con-
vince the managers that HR has something to offer —
not only administrative and personnel related items,
but also expert consultation and advice for their
businesses. And the challenge is for the HR team to
fulfill this promise. It is a long-term process, because
gaining their confidence doesn’t happen over night.
Any hesitation is scrutinized under a microscope and
managers and employees are constantly reminding
us that we shouldn't have changed it. The attitude to-
ward change is generally the same, be it in Russia, or
Slovakia, or Europe — people mistrust changes, and at
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first they don't want to leave their “comfort zone".
So my challenge is to persevere and to be patient.

You have been utilizing the coaching
provided by Pavel Vosoba for some time.

What made you decide on this approach
and what does it do for you?

Coaching by Pavel takes the form of a dis-
cussion about choosing the right path in the
course of managing, or using the right processes
or dealing with people. To occupy a high man-
agement position is to be “alone at the top
of an imaginary summit” and carry a large
burden of responsibility. Let me compare it to
climbing an 8 thousand meter mountain. In the
beginning you have the support of your team, but
at the end you're at the top more or less alone.
But this is not enough at work because there are
more tasks, they are more complicated, and the
team you work with is large.

The decision for coaching was voluntary and
easy — I don't want to learn solely from my
mistakes in a new environment. At the same
time my supervisor is managing 14 countries and
often there is no time for a discussion, only the time
to make your case and get a consensus. | want to
be sure | consider all the risks, that | see the prob-
lem in its full complexity — that's where the discus-
sions with Pavel are helpful. He is open-minded,
direct and tells me flatly if he likes something or
not. At the same time | know that his opinions are
based on the experience of many years.

INTERVIEW
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Podstatou projektu je zvysit Groven pFistu-
pu pracovnikd ve firmé tak, aby doslo ke zvy-
Seni spokojenosti zékaznik(i a jejich loajality
vaci firmé. Zakladni koncept je postaven na
téchto zkuSenostech:

Il Dlouhodoby obchodni Uspéch je postaven
na pravidelném zvySovani zékaznické spo-
kojenosti a zakaznicky orientovanych inter-
nich procesech.

B Chovani kazdého zaméstnance ovliviiu-
je spokojenost internich nebo externich
zékaznikad.

ROLE M.C.TRITON V PROJEKTU:

B Rizeni projektu interim manaZerem (interim
manazer je zodpovédny za pribéh projektu
a implementaci ak¢niho planu)

M Dodani know-how (M.C.TRITON poskytne
vlastni know-how pro ovlivnéni chovani
k zakaznikim, systém pro monitoring a zlep-
Sovani chovani k zakaznikiim)

B Facilitace workshopll a realizace trénin-
ku zaméstnancl v priibéhu implementace
standard( chovani

B Koucovani klicovych manazerG (kouci
M.C.TRITON poméhaji klicovym mana-
Zerdm s pInénim cilti nastavenych v ramci
projektu)

B Spoluprace pii marketingu a komunikaci
projektu (navrh a realizace komunikacni-
ho planu)

EFEKTY PROJEKTU:

B Zvyseni spokojenosti a loajality zakaznikd
prokdzané nezavislym méfenim

B Zaméstnanci zvysi Groven pfistupu ke

spokojenosti internich nebo externich

zékaznikd

Rozvoj procesti ve firmé s ohledem na

poskytovani sluzeb zakaznikiim

Rozvoj interni komunikace

ZvySeni efektivity firemniho rozpoctu na

vzdélavani atd.

World-class customer service project

ZVYSENI ZAKAZNICKE
SPOKOJENOSTI A LOAJALITY

Projekt piedstavuje: Filip Rulc, senior konzultant M.C.TRITON

Realizoval celou Fadu projektti zamérenych na rozvoj kvality sluzeb, zakaznického pfistupu a manazerského
rozvoje, napriklad pro spolecnosti Citibank, Toyota Motor Czech, T-Mobile Czech Republic, Zentiva, ARAL, Ceska
pojistovna, ALPINE PRO.

NASTROJE PROJEKTU:

ManaZersky standard pro ovlivnéni chovani
pracovnikd k zékaznikGim

Pocétecni méfeni spokojenosti zékaznikl
Uprava systému hodnoceni

“Mékké" nastroje fizeni pro manazery
Workshopy a tréninky pro implementaci
zdkaznického pfistupu manazerské praxe
Koucink manazeri

Nastroje pro komunikaci a marketing projektu
Méreni posunu spokojenosti zakazniki na
konci projektu

Best
customer
center

1. Project aiming, background analysis
2. Customer orientation code

3. Start-up of

4. Kick-off workshop
5. Launching project tools into managerial practice
6. Support development activities

7. Checking and verification of project results

Project management

Project marketing

ACKNOWLEDGE
PERSON/RESPECT  |SITUATION

rTtT11

CLARIFY THE

permanent support

pernament operational feedback

1 year



CUSTOMER SERV.
AND LOYALTY |

Project headed by:

Implemented number of projects with the
customer approach and management deve

T-Mobile Czech Republic, Zejv , ARAL,
d ¢

Customer service project is the project for
establishing principles for improvement of cus-
tomer satisfaction and loyalty in the companies.
The logical framework of this project comes
from the following experience:

I Repeat business success is a result of con-
stant improvement of external customer
satisfaction, and correctly set up “client”
internal processes.

Il Every employee’s behavior has an impact on
internal or external customer satisfaction.

ROLE OF M.C.TRITON:

Il Project management by interim manager
(interim manager is responsible for run-
ning the project, manager implements the
project action plan)

I Runningofprojectknow-how (M.C.TRITON
is responsible for know-how delivery dur-
ing the project — customer oriented be-
havior standards, system for monitoring
and improvement of customer oriented
methodology)

B Facilitation of workshops and manage-
ment of training during implementation of
behavior standards (M.C.TRITON is liable
for delivery of outputs from workshops
and for suitable management of training)

I Coaching of key managers (coaches of
M.C.TRITON support the key managers in
their fulfillment of project goals)

[l Collaboration with project communica-
tion and marketing (M.C.TRITON cooper-
ates by the implementation of the com-
munication plan)

PROJECT EFFECTS:

[ Customer satisfaction and loyalty im-
provement as indicated by independent
measurement

Il To strengthen the employee perception of
importance of “external and internal cus-
tomer” satisfaction

[l Improving the company processes regarding
customer service delivery

T&D Project comparison

Efficiency: 5%
Training 1 Training 2 Training 3 THE
»Customer »Customer »Customer SAME PRICE
satisfaction” satisfaction” satisfaction”
BUT
P - 200/ — 5O,
Customer Training — Customer Oriented Efficiency: 30% — 50%
. . . . HIGHER
Orientation How to use Behaviour checking EFFECTS
Code ,,COC" Lcoc” (mystery shop., audits)

Il Development and improvement of internal
communication
Il Increasing the effectiveness of business budget

PROJECT TOOLS:

Managerial standard for employee customer
oriented behavior

Start-up measurement of customer satisfaction
Evaluation system modification

Fitting of soft managerial tools

Workshops and training for launching customer
oriented approach into managerial practice
Coaching of key managers

Project communication and marketing tools
Final measurement of customer satisfaction
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Mate pretrénované manaZery? Neni to ale
tak Uplné vidét na zpUsobu fizeni a fungovani
spolecnosti? Potfebujete fadu véci zménit, ale
nejste tak Uplné zvédavi na poradenské sluzby
(nebo to neni politika Vasi spolecnosti kupovat
poradenstvi)? Postradate kapacitu a dlslednost
pro uskutecnéni nékterych zmén, které nelze
udélat velmi rychle?

Tak to vSechno jsou potencilni plus ,,0D"
programd.

M Nikoho nic prvoplanovité neuci (presto se
manaZefi rozvijeji na pozadi feseni konkrét-
nich véci).

Pracuje se s redlnymi tématy a prioritami spo-
lecnosti.

Aktivné se (castni celd vybrana manaZerska
struktura.

Vyrazné se zjednodusuje implementace vystu-
pd, zavér a inspiraci.

Pracuje se s manaZerskym tymem a ne se
skupinou individualit, ktera se sesla na
vzdélavaci akci.

Dosahuje se redlnych efektd osvédcenymi typy
aktivit za pomérné nizkou cenu.

Firma neztraci kontrolu nad celou véci.

Nutné to nemusi byt néco, co pfichazi z pldy
HR, presto je to pfileZitost jak zvysit prestiz Use-
ku vzdélavani, protoze efekty jsou jednoznacné
prokazatelné.

Postup pfi realizaci:

1. Spolecné s nejvyssim vedenim spolecnosti se
definuji oblasti fungovani spolecnosti, které
je tfeba posunout, rozvinout. Je pfitom klico-
vé, aby Slo o témata, jejichZ potfebu vnimaji
manazefi napfi¢ spolecnosti a navic se kryla
s prioritami spolecnosti.

.Rozhodne se o tom, které hierarchické urovné/
skupiny manaZzer(i budou do projektu pfizvany.

. Definuje se sled aktivit.

4. Nasleduje vysvétlovaci kampan do nadna-

rodnich struktur, aby se ziskala podpora
a pfislib ucasti.

N

w

ORGANIZACNI DEVELOPMENT
+~0D PROGRAMY*

Produkt pfedstavuije: Jan Sicha, vykonny feditel M.C.TRITON a senior konzultant pro oblast HR.

Ma dlouholeté zkusenosti z projektt v oblasti HR zamérenych predevsim na vzdélavani manazert, kompetencni
modely, firemni kulturu a systémy hodnoceni. Mezi jeho klienty patfi napfiklad: SkodaAuto, KPMG, Parker
Hannifin Industrial, Ceska spofitelna, CEZ, RWE Group.

skymi tymy, individualni asistence s vybra-
nymi manazery).

Rozdil oproti klasickym Training&Development

programiim:

B Resi se ,rozvoj firmy jako celku” ne ,rozvoj
jednotlivce”. Témata, ktera se fesi jsou pfimo
z praxe a Ucastnici jsou motivovani je roz-
vijet, protoZe feSeni ma Casto pfimy dopad
na jejich bonusy. TOP management se aktiv-
né Ucastni, protoZe se probiraji konkrétni
zaleZitosti z chodu firmy.

Il Obrovskou vyhodou je moznost ve vybra-

5. Naplanuji se terminy. nych okamZicich vyskocit z rozvojové aktivi-
6. Ukoly z prvni aktivity a jejich pInéni pfecha- ty do standardniho fidiciho procesu a ucinit
zi do standardnich fidicich agend (firemni rozhodnuti na drovni vedeni spolecnosti
porady, ...). a rozdat ukoly.
7.Na uvodni akci navazuji dalsi aktivity pro | [l Dochazi ke konkrétnim zménam ve fungo-
podporu realizace akcniho planu (konzulta- vani firmy.
ce, follow up workshopy s nizsimi manazer-
Training&Development program | Organizational Development program
® Rozvoj lidi — prioritné g .
COSERRS? | o znaost - Roavjfimy (fngocn)
e Dovednosti 1P
e Development centrum e Workshopy
JAKOU FORMOU? | e Trénink ® Business oriented coaching
e Coaching ® Field assistance
e Spokojenost o Co budeme délat lépe
CO JEVYSTUPEM? e, Posun jednotlivce” e, Posun firmy" = konkrétni akéni plan
® Max. 5% posun firmy (garant) v daném problému (tématu)
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Have your managers been retrained? But it doesn’t operations needing improvement or develop- | The differences as compared to the classical =
really reflect on the management style and the ment. It is essential to pick topics which the | Training&Development programs are: g‘
performance of the corporation? Do you need to managers would see as companywide and which | [l The management of “the development of §
change a number of things but are not really inte- would be relevant to the company'’s priorities. the company as a whole” is considered, not -
rested in consulting services (or it is not part of your | 2.The decision will be made which group of mana- the management of “the development of the
company's policy to hire consultants)? Do you lack gers, or managers, hierarchically speaking, to invite. individual”. The topics covered are real world
the capacity and the will for instituting certain chan- | 3. We will define the schedule/sequence of activities. problems and participants are motivated to
ges which cannot be implemented very quickly? 4. A campaign to explain the purpose will be aimed work with them since, in many cases, their
at the international structures to garner support bonuses may depend on similar solutions. The

All of the above are potential pluses of the and to get the promise of participation. TOP management is actively involved because
“0OD" programs. 5. Dates will be scheduled. specific problems pertaining to the operations
[ There is no defined syllabus (nevertheless = 6.The assignments of the first activity and its of their company are being discussed.

managers are developing their skills when results are channeled into the standard manage- =~ [l The great advantage is that at any given time

solving specific problems). ment structure (company’s advisory board,etc.). the training can redirect from a developmental
I We take the company’s actual problems and = 7.There are additional activities that are a follow activity into standard management process,

issues into consideration and work with them. up to this introductory activity to support the make a decision at the highest level and distri-
Il All of the selected management is actively implementation plan (consultations, follow up buting tasks.

participating. workshops with lower placed management teams, = [l The company operations are being changed
Il We strive to simplify the implementation of and individual assistance to selected managers). in specific ways.

presentations, conclusions, and inspirations.
Il We work with a management team, not a gathe-

ring of individuals, at the educational seminar. Training&Development program Organizational Development program
[l We achieve real results by using true and

tried methods for a modest price. WHAT'S BEING |~ People Development (as a priority) ¢ Company Development (operations)
M The company is in firm control. LOOKED AT? * Know-how * Process Development
W Itis not necessary that “OD program” should be * Skills

created by the HR department, however this is an , « Development Center * Workshops

opportunity to increase the prestige of T&D offi- WHAT7S L e Training « Business oriented coaching

ce, because the results are clearly demonstrable. FORM? e Coaching o Field assistance

o Satisfaction e What Can We Do Better
Implementation steps: WHAT IS THE * "Moving the Individual Forward" * "Moving the Company Forward "
1.We will, together with the company’s executive OUTPUT? e Max. 5% Forward Movement of = specific action plan (guarantee)
management, define the areas of the company’s the Company in a given topic




CESKA REPUBLIKA / CZECH REPUBLIC

=1

=_—°| ® M.C.TRITON, spol. s r.o. ® TRITON Hunters, spol. s r.o.
(=] Evropska 423/178, 160 00 Praha 6 Evropskd 423/178, 160 00 Praha 6
: Tel.: +420 224 36 2400 Tel.: +420 224 36 2442

= Fax: +420 224 36 2499 Fax: +420 224 36 2499

s E-mail: sekretariat@mc-triton.cz E-mail: office@tritonhunters.cz

E www.mc-triton.cz www.tritonhunters.cz

SLOVENSKA REPUBLIKA / SLOVAKIA

® M.C.TRITON Slovakia, spol. s r.o.
Klincova 20, 821 08 Bratislava

Tel.: +421 255 569 547

Fax: +421 255 569 549

E-mail: office@mc-triton.sk
www.mc-triton.sk

BULHARSKO / BULGARIA

® M.C.TRITON Bulgaria Ltd.
21, Yakov Kraykov St., 1606 Sofia
Tel / Fax: (+359 2) 953 3567
E-mal: office@mc-triton-bg.eu
www.mc-triton-bg.eu

TRITON
>

zemé, kde ma M.C.TRITON vlastni sp
Countries where M.C.TRITON owns i

zemé, kde M.C.TRITON pusobi v ramci E-1 Consulting Group
Countries where M.C.TRITON acts within the framework of the E-I Consultin up

zemé, kde M.C.TRITON pracuje v rdmci mezindrodnich projektut
Countries where M.C.TRITON works in the framework of international projects

www.tritonskupina.cz www.tritonhunters.cz www.mc-triton.com



