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Digital Campaign super heroes Business Services

@ Eurobank Yneprpavog Zuvblopyavwirg tou 11th People Management Executive Seminar

17 AekepPplou 2015, Athenaeum InterContinental, ABrva

Business Services

& HR

Super HeRoes
- , SUPER BOOSTER
H YNEPAYNAMH ZOY
‘ P~ EINAI H NAPAKINHEIH
Agv undpxel opdda, Tnv onoia Sev
evBappuvelg va anodwoel oto 100%
S H R A Twv dSuvaTtoTATWV TNG.

Ta péAn pLag opdsag agLomoLolv TIg SLKEG TOUG HOoVaSLKES LELOTNTES yLa TNV emTuynpévn oAokAfpworn Kabe amooToAr|G.

1616TNTEG oAV TG UTIEPSUVANELG TwY Super Heroes.
Super HeRoes

ATAVTNGE OTIG EPWTAGELS Tou Kould o akohouBel kat pébe otog Super Hero tr)g opddag cou eloat!
SUPER DOER
H YNEPAYNAMH ZOY

EINAI H EPFTATIKOTHTA

Aev undapxel task nou dev ynopeic va
QPEPEIC EIC NEPAG APETA KAl
anoTeAeoparika.

Super HeRoes

SUPER INNOVATOR

H YNEPAYNAMH ZOY
EINAI H KAINOTOMIA
BA€neig navra Tov SIapOopPETIKS,

nio SNUICUPYIKS TPOMNO PE TOV onoio
Ba ohokAnpwBei éva task.

Super HeRoes

SUPER BRAIN

H YHEPAYNAMH ZOY
EINAI H EMNEIPIA!
Eioal o “and pnxavig” super executive,

TN GUVEICPOPA TOU CNoiou EMISIKOUY
GAoi ol guvadeApol.
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Teaming for Success:
Taking the most out of your HR Outsourcing Partner

Nikos Mylonopoulos George Katiniotis
Associate Professor Managing Director

&) Eurobank.

Graduikz
Business Services

Rusingss Sehon

Business unusual

at The american College of Greece
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Who we are — Indicative Clientele Business Services
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Preparation Team — Executive breakfast participants m

Business Services

Customers Outsourcer

Owpac KouykouAloc, ABBVIE Qappoakeutiki AE

MNnwpyoc Katwiwtng, Eurobank Business Services AE
Mwpyoc Koupaptlng, DIXONS South East Europe AEBE

BaoiAng Makpidng, Eurobank Business Services AE
YtaBa Kpeppvda, NOKIA AVoelg kot Aiktua EAAAC AE

Nwpyocg Opaykoc, Eurobank Business Services AE

Avta MNamadia, COCA COLA 3E EAAadocg ABEE

Nikog Maplavog, COCA COLA 3E EAAadoc ABEE

Coordination

Niko¢c MuAwvonouloc, ALBA Associate Professor

Anuntpng Koukouumnavng, HR Advisor

Graduits
Busingss Sthoo

Business unusual

at The American College of Creece




Our Main Themes lm

Business Services

Business Process Outsourcing in HR Management

It’s a Learning Process

Experience in the Greek Market Varies

Teaming as the “Engine of Learning and Innovation” in HR-BPO

Teaming Across Organizational Boundaries

Business unusual

at The American College of Creece



High

Value Added

Low

The HR Value Curve- Eurobank Business Services Contribution
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Business Services

. Comgany Culture, Vision-Mission-Values

- HR Strategy aligned with Company Strategy
- Compensation and Benefits Policy/Design

.Strateg!r_ Workforce Planning
@ | abourRelations, Climate

.'-.fend:)r Management
-ch ange Management Services
Corporate @ Corporate Knowledge management
Performance Management
GﬂUEﬂ:IEInEE QTra-ﬂ!ngand Development
Services @ Recruitment, Assessment and Selection
GHE'DCﬂﬁDH Services

Professional and Qﬂreamzatmn . Job Descriptions
: : O Budpeting, Reparting

Advisory Services

GHR Policies and Procedures
O Benefits administration

Employment @ Form submissions (staff]

C) Payroll and Administration

Services

D Forms Submission (authorities)

Transaction Services

"::3' Employee Database HREIS

iR Advisory Area

HR Outsourcing Area

High Complexity of Interaction



Teaming as the Engine of Learning in HR-BPO

Business Services

Through the experience
of team dynamics, client
and vendor cultivate

Clients shape their
expectations depending

on immediate needs,

impetus for outsourcing Organizational Level
and relevant experience.

new ways working, reach
for higher levels of
performance.

Organizational
Capabilities

Expectations _

Team
Dynamics

:E_Evulutiu

e

Team —
Structure
The management of the Client-Vendor teams
outsourced process Team Level coordinate execution

demands an organization under divergent

of its own. Implicit in-
house, explicit on the

objectives and
unexpected
contingencies.

client-vendor interface.




The Cycles of Evolution in HR-BPO

Business Services

Performance

Organizational Level

Organizational

Expectations Capabilities

Structure Dynamics

ALBA Team Level
Bt

Business unusual

at The American Collere Aaf e mn e
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First Cycle: New Way of Working Rimtnscs Saritons

Expectations
* Discovery
* Hesitation
e Corporate mandate
* Imitation

Team Structure
e Adhoc
Expectations ) dmmm( OEraen  “Interface per§on
7\  Employed by client or vendor

_‘;Evolutio
l and I
<5 Team Dynamics

Organizational Level

Organizational

Ti Team . .
Str::tr::re - Dynamics b Mak|ng |t WOI’k
* Problem-solving
Team Level » Different org. cultures

* Internal politics

Organizational Capabilities

e Stabilizing the process
e Trustin the vendor relation

Gradugtz
Busingss Schoo

Business unusual

at The American Collere Aaf e mn e



Second Cycle: Optimization and Innovation lm

Business Services

Expectations
e Cost minimization
* Precision, Timeliness, Zero-errors
 SlAreporting

Organizational Level Team Structu re
* SLA and KPI experts
* Engagement/satisfaction survey

Organizational
Capabilities

Expectations _
& N
“Evolutio
l and I Team Dynamics
%nge . .
* Collaborative process redesign
- Team . .. .
Dynamics e Data-driven decision making
* Proactive problem solving

Team
Structure

Team Level

Organizational Capabilities
e Effective and efficient process management
 Managing Service Level Agreements (SLAs)
e Business agility

Gradugtz
Busingss Schoo

Business unusual

at The American Collere Aaf e mn e



Third Cycle: Organizational Transformation
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Business Services

Organizational Level

Organizational
Capabilities

Expectations _

& S
“Evolutio

l and
C{a‘nge

- Team
Dynamics

Team
Structure

Team Level

Gradugtz
Busingss Schoo

Business unusual

at The American Collere Aaf e mn e

Expectations
 Knowledge transfer
* Continuous improvement
e Process and service innovation

Team Structure
e Explicit Governance
* Distinct roles and responsibilities
e Decision making bodies
e Coordination and escalation mechanisms
* Interfaces deep in client organization

Team Dynamics
* Unquestionable adherence to the SLA
e Beyond the SLA
e Proactive opportunity identification

Organizational Capabilities
* Enabling the strategic role of HR
e Looking over the horizon



The Three Cycles of Teaming to Success

Business Services

Performance

Z 3. Organizational Transformation
: ; | 2. Optimization and Innovation

1. New Way of Working
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