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Balanced
To enhance your life - any time, anywhere Scorecard 2011

Vision

Profitable growth Improve capital and
(Gross Profit) Improve cash flows operating expenses

efficiency EBITDA

Enrich Customer Experience Improve ProFitability and Productivity
Cutomer Satisfaction -
Improve customer Increase brand Improve customer Mobile and Fixed
experience (CEP) loyalty life time value
Customer Lifetime Value

Operations / Processes

Gross Profit

Financial

Free Cash Flow

[
o
E
S
S
o

rocesses

Customer Experience Index

Oleeratians /

Growth & Learning

Emiratisation
Improve employee & Make execution a Increase capability Enhance organization’s E I
partner engagement core competency driven emiratisation capabilities & productivity mployee engagement

Growth &
Learning




Strategic Themes and Objectives 2011
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Dear Team, Key Performance Indicators (KPI) in Balanced Scorecard (BSC) of du for 2011

successful 2010 that would not have

been possible without your hard Financial

work and dedication. )
Gross Profit Revenue minus cost of sales

In order to achieve our goals for 2011, we need to have a

EBITDA Earni before ink kb ,d iati
shared understanding of our aspirations. HTHNGS DETOE INBSTESE, LRes, deprecarion

and amortization

The key strategic themes we will be focusing on this year Free Cash Flows Cash generated by du for its shareholders
are:

1. Enrich Customer Experience Customer

2. Improve Profitability & Productivity Customer Satisfaction - Measures customer satisfaction

Maobile and Fixed
3. Create a High Performance Organization
Customer Lifetime Value Measures quality / profitability of customers

Our performance as a company will be measured against
the framework of the key performance indicators (KPI's)
outlined on the Balance Scorecard. Operations / Processes

Customer experience index Measures the efficiency and effectiveness of

| encourage you to align your objectives, projects & .
fulfillment, assurance and billing processes

priorities accordingly.

Learning & Growth

Regards, Emiratisation Percentage of UAE national employees at du

Osman Sultan Employee Engagement Tracks the engagement of du employee

.

For more detailed information, please visit the Organisational Development page on our intranet. For further clarification, please email bsc@du.ae
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