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CORREQOS
GROUP

The Correos Group reached profit
before tax of 1.9 million euros.




Correos Telecom

Correos Telecom saw a net turnover of 7,150
thousand euros, 0.1% less than the previous year.

Profit before tax stood at 2,287 thousand euros, an
increase of 916.8%.

The company invested 597 thousand euros, the
majority of which was allocated to improving

the telecommunications network of the Correos
Group, with the rest being used for the acquisition
and renewal of computer applications.

NET TURNOVER
OF CORREOS
TELECOM

(thousands of euros)

RESULT BEFORE
TAX OF CORREOS
TELECOM

(thousands of euros)

+916.8%
1

2010 2011
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SOCIEDAD
ESTATAL

Correos is one of the leading
Spanish companies in terms
of size, coverage and human
resources.

02 Sociédad Estatél Co‘rreos y Telégrafos
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Sociedad Estatal Correos y Telegrafos

Correos is the market leader in the Spanish Q The provision of any other activity related to its
Sociedad Estatal postal sector due to the excellence and reliability corporate purpose that government bodies may
Correos y Telégrafos 2010 of its services and its broad range of products and order.

services. With 59,263 employees, 9,617 service

O The development of other complementary

Net turnover points, 64 operating centres and 14,326 vehicles, cemvices for the execution of its Cornorate
(thousands of euros] 1,969,743 1,946,100 it is also one of the leading Spanish companies in Urbose P
Result before tax terms of size, coverage and human resources. purpose.
(thousands of euros) -2,568 2,811 )
_ The corporate purpose of the company is:

Real investments
(thousands of euros] 48,390 44,500 O The management of postal services.
Employees (average staff) 61819 59,263 O The provision of money orders and money
Postal items (millions) 4,414 4,065 transfer services.
Service points 9,762 9,617 O Receipt of applications, written submissions

Post offices 2,360 2,379 and notices which the public send to

Rural services 7,402 7,238 government bodies.
Admissi d i t 64 64 . L

D O The delivery of governmental and legal notifications.

Vehicles 14,314 14,326

..................................................................... D The provision Of telegraph' te[ex and bureaufax
services and other activities related to
telecommunications.

O The proposed issuing and sale of stamps, as
well as the issuing of other payment systems
for postal services.
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Product and service range

The Paqueteria
360°range of
services meets the
market demand
for integrated
solutions

Correos has a specialised portfolio of services to
meet the specific communication and business
needs of each customer segment. The company
supplies, through one of the most extensive
networks in the country, flexible and efficient
postal solutions that can be added to the value
chains of companies and can adapt to meet all
needs.

As well as a comprehensive range of postal
services, Correos also offers direct marketing
products aimed at optimising companies’ results
in their advertising, recruitment and customer
loyalty campaigns.

The parcel range of services is aimed at
facilitating all types of personal and commercial
exchanges by providing guaranteed quality and
reliability at competitive prices.

The financial services of BanCorreos are
characterised by a customised relationship
that is adapted to match the profiles of Correos
customers. These advantages are enhanced by
the closeness and convenient opening hours of
the network of offices that offer them.

The virtual post office offers a wide range of
products for the digital environment, such as the
Online bureaufax, Online telegram, Your stamp
and the Electronic Post Box services.

grupoCarreos

The domestic range is complemented by
international services, offering a wide range

of delivery times and prices in order to meet
the varying requirements of customers in their
foreign transactions.

Correos product and service range

PRODUCTS AND SERVICES

Postal coommunication solutions

Parcel

Electronic communication solutions
Direct marketing

Other postal products

Financial services

Convenience products

NETWORKS

Post office network
Sales network

Correos online
Admission and delivery network
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New products and services

In order to meet the demand for integrated
solutions, the Correos Group designed a new
range of parcel services in 2011 called Paqueteria
360°, which brings together the specialisation

of Group companies and provides an extensive
network, urgent delivery, flexibility and a wide
range of delivery and return options.

Paqueteria 360° is specially designed to meet the
parcel delivery needs of each customer, through
6 options:

Q Paqueteria e-commerce [for e-commerce needs)

O

Paqueteria pymes (for SMEs)

O

Paqueteria urgente (urgent parcel delivery)

O

Paqueteria Erasmus (for university students
abroad)

O

Paqueteria Mi tierra (for immigrant community)

Q Paqueteria Exportacion (international parcel
delivery)

o http://paqueteria.correos.es

This global portfolio brings together the
advantages provided by the parcel products of
Correos and its subsidiary Chronoexprés and

the complementary nature of the logistics and
sales networks of both companies. In order to do
this, the company adds the advantages of Postal
Exprés products (with new added values), Postal
48/72 product (especially aimed at the growing
e-commerce sector] and the urgent solutions
offered by Chronoexprés.

Moreover, since 2011 the Chrono 10 and Chrono 14
services, which are distributed by Chronoexprés
with urgent delivery, are offered in 625 post
offices in the Correos network.

The Group thereby improves the existing
synergies between its companies and offers an
integrated delivery service, along with the related
values of reliability, affordability and quality.

Correos also contributed to the development of
e-commerce through the publication of the 7st
National Social e-Commerce Study, of which

nearly 9,000 digital copies have been downloaded.

The publication of this first study on the use
of social networks by Spanish online shops
was accompanied by the launch of a blog on
e-commerce.

o http://elblogdeecommerce.com

grupoCarreos

Commercial measures

The new parcel services were advertised through
campaigns in the traditional media and digital
marketing activities, such as emails to customers
and the creation of a dedicated space at
WWW.COITeos.es.

Its promotion also included a street marketing
campaign (which consisted of the placement

of large-scale parcels in various Spanish
locations), the organisation of a competition

for the design of packaging options, various
contests and discounts, as well as prize draws in
different customer segments, such as university
students, the immigrant community, SMEs and
e-commerce companies.

The company also attended various national

and international commercial events, where it
presented its postal, parcel and direct marketing
services to companies, SMEs and professionals
and sponsored numerous sector-based
meetings.
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Quality management system

Correos’ quality management system, based on
the European EFQM model, allows the company
to apply the continuous improvement cycle to all
of its activities and areas.

Through process management, the post offices,
centres and units of the company can identify
their strong points and areas for improvement in
order to design action plans.

At the close of the financial year, 2,316 post offices
and centres, 45.7% of the total, had introduced
corporate quality and/or environmental
management systems in their daily operations.

2010 20M

Post offices and centres with
quality and/or environmental

management systems 2,336 2,316
Percentage of total 45.3% 45.7%
Certified post offices and centres 2,292 2,274
Percentage of total 44.5% 44.8%

The improvements made to operating
centres through the application of quality
and environmental management systems
have enabled Correos to renew the following
certificates over the past year:

0 IS0 9001, for all post office network processes
and the 17 automated processing centres.

0 150 14001, for all processes in the 17 automated
processing centres and 16 main post offices.

In total, 2,274 postal facilities had certificates
in compliance with the ISO 9001 and SO 14001
standards. Also, after integrating the scopes
of the ISO 9001 certificates of Correos and
Chronoexprés, the first certification of the
Correos Group was achieved in 2011.

Employees can access various tools for quality
control and assessment through the company
intranet system.

O The Process Website enables employees to
access, manage and standardise process and
procedures maps for the entire company.

O The Excellence League enables centres, post
offices and units to consult the indicators that
are used to evaluate their activity and know
their degree of compliance with objectives.

In 2011, the post office network achieved the
highest score with a mark of 9.1 out of 10.

grupoCarreos

CERTIFIED FACILITES

16 main

All automated
processing
centres

Post
offices
network

Scope: All processes

post
offices

O The Quality Observatory offers information
about the performance of the company in the
operational, service and delivery times field.

Correos also promotes a culture of continuous
improvement through various models that
recognise the contribution of employees, such as
awards for excellence, for best practices and for
commitment to the environment, which are aimed
at recognising and sharing the best initiatives
within the organisation and promoting a culture of
excellence, teamwork and operational efficiency
and sustainability.
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Customer service COMPLAINTS o www.facebook.com/correos.es
The company offers its customers several 5.4 ° http://twitter.com/correos
communication channels in order to be aware of 0 .
their needs, respond to their requests and receive * [
their suggestions. ‘g
[ee)]
QO The complaints and claims system processed ‘g
a total of 211,808 incidents, 8.0% less than

in 2010. Claims fell by 9.6% and complaints

by 5.4%. The number of complaints and 2010 2011
claims per million mail items distributed also

decreased to 52.1, 0.1% less than the previous CLAIMS

year.

- 0,
O The customer service helpline (902 197 197) 9.6%
received 1.5 million calls, which is an increase ,b
of 7.9%, with a noticeable rise in enquiries
about the Electronic Notification Services.

jm E
g
‘3

2010 2011

Q Through the website (www.correos.es) over
124,264 queries were dealt with, 106.2% more
than during the previous year.

Q The company profiles on Facebook and Twitter  cOMPLAINTS
(@Correos) were the channels chosen by many AND CLAIMS
clients to answer queries and report incidents. PER MILLION
In the first year since its introduction, Correos MAIL ITEMS
has reached 5,552 friends on its Facebook
page and 3,864 followers on Twitter.

2010 2011
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Employees

Signing of the

3" Collective
Bargaining
Agreement and the
Correos Working
and Employment
Conditions
Agreement

Correos is one of the largest companies in Spain
by number of employees. The professionalism
and customer-centred approach of its workers
have also positioned the company as one of the
most respected public services in recent years.

The employment policy of Correos promotes
stable employment, professional development,
integrated promotion of talent, health and safety
at work, a good work-life balance, equality, along
with a commitment to job satisfaction for its
workers.

DISTRIBUTION OF THE
WORKFORCE BY JOB TYPE
Permanent Temporary
employment employment
80% 20%

grupoCorreos

Distribution of the workforce

In 2011 the average staff of Correos comprised
59,263 employees. Permanent employment
represented 80% of the total, compared to 79%
reached in 2010. The proportion of men and
women remained unchanged at 53% and 47%
respectively. 62% of workers had an ordinary
contract, while 38% were civil servants.

DISTRIBUTION OF THE
WORKFORCE BY GENDER

Women
47%

4 -
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3" Collective Bargaining Agreement
and Employment Agreement

The company signed the 3rd Collective
Bargaining Agreement and the Correos Working
and Employment Conditions Agreement in

April, with the support of over 80% of trade

union representation and valid until 2013. Both
agreements include the commitment of the
company to achieving an acceptable work-life
balance, equality, prevention of harassment in the
warkplace and job security.

These instruments foster promotion and
professional development, training that
is better suited to each worker, improved

DISTRIBUTION
OF THE
WORKFORCE By 2°%°
ACTIVITY
199
o 0% g
E\ wn (@)X ®)) E
2 £ gE g
2 5 82 g
z 3¢ 8
o 0O © <
=

work organisation, a reduction in temporary
contracts and an improvement in social action
programmes.

Promotion and mobility

Last year most general recruitment needs
were covered by internal promotion, through
the execution of 835 processes in which 1,226
workers were selected.

1,500 places were also offered for office managers
and another 410 for the promotion of civil servants,
a process that will be completed in 2012.

Over 400,000 people also participated in the
setting up of job banks to meet employment cover
estimates.

The online evaluation system enabled a more
comprehensive evaluation of candidates by using
scenarios that were closer to their employment
context and thereby speeding up the selection
processes.

In order to guarantee the right to professional
mobility, for both civil servants and permanent
staff, the permanent transfer system enabled the
horizontal promotion of 1,127 employees. Of this
number, 525 were permanent seasonal workers
who became full-time permanent employees.

grupoCarreos
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Management of talent

The objective of the Lidera programme is to
identify and encourage talent in the organisation
in order to satisfy the needs of staff qualified to fill
management positions and to improve promotion
mechanisms.

Last year over 800 workers participated in

the skills evaluation and professional career
process, which was followed by specific training
programmes. Employees selected will gradually
take up these positions.

The introduction of a new performance
assessment system also began in 2011 in order
to foster the management of talented staff,
improve training and achieve greater orientation
of workers towards the achievement of company
objectives. This will be progressively applied to
various professional groups within the company.

Training

The annual training plan included the provision
of 304 courses, with an increase of 41.6% in

the number of participants, which amounted to
122,498 people. In total, 1.6 million training hours
were given, that is, 27 hours per worker.

The majority of these training actions dealt
with questions relating to operations, products,

business processes, banking activity and
occupational risk prevention. Those attending
rated their quality at a score of over 8 out of 10.

Nearly 15,000 employees also participated in the
“Juntos, Todos Vendemos™ [Together, We Can
All Sell) programme, in order to improve sales
training and orientation, for the accreditation of
customer service positions in post offices.

Training Online Other Total
methods*

Courses 71 233 304

Attendees 51,331 71167 122,498

1,025,929 577,183 1,603,112

Training hours

* Includes classroom-based, remote access and combined
method courses

The recruitment programme for new employees,
which has been operated very successfully for
many years in Madrid, was also extended to the
other postal areas of the company structure.

grupoCarreos

New Virtual Campus and company
intranet

The e-learning platform Correos Virtual Campus
was used by 41.9% of the workers that took part in
the training actions last year, representing 64.0%
of the total hours given.

The new version, which was introduced in 2011,
included additional training contents and a design
which simplifies browsing.

A new intranet version 2.0 was also introduced,
including a platform that is more accessible,
versatile and customisable, which promotes
participation and communication by employees.

Equality Plan

Correos continued to make progress in terms

of equality with the preparation of an Equality
Plan. This instrument contains a set of measures
designed to achieve a working organisation

that promotes equality, extending the minimum
requirements established by legislation in some
cases, especially regarding sick leave, maternity
leave, lactation breaks and family care.

ANNUAL REPORT 201 -43 -
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Anti-harassment protocol

In 2011, the company designed a specific protocol
for the detection and correction of harassment
situations in any of its manifestations: sexual,
psychological or workplace harassment. This
includes a legal definition of prohibited behaviour,
resolution procedures and the corrective
disciplinary resources.

Health and safety in the
workplace

Throughout the year the company held over
18,000 preventive medical examinations for
employees who requested them and for groups
of employees with a higher risk, and carried out
over 4,000 vaccinations during the campaign
against seasonal flu.

609 risk assessments were also carried out at
centres and over 370 emergency plans were
introduced and another 700 were reviewed.

This, together with over 200,000 hours of training
given in the prevention of risks in the workplace
contributed to reducing accident levels by 22.1%.
During this period, there were no fatal or very
serious accidents, thus the number of serious
accidents fell by 35.7% and minor accidents by
22.0%. Sick leave also fell by 20.5%.

Pension plan and social action

Correos supplements its employees’ pension
provision with a pension plan which, in 2011,
included 40,740 registered members and
received funds of 12.9 million euros. At the end of
the financial year, the fund’s total assets stood

at 175.4 million euros, of which 125.6 million were
paid in by the company.

Pension plan 2010 201
Participants 40,649 40,740
Correos’ contribution
[millions of euros) 13.2 12.9

Fund assets
[millions of euros) 165.2 175.4

grupoCarreos
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Chronoexprés launched the
products ChronoPortugal and
Chronologistic(a.

03 Chronoexprés



Chronoexpres

Chronoexprés 2010 201

Net turnover

(thousands of euros) 132,056 129,248
Result before tax

(thousands of euros) -7.847 -6,710
Investments (thousands of euros) 1,940 3,349
Employees (average staff) 1,309 1,269
Parcel items (millions) 23 23
Operating centres 54 53
Distribution and hauling routes 1,741 1,762

Chronoexprés is the Correos Group’s subsidiary
specialising in the urgent national and
international transportation of documents and
parcels. The company has a services portfolio
aimed at providing an integrated solution to
customers throughout the supply chain.

Chronoexprés provides door to door services
with a network made up of 53 centres, over
108,000 square metres of warehouses, 1,762
distribution and hauling routes and 1,269
employees.

grupoCorreos

Product and service range

The range of Chronoexprés includes parcel
services with guaranteed next-day delivery, such
as Chrono 10 (before 10 am), Chrono 14 (before 2
pm) and Chrono 24 within 24 hours).

The company also offers personalised solutions
such as Multichrono (which includes handling
or installation), bank mailbag services and other
services adapted to meet the needs of various
corporate sectors, such as the optical sector

in which Chronoexprés is the main transport
operator.

Last year, Chronoexprés signed commercial
agreements with several organisations in the
optical and audiological sectors, such as the
Spanish Federation of Optical Associations, the
General Council of the College of Opticians and
Optometrists and the Optician and Optometrist
Association.

International alliances

The company provides international services
through alliances with the largest European and
worldwide operators, such as FedEx, GLS and
Transporta-Go Express.
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Chronoexprés reached an agreement with
Transporta-Go Express in 2011 to establish a
joint distribution range for urgent deliveries to
any destination on the Iberian Peninsula. In this
way, the company extended its B2B and B2C
range of parcel products, particularly in terms
of the e-commerce sector, offering competitive

prices and a presence throughout the Peninsula.

Chronoexprés product and service range

Serviceswith guaranteed Personalised
delivery time solutions
Chrono 10 Multichrono
Chrono 14 Chonologistic@
Chrono 24 Chronovalija

International services  Pre-paid services

ChronoPortugal Chronoprepago 3 kg.
Estandar Chronoprepago 5 kg.
Exprés

www.chronoexpres.com/web/
chronoexpres/chronoportugal

www.chronoexpres.com/web/
chronoexpres/chronologistica

New products and services

In 2011, Chronoexprés began offering its Chrono 10
and Chrono 14 services in the main Correos post
offices, complementing the global range of the
Correos Group for individuals and SMEs.

The company also added two new services:

Q ChronoPortugal, for sending documentation
and parcels to Portugal, with next working
day delivery and collection from all main
cities. This option, the result of an alliance
with Transporta-Go Express, includes
Saturday deliveries and the management of
payment on delivery.

Q Chronologistic(d, an integrated solution
for the supply chain of customers, which
includes everything from the storage,
handling and preparation of mail items
to the management of returns, including
specialised customer service, online
tracking, a comprehensive logistics
infrastructure and extensive technological
support. The company thereby provides its
customers with personalised services to
enable the outsourcing of processes and
cost savings.

grupoCorreos

Business processes

The operational model of Chronoexprés is based
on a network of its own agencies, which offers
maximum availability and speed in order to meet
the business needs of its customers.

Last year the company opened a new agency in
Alcald de Guadaira (Seville), with an area of 3,494
square metres, which provides services along 63
distribution routes and has 52 employees. The
logistics centres in Coslada (Madrid) and Sant Boi
de Llobregat (Barcelona) were also adapted so
that they can offer integrated logistics solutions.

In order to improve its operational synergies with
the Correos Group, Chronoexprés took over the
management of customs postal procedures at the
Correos centre at Barajas airport (Madrid).

Other actions to improve integration were the
addition of the new image of the Group to the
vehicles of the subsidiary, the movement of its
technological infrastructures to Correos’ main
data processing centre and the transfer of its
management to Correos Telecom, which allowed it
to reduce costs and increase security.
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http://www.chronoexpres.com/web/chronoexpres/chronoportugal
http://www.chronoexpres.com/web/chronoexpres/chronologistica

Activity
The volumes managed by Chronoexprés in 2011
rose by 0.8%, reaching 22.7 million parcel items,

figures which were influenced by the negative state
of the Spanish parcel market.

CHRONOEXPRES
PARCEL VOLUMES
(millions)
+0.8%
)
2010 2011
Innovation

The main technological projects unrolled by the
company last year included:

O The introduction of the "SISLOG” Warehouse
Management System in the new logistics facilities,
in order to develop the integrated processes
required to offer the new Chronologistic(d service.

O The adoption of the data warehouse
“MicroStrategy” tool in order to improve
management.

O The integration of its main computer systems
with those of Transporta-Go Express and
with the Correos applications for customs
management at its Barajas airport centre
(Madrid).

O The collaboration with the Institute for
Packaging, Transport and Logistics Technology
(ITENE] on the “City Model” project, aimed at
promoting environmental sustainability.

O The design of a new company website in order
to add new commercial features.

Q The acquisition of 2,200 portable computer
terminals (PDAs), which were provided to the
delivery fleet and to operating centres. The
addition of new options for the management
of parcels in real time, online notification of
incidents and the geo-positioning of vehicles.

Delivery quality

In 2011, Chronoexprés improved the quality delivery
indices of its main services Chrono 10, Chrono 14
and Chrono 24. The results achieved were over
95% in all cases.

grupoCorreos

DELIVERY QUALITY
OF CHRONO 10
+21p.p
1t
2010 2011
DELIVERY QUALITY
OF CHRONO 14
+1.9p.p =
A S
2010 2011
DELIVERY QUALITY
OF CHRONO 24
+0.7 p.p
t
2010 2011
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Certifications COMPLAINTS

The subsidiary renewed the 1SO 9001 certificate
awarded to its quality management system.
Last year, Group Correos also obtained its first

certification, after integrating the scopes of the ISO -28.4%

9001 certificates of Correos and Chronoexprés. *

Customer service

The company has various procedures to assess 2010 2011

the degree to which its services meet customer
requirements.

O The customer service helpline (902 111 021) CLAIMS

received 1.9 million calls, 0.6% more than in

2010.
O The website (www.chronoexpres.com). +8.3%
Q The claims and complaints system, which ¢

dealt with 193,620 incidents. The number of
complaints fell by 28.4% and the number of
claims rose by 8.3%. 2010 2011

O The customer satisfaction survey in which
customers gave Chronoexprés a score of 7
out of 10. The most valued aspects were the
customer service provided by delivery staff and
the collection service.
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Employees

The average workforce of Chronoexprés in 2011
was composed of 1,269 workers. Permanent
employment represented 95% of the total. The
proportion of men and women was 72% and 28%
respectively.

Last year the company gave 5,090 hours of
training. Integration into the Correos e-learning
platform also allowed 150 employees in various
locations to participate in training actions

regarding the prevention of risks in the workplace.

Access was also granted to the Chronoexprés
workforce to the Correos intranet and to the
internal magazine Abrecartas, thereby helping to
improve internal communications mechanisms.

DISTRIBUTION OF THE WORKFORCE
BY JOB TYPE

Temporary

employment
Permanent 5% €

employment
95%

grupoCarreos

DISTRIBUTION OF THE WORKFORCE

BY GENDER
Women L
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Quality control

Nexea has a quality management system based
on the European EFQM model, which allows the
company to apply the continuous improvement
cycle to all of its activities.

In order to obtain the certification of its processes
through the I1SO 9001 and I1SO 14001 standards in
2012, the company introduced new improvements
to its corporate management systems.

Employees

In 2011 Nexea had an average workforce of 180
employees. Permanent employment represented
92% of the total. The distribution between

men and women remained at 57% and 43%
respectively.

Last year the subsidiary carried out training
actions, mainly regarding computer applications
and languages, offering a total of 1,263 training
hours.

grupoCorreos

DISTRIBUTION OF THE WORKFORCE
BY JOB TYPE

Temporary
employment
8% €

Permanent
employment
92%

DISTRIBUTION OF THE WORKFORCE

BY GENDER
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Correos Telecom signed

16 new contracts for the
sale of telecommunications
infrastructures.
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Customer service

The company has various procedures to assess
the suitability of services and customer service
and to detect incidents and identify areas for
improvement.

Q Telephone and Internet channels.
0 Regular sales visits.

O Annual customer satisfaction surveys. In 2011, the
overall result of these surveys was 8.3 out of 10,
with flexibility and fulfilment of delivery times and
commitments being the aspects that achieved
the highest scores.

O The technical measurements of the degree of
availability and proactivity, in accordance with the
service standards agreements signed with each
customer within the infrastructure marketing
area. The company also has a specific monitoring
system for the circuit leasing system that allows
it to manage incidents in a proactive manner.

DISTRIBUTION OF THE

WORKFORCE BY JOB TYPE

Permanent
employment
100%

DISTRIBUTION OF THE WORKFORCE
BY GENDER
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Employees

Last year the average workforce of Correos
Telecom was composed of 58 workers, of
which 100% had a permanent contract. The
proportion of men and women was 83% and 17%
respectively.

The company gave 5,167 hours of training, with

its main focus being technical and management
skills. The quality and suitability of these courses
was rated 8.5 out of 10 by the people who attended.

Correos Telecom began a training plan for project
management based on acquisition of customer
and results-oriented skills and negotiation and
communication techniques. The leadership
programme for executive positions and middle
managers was mainly focused on the development
of people management skills.

The subsidiary also has a recruitment programme
for new workers, who are assigned a mentor

to facilitate their integration and knowledge

about the company. The development of the
company intranet also helped to improve internal
information flows.
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