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Key Deliverable: Operating Model

r

* Strategic, global services with clear linkage to vision, mission and strategic goals of organization
* Long-term perspective whose activities have more distant relationship between effort and results

Office of CxO

(Strategy)

* Confirm policy alignment & ratification

Business Partners
(Influence)

» Work with operational leaders to
achieve organizational objectives

* Provide information, tools, analysis
and insight to influence decision
making

* Higher level of business proximity
required (de-centralized delivery)

* Need functional expertise, analytical
skills and strong interpersonal skills

Centers of Expertise
(Expertise)

* Professional & technical

* Deliver on organizational strategy through
provision of tactical services

* Generally requires interaction with client,
although less necessary to be physically
situated close to business

* Policy research, development &
implementation

* Generic business & functionally expert skills
required

Shared Services Center
(Process)

* Transactional & administrative

* Regular, repeatable, transactional activities

* Results more quantifiable

* Benefit greatly from standardization,
automation and technology

* Clear linkage between effort and results
(outputs generally experienced in short-term)

* Less necessary to be physically situated close to
business

* Process focused, service-driven skills required

* Provides inputs and/or receives outputs of in-scope processes
* Representative of internal client signs off processes, service levels, input requirements, key performance
indicators, and client’s roles and responsibilities as documented in Service Partnership Agreements

Internal Client

Client Interaction Framework

Account
anagement

Recharging
Methodologyj

Service
Client Contact Partnership Client Continuous Process Performance Performance
Management Agreements Feedback Improvement Control Measurement Reporting




Tier Model

Perspectiva de IBM para los modelos operativos de RH: las capacidades de IA
proporcionan experiencias personalizadas y de alto contacto
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3 ways shared services
provide value

Value
Creation

1. Insight @ Value added by analyzing

Enhanced data to increase revenue

Financial and decrease cost
Performance

I1. Simplification @ Value added by
Efficiency ensuring positive
Scope/Scale Expansion customer experience
Customer Effort

@ Value added by

meeting customer
needs at a
competitive cost —
minimizing risks
and losses

111 Reliability
Effectiveness

- Cost Reduction
alue

Preservation Quality and Compliance

gartner.com/SmarterWithGartner
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Tribu-,~ People Services

Enabler to the Strategy

This ¥ _
isthat
place

Associate experience
(AVP)

Self-actualization

desire to become the most that one can be

Esteem

respect, self-esteem, status, recognition, strength, freedom

Love
friendship, inti @

Safety needs

personal security, employment, resources, health, property

Physiological needs

air, water, food, shelter, sleep, clothing, reproduction

Maslow's hierarchy of needs
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Altas | Bajas
Promociones

Cambios de datos
Movimientos Org
Admon posiciones
Relaciones Matriciales
Reinstalaciones
Cambios de contrato
Asesorias

Soporte en sitio

Hazel Sanchez

2 Némina MEX-CAM

Nominas especiales

- Finiquitos

Obligaciones patronales
Caja de Ahorro

- Impuestos Noémina

Control contable | CFDI
Pagos a terceros

Rocio Vazquez

Atencion a dudas en
temas de Gente

Cartas patronales
Ayuda por Desastre
Jubilaciones

Invalidez

Riesgos de trabajo
Actualizacion sitio MI

Jorge Pelcastre

Firma Electrénica
Data management
Usuarios México
Sitio M1
Docusign | EMI
Service Now
Vacaciones

Smart Form
Camunda

Decide

Julio Aguilar

Expedientes Staff
SOX

Auditorias

Matriz de Riesgos

Alejandra Santoyo

Poliza GMM

Poliza Seguro de vida
Poliza Ayuda por Desastres
Poliza Unidades Alto Riesgo
Consultorios Médicos
Consultorios de Nutricion
Campanas de salud

PEOPLE-LED, TECH-POWERED



Stages of Evolution

Formin tormin Normin
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| * Gente en Evolucion

Reclutamiento ai .
BN C »)
Centralizado i
Centrlizodo @ My Assistant
[— Me@Walmart

sf Success Factors

eMi @%
EmpodéralE
F»”’i/?ma/zim Mi Linea Somos Gente
@ People Future Now
Des Dig
asociado =
UlLearn @ » Smartrorms

2022 2023 2024 2025

Staff: BPs/Associate 1:178 1:228
Ops: BP’s/Store 1:2.36 1:2.49
Cedis: 1:115 1:115
BPs/Associate
Transactional Cost $3,88 $3.81




Stages of Evolution

2021 2022 2023 2024 2025 2026 2027
[ SetuplFoming | Setup/Storming || [ 1111 JForming 110010 [N 0 Best People Bxperiencel Perfomming
Go Livesontime onBudget Reduce the workload from BPs
Key Success Metric / OKR AddressKeyPainPoints Shorten Cycle Time Transactional Cost Transactional Cost Transactional Cost Transactional Cost
NPS{BPs) NPS(BPs) BP/Store; BP/CEDIs; BP/ Staff BP/Store; BP/CEDIs; BP/ Staff BP/Store; BP/CEDIs; BP/ Saff BP/Store; BP/CEDIs; BP/ Staff

[ [WCT] Succesion Plan for Critical Positions [

[HPO] SAP Refresh: OMFocus Leadership Development Succession Plan
People [HPQ] Payroll Benchmarking Payroll Benchmarking

[HPO] 6 Sgma Training: SAP, Bxcel

Centact-Centerto WALMI=Ter0-
e % V.ee De .Ve y .

(Portal/Chatbot)and Tier 1 (Contact Scope Increase: Benefits SGMM

ServEnablement
- Meil\+Trabaio-Sosi

Organization/ ) . Mexico and CAM Delivery Model: One . .
OperatingModel Location Business Case One Location Implementation EBS Take Over

Payroll=CAM-EBS Scope Increase: People Future Now Contact Center vs GenAl Scope Decrease: Contact Center
Bonefits S —Cai A

[EAHReinfercefier+—Centae-Center Recruitment Squad

ERP: SAP [EA] Ticket Management ServiceNew Service Now Bxpantion
[EARer0:Portat Digital Filing (Staff & Operations) Digital Filing Operations
[EARer0:-Chatbet Time Management Time Management Time Management
Technology My Assistant My Assistant
Me@ Me@
SmartForm 2.0

[EAT Position M Y

[EA] Services Catalog: Scope, SLA's, Self
Controls/Dashboard

Services, Categories, Types

ss [R&C] Employee Record Mgt Employee Record Mgt = Digijtal File
Gentralization: Soros Gente-en Bvolucion | SGECHDIs

[R&C} Compliance
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7 Keys:
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Indicadores clave de rendimiento

NPS
Agile Maturity Model (AMM)

Delivery por Squad y servicio
Costo por transaccion

Engagement
HeadCount
Compliance

Mapeamos los resultados para analizar, supervisar y
optimizar los procesos.

Evaluamos las métricas y modelamos nuevos servicios
de apoyo hacia nuestros clientes.

Encuesta de People Services dirigida a los equipos de Recursos Humanos | PBP (semestral)
Encuesta de People que mide como se vive el modelo de Agilidad (anual)

Data por Squad que mide de cada uno de los procesos vs. SLA - Objetivos (mensual)
Mapeamos el costo por proceso de cada Squad (mensual)

Encuesta de Walmart te escucha y Retroalimenta a tu Lider, por Squad (anual)
Identificacion de HeadCount autorizada vs. Real (mensual)

Aseguramos procesos que cumplan con los estandares Legales, de Cumplimiento y de normativa
al interior de People Services, con el area: Risk & Compliance (mensual)
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2024
Ene Jul Ago Sept
D NPS 41 37 37 37 38 38 38 38 38 38 39 39 39
0 AEX 41 3.9 3.9 3.9 3.9 3.9 3.9 3.9 3.9 3.9 4.0 4.0 4.0
(@] CAM 41 3.4 3.4 3.4 3.8 3.8 3.8 3.8 3.8 3.8 3.8 3.8 3.8
O AMM 172 172 172 172 172 172 172 172 172 172 172 172 172
O Delivery O 0 0 0 (@] (@] @] @) 0 (@] TBD TBD TBD
@] MEX O O O O O O O O O O TBD TBD TBD
0 CAM O 0 0 0 D 0 0 0 0 D TBD TBD TBD
O Engagement 91 93 93 93 93 93 93 93 93 9 96 96 96
O AMEX 91 96 96 96 96 96 96 96 96 96 96 96 96
0 CAM 91 90 90 90 90 90 90 90 90 96 96 96 96
D Head Count 215 208 206 199 203 198 200 0 0 0 ) 0 0
TBD Costo por transaccién S - 3.81 3.81 - - S - - S - S -
. Compliance 0 82 82 82 82 82 TBD TBD TBD TBD ) 0 0




Puntos de apoyo

En People Services creamos cercania y conexion con
cada negocio y definimos el mejor Way of Working
para lograr objetivos reciprocos. Para ello se asigna a
un representante de la tribu por formato de negocio.

PEOPLE-LED, TECH-POWERED



Nuestro objetivo

Resultados NPS People Services MEX-CAM

3.9 3.9
3.8
3.7
3.6
ler NPS 2do NPS 3er NPS 4to NPS 5to NPS
Ago2022 Feb2023 Sept2023 Mz02024 Sept2024

Escala del 1 al
5

Experiencia del cliente
Calidad en el servicio

Tiempo de respuesta

EJES DE
EVALUACION
IMPLEMENTACION

v" Periodo de evaluacion:  Mzo — Ago2024

v’ Fechas de aplicacion: (920 Sept 2024

v' Accionables: Oct 2024 - Mzo 2025

CICLO DE NPS

v' Ejecutar
accionables

Promover soluciones de servicio simples, digitales e innovadoras con centricidad en el
asociado(a) y en los procesos operativos de la tribu de People

Resultados NPS MEXICO

4.0
3.9 3.9 3.9
/

3/

Resultados NPS CAM

3.8 3.8 3.7
3.5

3.4

v" Liberar NPS MEX-CAM
Consultar & ¥ Recopilar data
Escuchar

W

. ¥ Compartir resultados
Compartir Obtener feedback adicional
v" Detonar accionables

Accionar

PEOPLE-LED, TECH-POWERED
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Resultad()s MEX ﬁ '-'Q) é & Tribu-,= People Services

5to NPS B3 SUPPLY SM  STAFF oP

; % Dif
Encuestas MEXICO 93 0 . Q HO SUP;’OR TOTAL Alcaonce 2102;5

Enviadas 139 562 116 91 20 1 929
0 +10
Contestadas 213 491 3 /0 %

STAFF OP NPS POR NPS POR Dif vs
--- AREA 2023

Pagos de ndmina

Infonavit / Fonacot 2.9 3.1 2.7 3.7 3.5 3.5 3.2

Payroll Pagos de Finiquitos 4.1 4.1 4.3 43 4.4 4.0 4.2 de L
Caja de Ahorro 42 42 4.4 4.1 3.8 4.5 4.2
Mi Linea Somos Gente 3.7 3.8 4.0 3.4 3.5 3.0 3.6
Jubilaciones 44 44 4.0 43 4.1 4.0 4.2
Contact Center Invalidez 4.4 4.3 3.9 4.3 43 4.0 4.2 4.0 -0.2
Asesoria médica 4.5 4.3 4.0 4.1 4.0 4.0 4.2
Altas 4.0 4.0 4.0 4.1 3.8 4.5 4.1
Bajas 4.1 42 4.5 43 4.4 43 4.3
. . Cambios 4.0 42 4.1 42 4.0 43 4.1
Hire to Retire Movimientos 4.0 4.1 4.4 4.3 4.3 4.0 4.2 el AU
Organizational Management 3.8 3.9 43 3.9 3.5 33 3.8
People On Site Support 4.1 4.2 43 4.2 3.8 4.0 4.1
Tiempo y Asistencia 3.9 3.9 3.8 3.8 3.9 N/A 3.9
Vacaciones 4.0 4.1 43 4.2 3.8 3.5 4.0
Apps & User Smart Form 3.7 3.7 4.0 3.8 3.0 3.0 3.5 +0.4
Support (AUS) Autogestion de procesos 4.0 4.1 4.4 4.1 3.8 4.0 4.1 S
Accesos y permisos SAP 4.0 4.0 4.2 4.2 3.8 2.7 3.8
Aplicaciones de People 3.9 4.1 4.4 4.0 3.9 4.0 4.1
+.0
NPS POR NEGOCIO 4.0 4.0 4.1 4.1 3.9 3.8 4.0

Escala de Likert



