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Key Evaluation Tools

As business and staffing changes arise, the Applause program remains extremely flexible. Changes
resulting from feedback and evaluation range from catalogue adjustments to major structural
improvements. The four key Applause program evaluation tools are:

Best of the Best Survey. Each year, following the close of the Best of the Best celebrations — which
“ré‘cbghize top performers and top teams, Scotiabank evaluates the success of this program element
by conducting a formal employee survey.

Empioyee Panel Surveys: The bank maintains a standing employee panel, comprised of a cross-
section of employees that provides feedback on a variety of topics. On a regular basis, the Applause
team surveys the panel to gain further insight into the recognition program’s effectiveness.

Call Center Feedback: The Applause call center is the primary conduit for employee contact and, as a
result, generates a significant amount of feadback. In 2006, the center answered almost 20,000
employee calls (requests, inquiries, commenis). The Applause team receives daily feedback on the
program’s effectiveness from the call center.

Management Meeting Feedback: On a regular basis, district management holds meetings with
branch managers to discuss a number of topics, which include business performance and
management issues. They discuss branch manager feedback on the effectiveness of the recognition
program and communicate issues to the Applause team.

Branding and Creativity Updates

With the inauguration of the “fly guy” logo, the applause program now has its own recognizable brand.
The logo is used to identify recognition activities in all employee communications channels.

The website and recognition certificates are regularly redesigned to further build a sense of
excitement and freshness for the participant.

Changes to the Applause Program’s Scope and Structure

The initial success of the branch program produced a wave of excitement throughout the Scotiabank
organization. Other divisional heads approached senior executives requesting to participate in the
core Applause program.

The result was nine new programs that were added in the three years following the original program
launch. This has produced a customized and highly relevant program for all participating divisions.
As many of the bank’s business lines undergo divisional restructuring, the Applause program
continues to accommodate the impact of the changes.

Conclusion

If customer satisfaction survey results are any indication, Scotiabank’s fair, streamlined, and
incentive-based recognition program is a resounding success.

In a September 2006 customer service survey of Canadian banks, conducted by the leading market
research firm, Synovate, Scotiabank scored first in the following six categories:'

e  Staff service at my branch
& Would recommend Scotiabank to my family and friends
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e Values my business
e Value for money of products and services received
e Financial products and services
e Interest rates and service charges

One of the most outstanding aspects of the Scotiabank program is the administrators’ receptivity to
feedback. The following Applause program fiscal year 2006 results speak for themselves:

94 percent participation in the branch program and 80 percent for all employees;
502,189 recognition certificates sent across the bank - a 477 percent increase since the
program’s launch in 2001;

e 58 million points were redeemed; and

e 22.4 million page views to the Applause website.

In 2005, 2006, and 2007, Scotiabank earned the prestigious Canada’s Top 50 Employers award. The
Scotia Applause program has been noted as one of the reasons that the organization “stands out” in
the marketplace.

“In addition to aligning recognition o business strategy and corporate values, an effective program
should act as a tool that enables managers to provide frequent, timely, and meaningful recognition of
their employees,” Bryan concluded. “At Scotiabank we understand the value of being customer
focused and recognizing and rewarding our employees who make it their top priority.”

Because of its excellent recognition program, which includes thorough measurement methods and criteria,
and because the program builds on change and flexibility, Recognition Professionals International is
pleased to name Scotiabank a 2007 Best Practice Best in Class Award recipient.

" Out of 11 customer service categories.
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About Recognition Professionals International (RPI)

Recognition Professionals International (RP1), formerly known as National Association For Employee
Recognition (NAER), is the only non-profit professional association at the forefront of employee
recognition through its sole focus on recognition innovations and education as a systematic method
for improvements in the workplace. RPI is endorsed by top authorities in the industry, and is the only
association offering Certified Recognition Professional (CRP) courses and designation.

2007 Copyright © Recogrifion Professionals Interational Al rights reserved.



