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2017 CMD Topics in the Context of Our Strategy 
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Financing 2 

Ensure well-balanced financing mix and maturity 
profile with low financing costs, investment 
grade credit rating and adequate liquidity at all 
times 

Fast and unfettered access to equity and debt 
capital markets at all times 

Portfolio  
Management 3 

Portfolio optimization by way of tactical 
acquisitions and non-core/non-strategic 
disposals to ensure exposure to strong local 
markets 

Pro-active development of the portfolio through 
investments to offer the right products in the 
right markets and on a long-term basis 

Value-add  
Business 

4 

Expansion of core business to add to the value 
chain by offering additional services and 
products that are directly linked to our 
customers and/or the properties 

Insourcing of services to ensure maximum 
process management and cost control 
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Property  
Management  1 

Systematic optimization of operating 
performance and core business productivity 
through leveraging scaling effects 

High degree of standardization and 
industrialization throughout the entire 
organization 

Continuous review of on- and 
off-market opportunities to lever 
economies of scale and apply 
strategic pillars 1-4 to a growing 
portfolio 

All acquisitions must meet the 
stringent acquisition criteria 

Reputation & Customer Satisfaction 

Mergers & 
Acquisitions  
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Vonovia‘s Operating Platform is the Basis for the 
Generation of Scale Effects with each Single Integration 

Integration 
excellence 

 
Standardized 
processes 
and systems 

Aligned technology 
& digital strategy 

Template-based 
integration 
management 

 

Vonovia’s Operating Platform 

Service excellence 
Competent local on-site and 
regional services 

Cost efficient Service Center 
structures 

Fast response time to service 
requests by flexible work force 

Investment excellence 
Sound portfolio management 
strategy 

Extended modernization package 

Precise investments and 
disinvestments 

 

Generation 
of scale 
effects 

Service and investment excellence combined with our integration expertise generates scale effects  

Scalability 

page 3 



Capital Markets Day 2017 – Operating Platform and Customer Service 

Scalable Organization Based on Standardized Processes 
& Systems Enables Cost-efficient Integrations  
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Asset Management Property Management 

~355,000 apartments 

38 Business Units 

6 Business Units 

North 

Customer 
Service 
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Acquisition & Sales 

Finance/ 
Tax 

Controlling / 
Valuation 

Legal/ 
HR 

IT 
Other 

Functions* 

5 Business Units 

East 

4 Business Units 

South-East 

8 Business Units 

South 

7 Business Units 

Middle 

8 Business Units 

West 

6 Regions 

Residential 
Environment 

Service 

Local property management, letting, care-taking 

*Other shared services: Internal Audit, Communications, Central Procurement, Insurances, Investor Relations, Accounting 

New Construction & Modernization 

Product Management 

Technical 
Service 

New portfolios can be integrated in Vonovia’s operating platform by using tried and tested standards, 
allowing both tailor-made and simplified processes. 
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Standardized Processes & Systems Enable Cost-efficient 
and Scalable Property Management and Integrations   

CENTRAL 

LOCAL 

Housing 
Management 

Housing Management 
& Customer Service 

Letting 

Repair 
Services 

Modernization 

Technical 
Services 

Building  
& Construction 

Customer 
Service 

Facility 
Management 

Triple  
Play 

Energy  
Supply 

Telephonic 
Smart Metering 

Billing of  
Service Charges 

The IT architecture allows continuous productivity improvements through efficient labor cost 
management and an increase in labor productivity 

Gardening 
& Landscaping 
Services 

Standardized processes & systems lead to: 
Cost-efficient Housing Management, Customer and 
Technical Services 

High degree and continuous improvement of labor 
productivity 

Flexibility to increase or reduce work load 

Predictable variable cost effects while scale effects 
positively impact fixed costs 

Efficient and fast integration of new portfolios 
irrespective of size and complexity 
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Standardized Template-based Project Management. 
Realization of Scale Effects 

Month: 1 2 3 4 5 6 7 8 

Go-Live 
Operations 

= important milestone 

9 10 

Conception & Analysis Realization Stabilization 

Acceptance Period Closing 

• Setup project 
organization 
 

• Preparation system 
analysis and migration 

• Allocation of 
acquired units into 
Vonovia business 
unit structure  

• Definition of 
responsibilities 

• Final target 
organization 
concept 

Organizational Concept 

• Take over or shut down of sites acquired 
• Business unit and legal entity transfer and integration 
• Workers council  negotiations and agreement 
• Transfer, release or hire of employees 
• Training concept for employees 

 
 

 
 
 

Systems & Operational Processes 

• System and data analysis 
• Detailed review of process landscape  
• Data migration 
• Data transfer of maintenance and modernization projects 
• Migration balance sheet / profit & loss statements and financial 

accounting / management processes 
 
 
 
 

Portfolio Optimization 

• Assessment of Business Unit Structure 
• Disinvestments / Investments Decisions 
• Determination of Modernization Program 
• Determination of Maintenance 
• Service Provider Management 
 

 
 
 

Kick-Off 
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Intro End-to-end Customer Service at Vonovia 

Service excellence 

 
 

Vonovia’s Operating Platform 

Investment excellence 

 
 

Integration excellence 

 
 

Introduction 
Movie 
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The Customer Service Platform of Vonovia SE. 
Flexibility and Productivity Make Up Its Foundation 

Duisburg 
505 FTE 

Dresden  
240 FTE 

Vonovia customer service 
 

Telephone service 
Property management 
Rental management 
Creditor management 
Billing of ancillary expenses 
Receivables management 

Duisburg 

Dresden 

Duisburg Dresden 
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The Building Blocks for Successful Customer Service 
Have Been Established 
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No Contradiction:  
Customer Satisfaction and Cost Efficiency 
 

Cost efficiency 

Customer 
satisfaction 

Quality 

Service  
level 

Customer focus            Cost focus 

Customer 
individuality 

Customer focus and a market-oriented approach to cost are not mutually exclusive, but 
complementary goals!  
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Customer Service Development Focuses on Increasing 
Customer Satisfaction and Efficiency 

Efficiency, process 
improvement 

Customer 
satisfaction 

CPU 

CSI 

Cost per unit 

Customer satisfaction index 

 
Calls 

Tickets 
+ 

  Telephone service 

Property management / new home search 
Billing of ancillary expenses 
Receivables management 
Creditor management 
Rental management 
Back office  

Annual volume planning 
(workforce management) 
 

Efficient intraday management 

Aggregated vacation and 
flextime scheduling of 
1,000 employees 

Expansion of the share of 
multi-skilled employees where it makes 
sense 

Clear view of processes 
and individual cases 

Across all (specialized) departments 

 

Flexibility and multiple skills are the basis for customer service 

Focus: Efficiency, customer satisfaction, quality, competition, benchmarking  strategy 
implementation 
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Key Components for Further Developing Our Processes 
and Organization 

Productivity & flexibility 

Service hours 
Multiskill 

Self-service Dialer program 

Media routing 

Automation 
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State-of-the-Art Workforce Management. 
Targeted Adjustment of Resources = Efficiency 

Targeted volume & workforce management  

 good service level & optimal costs 

Forecasting Staffing Intraday 

Targeted volume & workforce management  good service level & optimal costs 
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110 % 

118 % 

121 % 

131 % 

46
48.5

51
53.5

56
58.5

61

Continued Sustainable Increase in Customer 
Satisfaction and Productivity 

Ø 2015 Ø 2014  2016 
 

Ø 2013 2017 Q1 Ø 2012 

Craftsmen 

Multimedia 

Smart  
metering 

Residential 
environment Expansion of 

customer 

service 

Insourcing 

 CSI* Vonovia  

132 % 

100% 

130% 
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Disclaimer 
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This presentation has been specifically prepared by Vonovia SE and/or its affiliates (together, “Vonovia”) for internal use. Consequently, it may not be sufficient or 
appropriate for the purpose for which a third party might use it.  

This presentation has been provided for information purposes only and is being circulated on a confidential basis. This presentation shall be used only in accordance 
with applicable law, e.g. regarding national and international insider dealing rules, and must not be distributed, published or reproduced, in whole or in part, nor may 
its contents be disclosed by the recipient to any other person. Receipt of this presentation constitutes an express agreement to be bound by such confidentiality and 
the other terms set out herein. 

This presentation includes statements, estimates, opinions and projections with respect to anticipated future performance of Vonovia ("forward-looking statements") 
which reflect various assumptions concerning anticipated results taken from Vonovia’s current business plan or from public sources which have not been 
independently verified or assessed by Vonovia and which may or may not prove to be correct. Any forward-looking statements reflect current expectations based on 
the current business plan and various other assumptions and involve significant risks and uncertainties and should not be read as guarantees of future performance or 
results and will not necessarily be accurate indications of whether or not such results will be achieved. Any  forward-looking statements only speak as at the date the 
presentation is provided to the recipient. It is up to the recipient of this presentation to make its own assessment of the validity of any forward-looking statements 
and assumptions and no liability is accepted by Vonovia in respect of the achievement of such forward-looking statements and assumptions.   

Vonovia accepts no liability whatsoever to the extent permitted by applicable law for any direct, indirect or consequential loss or penalty arising from any use of this 
presentation, its contents or preparation or otherwise in connection with it. 

No representation or warranty (whether express or implied) is given in respect of any information in this presentation or that this presentation is suitable for the 
recipient’s purposes. The delivery of this presentation does not imply that the information herein is correct as at any time subsequent to the date hereof. 

Vonovia has no obligation whatsoever to update or revise any of the information, forward-looking statements or the conclusions contained herein or to reflect new 
events or circumstances or to correct any inaccuracies which may become apparent subsequent to the date hereof. 

This presentation does not, and is not intended to, constitute or form part of, and should not be construed as, an offer to sell, or a solicitation of an offer to purchase, 
subscribe for or otherwise acquire, any securities of the Company nor shall it or any part of it form the basis of or be relied upon in connection with or act as any 
inducement to enter into any contract or commitment or investment decision whatsoever. 

This presentation is neither an advertisement nor a prospectus and is made available on the express understanding that it does not contain all information that may 
be required to evaluate, and will not be used by the attendees/recipients in connection with, the purchase of or investment in any securities of the Company. This 
presentation is selective in nature and does not purport to contain all information that may be required to evaluate the Company and/or its securities. No reliance 
may or should be placed for any purpose whatsoever on the information contained in this presentation, or on its completeness, accuracy or fairness.  

This presentation is not directed to or intended for distribution to or use by, any person or entity that is a citizen or resident or located in any locality, state, country 
or other jurisdiction where such distribution, publication, availability or use would be contrary to law or regulation or which would require any registration or licensing 
within such jurisdiction.  

Neither this presentation nor the information contained in it may be taken, transmitted or distributed directly or indirectly into or within the United States, its 
territories or possessions. This presentation is not an offer of securities for sale in the United States. The securities of the Company have not been and will not be 
registered under the US Securities Act of 1933, as amended (the “Securities Act”) or with any securities regulatory authority of any state or other jurisdiction of the 
United States. Consequently, the securities of the Company may not be offered, sold, resold, transferred, delivered or distributed, directly or indirectly, into or within 
in the United States except pursuant to an exemption from, or in a transaction not subject to, the registration requirements of the Securities Act and in compliance 
with any applicable securities laws of any state or other jurisdiction of the United States unless registered under the Securities Act.  

 

Tables and diagrams may include rounding effects. 


