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Reach is the first Palestinian-based contact center to
offer high-guality, performance-driven services at com-
petitive costs. Reach aims to fundamentally reshape the
dynamics of call-canter cusiomer relations through stra-
tegic solutions that fulfill our clients’ needs and help
wpand their client base. Our agents field ower 65,000
calls per day through the usae of the Cisco IPCC technol-
ogy system. We operate 24 hours a day, 7 days a week
to serve customers around the wordd with the help of
over 720 employees.

Cur senvices,

Customer Acquisition
Customer Ratention
Customer Value Managemant
Customer Cara

Marketing & Sales Support
Bill Information 8 Collacton

Theough:

= Direct responsa hotline

» Technical support help desk
» Complaints managament

+ Telemarkeling campaigns

+ Tolesales Campaigns

+ Collection campaigns

+ Invoice tracking

* Payment services

e B

www.reach.ps
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Investment File

According to 59.5% of the owners
of the active industrial enterprises
in the Palestinian Territory, the main
product faced local competition.
On the other hand, 11.7% of the
owners of the industrial enterprises
indicated that their main product
faced foreign competition, whereas
28.8% of the owners of the
industrial enterprises indicated that
their main product faced both types
of competition.

Expectations for the Third
Quarter 2011

The expectations of the owners/
managers of the active industrial
enterprises in the third quarter
2011, show that 37.1% expected
improvement in their situation in
general. The expectations in the
Palestinian ~ Territory — concerning
production situation indicate that
36.9% foresee increase during third
quarter 2011 (37.8% in the West Bank
and 32.4% in Gaza Strip). The results
show that 37.1% of the owners/
managers of the industrial enterprises
in the Palestinian Territory expected
increase of sales in the third quarter

(38.1% for the West Bank and 32.4%
for Gaza Strip).

Level of satisfaction with ser-
vices provided

Regarding level of services provided
by private and governmental
enterprises  during the second
quarter 2011, results indicated
that there is variation in the level
of satisfaction by the ownets/
managers of industrial enterprises
by type of service provided. The
results were as follows:

Infrastructure and facilities

Regarding services under this
categoty, 77.9% of the ownets/
managers of industrial enterprises
in the West Bank were satisfied
for services related to the supply
of electricity while 21.8% are not
satisfied. On the other hand only
13.5% of the owners/ managers of
industrial enterprises in Gaza Strip
were satisfied for services related
to the supply of electricity while
86.8% are not satisfied. Regarding
water supply services, about 67.3
% of the owners and managers of

industrial enterprises in the West
Bank indicated satisfaction on the
services provided, whereas the
percentage in Gaza Strip was 36.5%.

The judicial system and conflict

resolution

The results showed that 76.6%
of the owners and managers
of industrial enterprises in the
Palestinian Territory atre satisfied
with the fairness of the police on
issues related to their enterprises;
while 58.6% of owners/managers
were satisfied on the effectiveness of
the Palestinian courts (61.6% in the
West Bank, 44.6% in Gaza Strip).

Facilities

Regarding  facilities provided
by government institutions to
obtain the necessary permits and
licenses, the results indicated that
62.8% of the owners/ managers
of industrial enterprises in the
West Bank  were satisfied
to facilities provided, on the
other hand only 16.4% in Gaza
Strip were satisfied to facilities
provided.
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Palestinian Central Bureau of Statistics (PCBS)

News Release

Main Findings of the Survey of the Perceptions
of the Owners/ managers of the Active Indus-
trial Enterprises Regarding the Economic Situa-
tion, Second Quarter 2011

Performance of industrial
enterprises in the Second
Quarter 2011

Overall performance

According to  33.5% of the
owners/ managers of the industtial
enterprises (34.4% for the West
Bank and 29.7% for Gaza Strip)
the overall performance of their
enterprises  during the second
quarter 2011 has improved from

what it was during the first quarter
2011.

Financial conditions

On the other hand, the results
showed that 27.5% of the owners/
managers of industrial enterprises
(26.6% in the West Bank and
28.4% in Gaza Strip) believe that
the financial situation improved
during the second quarter 2011
compared with the first quarter
2011.
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Borrowing and financing

Survey  results  show  weak
borrowing by the active industrial
enterprises from operating banks
in the Palestinian Territory during
the second quarter 2011; 94.8% of
the owners of industrial enterprises
stated that they refrained from
borrowing from the operating
banks, while 4.6% of them did
apply for bank loans only one time.
While the percentage of enterprises
that borrowed mote than one time
was 0.6%.

Challenges

Changes in sales level

The expectations of 48.2% of
the owners/ managers of the
active industrial enterprises in the
Palestinian Territory revealed that
the main reason for the decline in
sales level is due to the decrease
in the purchasing power of the
consumers in the second quarter

2011; (44.6% in the West Bank,
006.7% in Gaza Strip).

Exports hindrance

The owners of the active industrial
enterprises  during the second
quarter 2011 indicated a number
of difficulties that hinder exports.
About 77.3% of the owners of
the exporting enterprises in the
West Bank indicated that closing
entries is considered to have the
largest negative impact on export
activities, while 46.6% believed
that the decline in consumet’s
purchasing power; is an additional
obstacle.

Local and external competition

In the Palestinian Territory, 93.1%
of the owners of the active industtial
enterprises (92.0% for the West
Bank and 98.6% for Gaza Strip)
indicated that the main product
of their enterprises faced local or
foreign competition.
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The high standards of . . }
the Polish educational Students of the Bialystok University of Technology have

system are reflected | constructed the Mars rover Magma2 which won at the
in a number of |prestigious international competition University Rover
scientific Challenge (URC) in the U.S. Magma2 defeated the
achievements. It is | Appericans rover from the Oregon State University,

rth ti that .
;Vc?lish nge:tlig; ts a?e constructors of which had help from NASA.

well known for the

discovery of the first extra-solar planetary system, the creation of the technology for the
production of the blue laser, the production process to make the world’s smallest synthetic
diamonds and for the isolation of queen cells from bone marrow.

Poland has almost 2 million
Every year Poles are among the winners of the | academic students, i.e. half of
Imagine Cup - the world's largest technology | the population between 19
competition for students. This year Cellardoor| and 24 years of age. The
team of Adam Mickiewicz University in Poznan| Pumber has been  rising

. . . . . steadily. As one of the
won first pilace in the design of online games in biggest EU countries Poland
the world finals. Cellardoor presented a game for | is at the top of the ranking
children, "The Book of EIm" which teaches| measuring the number of
children that everyone can participate in| graduates in Central and

protecting the environment through everyday, glaStfmd E“rf’pethand harfon%
. g € leaders 1n € wnole o
simple activities.

Europe.

Needless to say, Polish students have an excellent knowledge of foreign languages. Over half of
them speak fluent English and the vast majority of the rest have a basic understanding of the
language. The second most commonly studied language is German, followed by Russian, French
and Spanish.

* POLISH INFORMATION AND FOREIGN INVESTMENT AGENCY (PAIilZ)

The Polish Information and Foreign Investment Agency has been

serving investors for 18 years. Its mission is to increase Foreign Direct

Investment (FDI) by encouraging international companies to invest in

Poland. It guides investors through all the necessary administrative

and legal procedures along the way to setting up their business in

] n V e St Poland. Agency offers investors: quick access to comprehensive

'n P O an d infomation abqut the economic e}nd legal enviroqment, assistance in

finding appropriate partners and investment locations and support at

POLISH INFORMATION AND  every phase of the investment process. The Agency promotes Polish

FORTIGN INVESTMENT AGENCY . 000ds and services abroad by organizing conferences, visits for

foreign journalists and investment trade missions to Poland and for Polish entrepreneurs around
the world.
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Poland — great minds

Human capital is one of the most unique values in Poland. Poles are innovative, creative and
smart. Beside the famous Mikotaj Kopernik, Maria Sklodowska-Curie or Fryderyk Chopin

Polish supercomputer "Zeus" of
the Academic Computer Center
CYFRONET AGH University
of Technology was ranked 80th
in the prestigious Top 500 list of
the world’s most powerful
computers. The disk memory of
"Zeus" is 1500 terabytes.

Poland is full of bright, great minds. Polish students and
scientists win every year the most prestigious
international competitions in different fields, proving
the high intellect potential of Polish staff.

Well-educated Polish economists, engineers, [T
specialists and scientists are highly sought-after and
appreciated employees who find employment in IT
companies, R&D centres and scientific institutes.

Investors who opt for Poland should barely have any
problems finding suitable personnel. This may have much to do with the fact that Poland has
almost 500 academic centres.

Copyright Yuri Arcurs, Fotolia

University teaching staff account for around 100,000 specialists, half of which hold a PhD
degree. Amongst the numerous graduates produced every year by the academic centres, there is a
considerable number of young people educated by Polish Universities of Technology i.e.
prospective highly sought-after experts in IT, modern technologies and a variety of other
technology fields. This creates the perfect conditions for investors in search of human capital for
new projects. Indeed, Polish engineers and scientists are highly acknowledged across the world.
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EXPERIENCE

The number and variety of FDI projects located in Poland show that foreign investors from a
wide range of industries have successfully been running projects in the country. For years the
country has been attracting companies active in, among others, the electronics, domestic
appliances, metal, biotechnology, machine and IT sectors. The Polish economy turned out to be
especially friendly to sectors developing in areas in which Poland already has or stands a good
chance of achieving long-term success on international stage. Among the sectors which have
been experiencing dynamic development and enjoying the greatest popularity there are industries
which have a long tradition in Poland e.g. the aviation sector, sectors which require qualified
people e.g. BPO sector, industries with a well-developed net of suppliers e.g. the automotive
industry and those which have a considerable

untapped  development  potential like the § | otte Group has lately bought
renewable energy sectors. the plot of 20 ha in Swidnica, in
One of the largest industrial sector in Poland is the § the Watbrzych Special Economic
automotive sector. The country is the third largest Zone

market in the CEE in terms of car making. The ’
majority of car manufacturers producing in
Poland have been selling into the Western § | ptte Group is the largest
European markets. Undoubtedly the country has
been perceived as an attractive low-cost base for
manufacturing, but it is also the presence of many

chewing gum manufacturer in
Asia and 3rd biggest in the
major part makers and suppliers (e.g. TRW, | World. Poland will be a foothold

Faurecia, Delphi, Goodyear, Michelin and Valeo) f§ for Lotte development in Europe.

that play vital role in attracting investors in the
field.

Poland has also a long tradition in the aviation sector. Plane production started in the country
more than 70 years ago. The industry has traditionally been located in the south-east part of
Poland in the region of the Aviation Valley Cluster where almost 90% of total production of
passenger, training and executive aircraft, as well as helicopters, gliders and aircraft accessories
is concentrated. The scientific and research base is well-developed. International corporations
work with local authorities and universities, as well as scientific centres to optimally match the
education profile to the needs of the labour market.

Last years saw a substantial growth of services sector in Poland. The country is becoming a
major BPO investment destination in Europe. Why is Poland the right destination for offshoring?
Beside the fact that Poland has 10 large academic centres and over 2 million students, Poland is
the largest country in the CEE region with a population of 38 million people - almost 4 times
larger than the other countries in this region. In addition, the Polish educational system creates
approx. 400 thousand graduates every year. This pool of young and dynamic people is a perfect
target for the development of BPO centres. The icing on this cake is the fact that Polish society is
young compared with the European average (56 % of Poles are under the age of 40). This can
guarantee the availability of resources for at least a decade while simultaneously maintaining the
advantage of relatively low costs.

But the greatest pride of Poland are people....
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Warsaw is among the most popular business location in the world. Poland’s capital city ranked
5th in Europe and 12th in the world in the ranking of top cities for business published by CB
Richard Ellis, the corporation which checked the most favored office locations in the world. Out
of the 280 big international concerns which were covered by the survey, 150 operate in Poland’s
capital city (i.e. 54% of the selected companies). Interestingly enough, outside Asia, only
Warsaw, Moscow and Dubai attract more than 70% of firms from the Industrial Goods &
Services sector which is dominated by Asian countries — 7 out of the top 10 most popular office
locations in the sector are on the continent. (CB Richard Ellis)

Also the global business magazine Fortune classified Poland’s capital among the 15 best new
cities for business. Fortune spoke to corporate and economic development executives and created
a map of the best business destinations. The age and the prosperity of the locals result to be one
of the major factors which attract corporations. In this context Warsaw with its 300,000 students
does not have any problems with providing young, enthusiastic and educated staff. Moreover, the
ranking emphasized Warsaw's attractive labour and real estate costs as well as availability of
government-backed business loans. Authors stressed also the city’s attractive location in the
centre of Europe. Interestingly enough, the ranking focused also on the fact that parks and
greenspace still constitute 10% of the dynamically developing city’s area what makes the capital
“green” downtown a world leader in this respect. People not only do business here, they enjoy
life.

Krakow, the second biggest city in Poland took the 1st position in the UNCTAD report in the
category Locations for global services - Top 10 emerging cities. Polish cities have increasingly
been perceived as the best destinations for BPO projects. The Report shows that it is the
availability and effectiveness of the Polish, qualified workforce, business environment, low
business-related risk and the transparency of the Polish law and fiscal systems that have been
gaining recognition across the corporate and economic development executives around the
world.

INVESTMENT INCENTIVES

To ensure this high level of FDI inflow, Poland offers foreign investors various investment
incentives tailored to their needs. Poland is divided in to 14 Special Economic Zones (SEZ) -
specially designated areas where investors can conduct business activity on preferential terms.
Poland offers financial grants for new investment, financial
Weyerhaeuser, a world grants for creation of new jobs, CIT exemption in Special
leader among timber Economic Zones and real estate tax exemption, as well as
processing companies, low corporate incgme tax (19%). The Zon.es effectivgly
starts construction of its combine geeds of investors and needs pf regions, in which
. they are situated. Investors can use sites which are fully
first ) El_'l_rOpea_n prepared for development and they are offered at a
production  facility —in | competitive price and are provided with free assistance in
Gdansk. The factory will § dealing with formalities in connection with the investment.

be the most modern Poland benefits from the largest amount of EU funds then
facility of its kind in the | other EU member state. Within European programmes - the
world. Operational Programme-Innovative Economy is of the most
important for foreign investors. Within the programme
investors may obtain grants especially from the Measure 4.4. New Investments of high innovative
potential and 4.5. Support for investments of high importance to the economy which by 2013 will
have a budget of PLN 6.3 billion and PLN 1 billion respectively.

Those are only few proposals from wide range of investment incentives prepared for the
entrepreneurs willing to start their activity in Poland. More information is available on
www.paiz.gov.pl.
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Companies which invest in Poland, a country with a large domestic market and a perfect export-
oriented location, gain new development opportunities. A number of new clients can be reached
either in Poland or in the markets which are easily
3M opens two new production | accessible from Poland - both in the West and East.

facilities in Poland. One of I The Polish luxury goods market rose 50% and is
them will produce goods for | now fourth in the world in terms of development
the space, aviation and | dynamics. Among 200 global luxury brands which
automotive industries (for | were identified by the research of KPMG, 61% is
Airbus, Bell and Boeing). | available in Poland. Last year the number of well-
The second plant will focus off Poles — those, who exceeded in 2009 the
on the production of | statutory income tax threshold - reached 620
components used in the thousand. Poland’s luxury goods market is one of
construction of ceramic | the most promising luxury markets in Europe. In
catalytic filters for diesel 2010 the market could be worth nearly PLN 3.5
cars. trucks and buses. billion and is expected to expand in 2011-2015 by
’ further 40%.

3M announced, that only this
year the company will invest
in Poland another USD 83 || Poland’s convenient location, in the very centre of
million and that Poland will | Europe, makes the country a perfect investment

become the key country for | destination for enterprises targeting both Western
the concern. and Eastern part of the continent. From Warsaw it

takes only several hours either by car, train or plain
to reach a number of Europe’s major capital cities like Berlin, Moscow, Vienna, Bratislava,
Kiev, Vilnius and Minsk.

One of the elements that undoubtedly highlights the convenience of the country’s geographical
position and benefits resulting from the location is the access to the Baltic Sea. Poland has four
major ports which are located in Gdansk, Gdynia, Swinoujécie and Szczecin as well as several
local ports supporting the freight reloading processes.

—— "' Vo

STRATEGIC LOCATION

Copyright Laurent Dambies, Fotolia
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Copyright Andrea Massimiani, Fotolia

In the latest edition of the E&Y Survey Poland ranks high in terms of the average size of FDI
projects. In 2010 one investment project located in Poland tended to create an average of 86.5
jobs, while in countries that ranked ahead of us in terms of the total number of newly created
jobs, it was 29.1 in Britain and 26.6 in France.

All that confirm Poland’s crisis resistance. Polish economy may be briefly depicted as:
v' being robust and resilient to external shocks,
offering safe environment for undertaking economic activity and long-term planning,

having very low risk of being directly affected by a financial crisis,

AN NEAN

offering investment possibilities resulting from modernization of infrastructure and
implementing modern technologies in corporations,

v" being driven by a large number of agile small and medium enterprises (over 3 000 000
registered entities).

DOMESTIC MARKET

Poland is one of the biggest EU member states, the 6th most populated country in the Union and
the biggest market in the region of Central and Eastern Europe. The Polish market is not only
numerous and varied but it is much more dynamic than other markets in the region. Here, in the
very centre of Europe, entrepreneurs may establish business activity and not only sell products in
Poland but also gain vast export opportunities and export to big markets situated both in the West
and East of the continent — but always within easy reach from Poland!

The country’s continuing high level of consumer spending remains particularly attractive for
investors due to the size of the Polish market. Despite the recent global financial crisis, Poland’s
development pace still remains high especially in comparison to other European Union countries
and the entire region of Central and Eastern Europe. The rising consumption and higher personal
consumption expenditure are confirmed by rising consumer confidence indicators and the strong
indicator of consumer optimism.

Despite the unfavorable situation on world financial markets, the Polish economy continued to
grow. In the aftermath of global financial turmoil what matters most here is the fact that the
growth is based largely on domestic demand — population of young people who enter the market
and are all interested in buying domestic goods.
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STABILITY

Poland become a relative winner of the global financial crisis and may now, in the post crisis
years, offer Europe a product which has lately been in short supply - economic stability.
Numerous companies which until lately have not seen Poland as priority investment location
started to take serious interest in the Polish market.

According to “The Economist” weekly Poland has handled crisis best in Europe and is among
the top countries in the world. The Economist’s analysis classifies the countries according to
GDP growth from 4th Q of 2007 to 2nd Q of 2011. China took the first place with the economic
growth at the level of 30%. The next positions are for India, Argentina and Indonesia. Poland
took the 5th place with 10% GDP growth.

The latest data shows, that Poland’s still on top -
the second quarter of 2011 saw the Polish GDP
grow 4.3% - more then expected by economists.
The economic growth was supported by domestic
demand.

Korean Mando decided to
invest PLN 390 min and
employed 280 people in the
Watbrzych Special Economic

Poland’s growing attractiveness is also reflected Zone.

in the views of well-known global institutions
such United Nations Conference on Trade and
Development (UNCTAD). In the UNCTAD
World Investment Report 2011 Poland is the 6th

The company employs over 3.5
thousand. people all over the

world. Mando is a supplier of
companies like GM, Ford and

most attractive investment location in the world
after it went up 5 positions up from the 11th place
in 2010. UNCTAD's Investment Report confirms
the country’s strong position on the international
investment scene - Poland was only preceded by
world greatest economies of China and the USA
and ranked before Germany and the UK.

DaimlerChrisler.

In Poland the company plans to
manufacture braking systems,
steering column, traction control
systems and shock absorbers.

In the Ernst & Young report concerning the

European investment attractiveness Poland is at the forefront of the most attractive investment
destinations in Europe. Poland recorded the highest increase in the number of FDI projects
across Europe - 40% more than in 2009. Experts from Ernst & Young say that Poland made a
lasting positive impression on the international scene during and after the crisis - Poland was one
of the few countries to have gone through the economic crisis in one piece, and this makes
investors believe that the investment risks here might be lower than elsewhere in the EU.
Additionally, we have a very competent workforce, particularly in large cities. And, because of a
large number of students and graduates speaking many different languages, Ermnst & Young
decided to open its Shared Services Centre in Wroctaw this year. It will employ over 200 people,
says Duleep Aluwihare, Managing Partner at Ernst & Young Poland.

This view is shared by the President of the Polish Information and Foreign Investment, Stawomir
Majman - Positive results of the survey came as no surprise to me. Poland is still perceived as a
leader in the region, it has a huge internal market, educated staff and enviable growth. Thus in
the race for investment Poland comes ahead of other members of the Central European group.

S )
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Poland - an exciting place for your business

Poland is a country of extensive opportunity, with considerable economic potential. Its
features include a stable democracy, an established market economy, close and good
relationships with other countries from the region and an active involvement in the EU,
WTO and NATO. It is an unquestionable economic and political leader in Central and
Eastern Europe. It is a trustworthy and reliable partner for international business. All of
these factors contribute to a positive, investor-friendly climate in Poland.

Poland’s exceptional business and investment opportunities attract investors from Western
Europe as well as from the US and Asia. Investment potential, human capital and strategic
location are the main assets that draw foreign investors’ attention.

Foreign investments not only serve to liven up and modernize the economy, they also have a
major influence on Poland’s foreign trade. It is reflected in many surveys that Poland is
perceived as a very interesting and attractive place to locate business:

= UNCTAD 2011: “Poland is the 6th most attractive investment
location in the world.”

= Ernst & Young: “Poland recorded the highest increase in the
number of FDI projects across Europe - 40% more than in 2009.”

= Ernst & Young: ’Poland came third in the number of jobs
generated by foreign direct investment (FDI) in 2010."

= Deloitte: “Poland is the leader in CEE in terms of optimism: 91%

of executives positively assesses financial prospects for their
business”.

= European Bank for Reconstruction and Development (EBRD):
“Poles among the most satisfied European nations.”

= The Economist: “Poland ranks 5% in the world in terms of
economic growth within the last 5 years”

Poland is open to foreign partners and constantly works on its investment climate and business
conditions. The growing interest of foreign investors can be observed in the number of projects
currently supported by the Polish Information and Foreign Investment Agency (PAIilIZ)*. While
in September 2010 PAIIZ had been working on 128 projects of an estimated value of EUR 4.8
billion., in September this year the Agency has been supporting 170 projects which are worth
EUR 6.2 billion.

The value of projects successfully closed by the Agency within the first 8 months of the year
rose by 66% - from EUR 585.5 million in 2010 to EUR 970.8 million in 2011. Also an average
value of a single closed project and the number of jobs created by projects rose substantially.

What attracted the investors to Poland?
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