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Introduction
Dear friends,

The annual report presented provides a short evaluation of our activities and management ir
2008.

Last year our organization went through many changes as we tried to impgayesatty of our
services. One of our most outstanding achievements in 2008 has been the award of a certificate which
Il nternationally recognized LSN EN I SO 9001: 20
confidence of our ability to provide gdoquality services through all our activities which are well
organized and run with clear guidelines.

=I:2Net —

CERTIFICATE Qs

CERTIFIKAT

The promotion of our organization has been undoubtedly improved by setting up our web site in
English.

Since 2008 we have taken over the constructibmobile flood barriers a8t Sek ov s k ®
Ol ginky river bank.

We have also completed thel@gement of burial sites &t Sekov mai n cemet er
and renovating its footpath areas. Furthermore we have a newly established draft of contracts for hiring
burial space withw@omatic payments made through either post or internet. This system has proved to be
a success with clients who are satisfied with a service that allows them to deal with matters from theit
own home rather than having to journey to the cemetery admimstadfice to make payments.

Il n 2008 we opened two new car parks in Prok

And since September 2008 we successfully started running a system of paying parking fees
through text message.

To provide visitors to Br n 8l operhtierrwaastalled prew a i
electronic pay system at both our main and back box offices.

I n 2008 public voting ncSWIMMING AREABr ing PobDI .
awarded first prize in a regional competition.
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At VDtr use waeaoombsaating areasandnngrevea aptions of fast food and drinks in
the buffet.

We have also upgraded security by fitting cameras throughout the stadium hall and corridor
outside the ice hockey players changing rooms.

For the benefit of our members of stafbetter insight into our company has been provided with
the |l aunch of an employeesd bull etin.

Previously company leaders have put forward new suggestions and ideas to make further
improvements to public services. From an economical point of view wecoresider the year 2008 a

success. The following text within this annual report provides evidence with the aid of charts and
information.

Finally we would like to thank you for your kind interest and understanding. We hope you enjoy
our facilities and you fid this report both interesting and informative.

l ng. Miroslav Gtr §cl
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MESTSKE SLUZBY USTI NAD LABEM

1. Primary details

As a result of the dedimn of the Assembly of representatives No. 314/04 dhCécember 2004
the Statutory ~city of Dst?2 nad Labem establi:
services which was put into effect on the 1st of January 2005. The organisation ig @mttdre

Commer ci al Register at the RegionkEntry78&ourt i n D
Initiators

Statutory city of BDst2 nad Labem

Vel k8 hradebn?z 8

401 00 Bst?2 nad Labem

Address

Panskg8 1700/ 23

400 01 Bst?2 nad Labem

Company RegistrationiNnber: 71 23 83 01
Tax ldentification Number: CZ 71 23 83 01
www.msul.cz

e-mail: mestske.sluzby@msul.cz

2. Evaluation of customer satisfaction and rate of visitors to sites

2.1 Customer satisfaction

Number of | Number of Number of Number of % variation 08

Premises visitors 08 | complaints % visitors 07 |complaints % and 07

Brn8 open 49 175 4] 0,0081 47 547 2 0,0042 0,0039
KI2ge pool 116 252 22| 0,0189 137 122 26 0,0190 -0,0001
City thermal baths 8 835 5/ 0,0566 9877 20,0202 0,0364
VRtruge pr 13 765 7| 0,0509 34 042 2 0,0059 0,0450
Transport services 45 864 2| 0,0044 41 446 2 0,0048 -0,0004
Winter stadium 6 917, 1] 0,0145 9438 0 0,0000 0,0145
Funeral services 3521 0] 0,0000 3246 9 0,2773 -0,2773
Total 244 329 41 0,0168 282 718 43 0,0152 0,0016

Chart 2-1 Comparison of humber of visitors and complaints at all sites in 2007 and 2008,
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Graph 2-1 Comparison of number of visitors and complaints in 2008

Year 2007 2008
visitors 282 718| 244 329
complaints 43 41
compliments 0 7

Chart 2-2 Comparison of number of visitors, complaints and compliments in 2007 a 2008

In total the amount of visitors dropped by 38.389 in 2008. This decline was registered within all
sites departmentad services with the exception of Transport services, Ceniete s apoa. TH&r n §
most noticeable decline was registeredl&t? ge s wi mmi n @. Theaeadon fara dropVhidthe r u
number of visitors a¥ N t & wag) due to the factahthe tower waslosed from 1 of January to 31
March 2008 because there was nobody toMUdit & as g business ie the cafe. As well as\thi3t & u g
went through a great deal of repair and renovation on both the house and surrounding natura
foundation.

The number bcomplaints compared to the number of visitors. (cefrt 2.2) increased in 2008
in comparison with 2007 ahte f ol | owi ng s i t eity thernialbath§ V 0 tpeamdgha i r
Winter stadium. However complaints dropped ktl 2 g e S Wi mmhnenay serpiceo and F
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LUZBY USTI NAD LABEM
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Cemeteries. There was the same level of complaints in 2008 as there were in 2007 registered at tf
department of Transport.

Competent staff dealt with all complaints either in person or in writing. Justified complaints were
acknowledgd and steps were taken in order to satisfy such problems.

2.2 Annual ratio of visitors to each site 2008

Transport services ViDtr
® Mazes
884  Tows 3461 1035
B Garages .\ = Tower

9269
44980

Graph 2-2 Ratio of visitorsat Transport services site Graph2-3Rati o of visitors at VDtru

Swimming pools and
saunas

49 175 1975 6860 E City Baths pool

64917  mCity Baths saune
” EK| 2 ge
K| 2 ge
‘ B Fitness
24 306

K|l 2 ge opc¢
12965 12217 g P

Brng8 ope

Graph 2-4 Ratio of visitors at Swimming pools and saunas
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Graph 2-5 Ratio of visitorsaat Cemeteriesite Graph 2-6 Ratio of visitors at the Ice rink

2.3 Monthly ratio of visitors to our sites in 2008

Swimming Transport
pools VNt r|Icerink | services | Cemeterie§ Total
January 11 898 227 1444 4 824 854 19 247
February 12603 655 834 4 053 361 18506
March 11 930 465 699 3 447 155| 16 696
April 9971 1185 61 3841 222| 15 280
May 15 321 2522 0 3 800 136| 21779
June 22 721 1 607 0 3782 303 28413
July 31 279 2 318 0 3608 282| 37 487
August 16 622 2761 0 3576 157 23116
Septembe 7871 940 0 3639 279 12729
October 10 230 674 627 3 566 321| 15418
November 12 727 220 1615 3 399 221 18182
December 11 089 191 1637 4 329 230| 17 476
Total 174 262 13765 6917, 45 864 3521 244 329

Chart 2-3 Monthly ratio of visitorgo our sites in 2008
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Monthly ratio of visitors to our sites
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Graph 2-7 Monthly ratio of visitors to our sites

3. Site Activities 2008

3.1 Total of main events 2008

The most important courses of action undertaken by City services on their sites in 2008 are ac

follows:
e Therenovationof oot pat hs and extension of burial s¢g
e Buil ding a new theoonal operd dir ipaplewithathie intBoduct®n of an electronic
payment system
e The organization of cul tur al and sewwos dnd e\

competitions, concerts and music events

The improvement of the buffet and construction of outdoor seating and children playground at
VDt eugd

Installation of a new camera system at the Winter stadium

New parking and payment systemBls® nadLabem

Ac hi ev e me Mhesmalogen & paol§

Management and construction of new mobil e f
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3.2 Activities on sites in 2008

321 VDtruge premises

In 2008 we concentrated on fitting utilities and accessoriédXat r hogse and making better
services. We bought a new bicycle stand for the sports ground area, also new play apparatus for tr
childrendés sandpit and playground.

Our organization also had electronic tills fitted to help note the sal
tickets for he Maze and Lookout tower, plus the sale of souvenirs.

At the request oBbs t 2 n a City Hall we hmd an on line camer
installed in the area of the Lookout tower to monitor work on the building of
new shopping and entertainment centre Forum jusitbelowV Dt r u g e

Since April 7th 2008 the sports ground has been open to the public and since May of the same
year customers have been able to buy permanent admission cards. Participants are now able to play f
longer.

Our newly modified food preparation andftet service offers fast food to customers who can
also enjoy the benefit of new seating areas both in and oMdile rhougeé at the sports ground

Outdoor seating area Buf fet at VDtruge

At V Nt rexhjpion hall an exhibitiof Bte ¢ ngd wa s  aby Ps& Nugseuth 2008.
Visitors could also see an annual exhibition of photographs of the german city of Che¥sutthe
trave | | e r |dvdbor held an eghibition of his photographic work.

The city ofBbs2  n abdm drganized another cultural event which took plasélat rhaugee
during the summer there was a selecti on ookf f o
pl ace and the Lookout tower was the site for a
details see chapter no 6).

Because of the lease expiry\atd t ron the 15th December 2007 parts of the house and its
restaurant were closed to tpeblic for the whole year 2008. However theokout tower was made
available to the public by us during 2008. A wall was installed to separate the tower area from the rest o
V Nt rintegior making access to the tower possible from theflApril 2008 to all visitors. In the
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MRDstsk® slugbypbBassphNDubdvEBabemani za

Pansk8§ 1700/23, 400 01 bst2? nad Labem
ZapsaombEhwdn?2m rejst S2Rsatdy Kad) sa®@éam, s@addaul vPr, v
Certifi kov8§na dle LSN(ERgISDsB6dODEZQI)0DB30/ 2008

interest of public safety the Lookout tower was closed along \mighrést of the building from™
September until the end of 2008. The reason being essential reconstruction and strengthening of tf
lower hill side slope which haoecome unsafe and problematic.

3.2.2 Swimming pools (saunas)

3.221KI 2 ge swimming pool

In February 2008 in the vicinity of the thermal open air pool we built a concrete base underneath
a current fence leading from the diving pool to the petrol station for the pusppseventing animals
entering the locality.

In March we fitted a wire security fence above the main entrance to the outdoor area and along
the whole access route. We also fitted a new fence leading from Ravel grounds along the access path
the open aiswimming pool. This stops people entering the area who have not paid. The same month we
managed to repair stairways, for example the stairs to the paddling pool for children and the entrance t
the summer open air pool which had been damaged duringeieys winter.

At the end of the year we bought new tabl es
to our customers.

3.2.2.2City thermal baths

In September we introduced to this site an electronic paymgstem for tickets and an
electronic system that keeps track of customers time on the premises. Both systems allow us not only t
provide visitors with quick till operation but also control the exact time they spend on the premises and
also keep count ofustomer numbers.

On the 100th anniversary of the opening of the City thermal baths we organized competitions for
children from selected kindergardens. The City baths joined in the vatiod e event cal | €
Heritage Dayso (flor details see chapter 6

3.2238Brng Thermal open air pool

Bef or egooBcoutd®penrepair work had to be completed as folfy repairs on the water
slide, the concrete surface around the old pool, plus tiles and spikages, along with the regular
maintenance of equipment. Oamployees repaired and painted benches around the whole area. They
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also repainted andre ondi ti oned the recreational pool an
building of a new water attractianthe water mushroom plus the drainage systemaaatdr supply and
concreting of a former sandpit ior . oBan mir§pool opened the last week of April 2008.

In May we built a fence around the restaurant as a precaution against people coming to the are
without paying. In order to provide visitors withore efficient till operation we placed a new box
office at the back area and we successfully introduced a new electronic system of ticket sales at both bc
offices (the main entrance and at the back of the building).

Our employees attended to the repzfira mini golf course. This included the replacement of

asbestosement boards. We successfully finished an installation of the water mushroom as mentioned
previously.

Back box office

During June and July we built a fence around the bealtéyball ground and the hotel RACEK
to stop norpayers from entering. For the same reason a new gate was also built at the hotel RACEK.

At the end of the year we concentrated on mending the bottom of the kidney shaped pool for
children. Pipes were alstvanged and also a new attraction was instéillde: popular waterspout.

As part of marketing events we arranged various live theatre and music performances along with
competitions. The bmge s t cul tur al wayanrEntertdaneneng afternoon Bimtimg Sof

competitions and a bouncy castle for children plus a concert 8 VIiTtliEeB SECONDS band (see
chapter no.6).
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waterspout childrenés pool

3.2.3 Stadiums

We took part in the organizing and arranging a major event The regional Olympicddogrch
of the Czech Republic at the City stadium. Its opening ceremony took place at the Winter stadium in

Dst2 nad Labem in May 2008. AnotherentmphVdlakhng
BDst 2 nadMayabe mi

3.2.3.1Winter stadiumi Ice Rink

To increase the quality of security on these premises we brought into effect a new camera syster
that was installed in a corridor nearthelice c k ey pl ayersé changing roo
hall. At the entrance to the changing rooms from thepagk we installed a new electronic system. As
well as this the maintenance workroom has been electronically secured and by the end of the year th
area of the old machine room and garages were also fitted with this system.

camera
system
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