EONIKA BPABEIA
EXYMHPETHEZHE
NEAATQN 2021

To EAAnvIKk6 IvoTitoUto E§utrnpétnong MeAatwv (EIEM) diopyavwvel kar géTog yia 12n ouvexn
Xpovid, Tov mAéov Katagiwpévo Beoud atnv eMnvIKR ayopd, Ta EBvika BpaBeia ESutrnpétnong
MeAatwy.

To EIEM, ota mAaigia Tou opAuardg Tou yia Tn 01a000n TG TIEAATOKEVTPIKAG GIAOCOQIAg aTnyV
EMnvikA ayopd, diopyavwae 10 2010 yia TpwTn @opd ota EAnvikd dedopéva ta EBvikd Bpapeia
E¢utnpétnong Mehatwv. Metd amd moAUunvn, avTikEIYevIKA Kai diagavh diadikagia atnv otroia
OUMMETEIYOV WG KPITEG akadnuaikoi dAoKaAol Kal ETIQaAvei €Tixelpnuaties, 10 lvaTitolTo
Bpdpeuoe eTaipeiec aANG Kkai dlakekpIuévoug emmayyeAuariec amd  didgopous KAGdouS yia
CQIPETIKEC TTPAKTIKEC OTOV TOEA EQUTTNPETNONG TIEACTWV.

O avayvwpiopévog TAEov Beopog Twv Bpaeiwy, Kar avTioTolXia We TIC TIPAKTIKEG a€ OAn TV
Eupwrn, empPpafevel kai TpoPAAel a€ €TACIO PACN KAIVOTOUES KAl ECIPETIKEG TTPAKTIKEG, TTOU
XPNOIPOTIOIOUVTaI 0TV €CUTINPEETNON Tou TIEAATN Kal oupPBdAouv oTnv KaAUTEpn ETIEIpia TOU.
EmmAéov, otdxog eival n dnuioupyia kar n didxuon eCEIdIKEUPEVNG yvwong Kabwg kail n
emPPAPeuon Twv KAAUTEPWY OTEAEXWV OTNV EEUTINEETNON TIEAATWY ava KAGdO Kal emTitedo.

AayBdavovtag umdyn Tn onuacia WIag EMTUXNPEVNG AVOPWTTOKEVIPIKAG TIPOCEYYIONG, WG
mpoUTé0eon yia T BIWCINOTNTA KAl TNV avTaywvioTIKOTATa piag emixeipnong, 10 EIEM €xel
TPAYHATOTTOIRCEl Ta TeAeuTaia Xpdvia onuavtikd Bruara avafdBuiong Tou Beopou. NEeg
KaTnyopieg £xouv TTpoaTeBei, divovrag £101 TN duvaTOTNTA OE aKOUN TIEPICOOTEPES BIAKPITEIG.

H utoBoAf urown@I6TNTAG TTPAYMATOTIOIEITAI UECW A0QAAOUG NAEKTPOVIKAG TTAATQOPUAG HE TN
OUPTTARPWAN eviaiag Hop@AGS epwTNuaToAdyiou. ZTdx0¢ Wag gival, JEow Tou Beapol Twv PpaBeiwv
va evioxuBei n diGxuan yvwaong Yéoa OTIC ETaIpEiES kal aTnv ayopd, va avadelxBolv ol BEATIOTEG
TTPOKTIKEG, va ouvdeBoUv We Tnv ekTTaIdEUTIKA d108IKACia TwY OpYavICUWY Kal Thv avapabuion
NG €EUTTNPETNONG TTEAATWV.

EAAHNIKO INZTITOYTO ESYMHPETHZHZ NEAATQN
41,9 xAp. AtTiKig Od0U | Ktipio AtTikwv Aladpopwy | 190 02, Maiavia
T: +30 210 6686370 | F: +30 210 6686375 | | Email: info@customerservice.gr
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1.

KPITIKEZ ENITPOINEZ

Mpoedpog g KpiTikng EmmiTpotig

» H Kpitikry EmitpotA KGBe Katnyopiag amoteAital amé 3 KpITEC Kal 1
avaTTANPWHATIKO:

(1 Akadnpaikog, 1 CEO, 1 uwnAdBabuo ZtéAexog eCutrnpétnang TreAA).

*3TéAeY0C 0pyaviouoU Oev LUTTOPEI va gival IEAOS KPITIKAG ETTITPOTTNC O€ KATNYOPIQ TTOU GUUUETEXEL.

ZYNOITIKA H AIAAIKAZIA

H etaipeia  pmaivel 0TV NAEKTPOVIKK
TAATQOPUA, ONAWVEI CUHHETOXA O€ TTOIO/TTOIES
katnyopieg BéAel va Béoel utrown@idTTa KOl
HEXPI TNV OPIOKEVN KATAANKTIKY nuEpopnvia
OUUTTANPWVEI TO QVTIOTOIXO EPWTNKATOASYIO.

21N OUVEXEID TO PEAN TNG KPITIKAG ETTITPOTTAG
agiohoyolv 1O epwinuaroAdyia kai amd TIg
BaBuoAoyieg Touc Ba TTPOKUWOUV 01 3 VIKNTES
avd katnyopia Bpdpeucng.

O1 vikntég avakoiviwvovial MONO oty TeAetd
ATTOVOuAG.

http://www.customerservice.gr

OAHTFIEZ - MPOYMOGEZEIX
YNOBOAHZ YNOWH®IOTHTAZ

H umopoAry utrown@idtnTag yiverar uévo péow
NG NAEKTPOVIKAG TTAATPOPHAG.

H amavinon oc kdbe epwtnon dev TPETEl va
Cemepv@el  Tov  apiBpd  Twv  AéCewv  TTOU
avagépeTal.

2TIC ATTOVIACEIC Oev ETITPETIETAI N EITAYWYN
dielBuvang url, Tivaka Kol QwTOYPAQIKOU
UAIKOU.

KataAnkTiKA
uTToYN@IOTATWY
Aekepppiou 2021.

UTTOBOAAG
Mopaokeun, 3

npepopnvia
givar  n

2TV TAQTQOPUA Eival UTTOXPEWTIKO VO YiVEl
upload Tou AoyotUmou TNnG ETCIPEiOG OF
apxeio jpeg kai eps (300 dpi) (o€ uynAn
avaAuon).

O1 amaviAoEIC TTOU aPopPoUV OTO TIPOPIA TOU
opyaviopou  kar oty TEPiAnYn NG
utToyn@16TNTaC, d¢ BabuoAoyouvral.

To keigevo mou agopd otnv TepiAnwn NG
uTown@I6TNTaC 0 KABe  katnyopia,  Ba
onuoaieutei atn ZUuMAekTiky ‘Exkdoon Tou EIEN
«EBvikd Bpapeia  Egummmpémong  MeAatwv
2021».


http://www.customerservice.gr/

OPOI ZYMMETOXHZ

» Juppetoxn oto diaywviopd Twv EBvikwv Bpafeiwv ECutmpétnong MeAatwy pmmopolv va
OnAwaouv péAN kai pn WéAn Tou EIEN.

> KaBe etaipeia £xel To dikaiwpa va dnAwael uTrown@i6TnTa 0€ £WG 5 KaTnyopics BpaBeiwv.

» Yme0Buvn yia Ta KEipeva Twv UTTOWNn@IOTATWY, 0Ta otoia Ba atnpixBei kai Ba aglohoyraoel n
KpimikA ETriTpoTr, eival amokAEIoTIKA n Taipeia Tou UTTOBAAAEI TV uTTOWN@IOTNTA.

» KaBe etaipeia éxel duvatdtnta dAAWONG Hiag CUPKETOXAS ava Karnyopia.

» O AiopyavwtAg kai n Kpitikf EmiTpoth 8¢ @épouv kayia uBlvn yia 1o TIEPIEXOPEVO Kl TUXOV
eMITTA aToixeia uown@ioTATwy. H diopydvwaon diatnpei 10 dIKAiwWa, PETA TNV UTTOROAA Twv
UTTOYN@IOTATWY, VA OUYXWVEUOEI, VO PETOKIVAOEI A VO OKUPWOEI KATNYOPIEC.

» Ta va BewpnBei Eykupn Wia urown@iotnTa Ba TPETEI va £X0uv aTTavinBei OAES o1 EPWTATEIS
TOU epwTnuaToAoyiou OtV nAeKTpoVIK TAATQOPUA Kal va €xel uttoPAnGei  péxpr TV
Mapaokeun, 3 Aekepppiou 2021.

» O1 3 Nikntéc TTOU Ba TTpOKUWOUV ava Katnyopia Baoel Tng BabuoAoyiag Toug Ba avakoivwBoly
otnv TeAet Amovourg Twv BpaBeiwv, otic 21 AekepBpiou 2021. H umoyneidtra pe v
uynAGétepn BabBuoAoyia Ba eival o 19 vIKnTAG TNG KaTnyopiag Kai 6a akoAouBnoouv ol
BPaBEUOEIC TWV 2 ETTOPEVWV VIKNTWV.

» O1 VIKNTEC TWwV TTPONYOUMEVWY ETWV OEV PTTOPOUV VA CUUMWETEXOUV WE case TTou Exel Nhon
BpaBeubei.

» To k6OTOG yIa GUUUETOXN O€ Wia katnyopia avépxetal 1o Toad Twv 200 € (+ 24% OA) evw
yia kG6e emopevn avépxetar oto oo Twv 100 € (+ 24% PMA).

» O1 viknté¢ avalapBavouv Tnv UTTOXPEWOTN VO TTOPOUCIACOUV WETA améd TTPOOKANGN TOu
IvaTiTouTou Katd Tn didipkela Tou £Toug 2022 Eva pyacThpl YVWOoNG HE BEUA TO AVTIKEIUEVO YIa
T0 0TT0i0 ONAWBNKE TUUMETOXN.

» Tlan xpron Tou ofparog Twv BpaBeiwv amaiteitar ddeia amé 1o EIEM. Ma ) xprion oruarog,
n xpéwaon eivar undevikn yia ta PéAn evw yia Ta un PéAn avépyetar ota 4000€.

Me Tnv opIoTIKA UTOROA Twv utoyn@IoTATWY 0a¢ oTa Bpafeia kal T OUPPETOX OO,
OUMQWVEITE JE TOUG OPOUC GUUMETOXS TwV BpaBeiwv.



1 z KATHIOPIEZ BPABEYZHZ

KaAutepn Exmaideuan yia v E¢utnpéman MeAam
Best Customer Service Training

H Kaivotopia aTtnv Epmelpia Tou MeAdmn
Best Use of Innovation in Customer Experience

AxoUyovtag T ewvr) Tou TreAdTN
Voice of the Customer

KaAutepog Zuvduaopde AlaiAwv eEutmnpétnong TeAdm
Best Omni-Channel customer service

Eid1ké Bpapeio: Customer Experience Game-changer of the year
(EmayyeAuartiag/ Ouada)

Opdda g Xpovidg: E¢utmpéman MeAatwv
Customer Service Team of the year

Opyaviopég g Xpovidg: E¢utmpétnan MeAatwv
Customer Service Organisation of the year

Kévtpo TnAepwvikig E¢utmpétnang Mearwv g Xpovidg
Customer Call Center of the year

KaAutepn xprion Texvoloyiag atnv Epmeipia tou MeAdmn
Best use of Technology in Customer Experience

KaAutepn Zyéon Zuvepyaoiag pe E¢wrepikd Mapoxo
Best Outsourcing Partnership

KaAUtepn E¢utmpéman oe Aiadiktuakéd KardoTnua
Best Online Customer Service (e-shop)

-
N

KaAUtepn Alaxeipion Kpiong
Best Crisis Management Approach

EAAHNIKO INITITOYTO EEYNHPETHZHEZ MEAATQN
41,9 xAu. AttikiAg Od0oU | KTipio AtTikwyv Aladpopwy | 190 02, Maiavia
T: +30 210 6686370 | F: +30 210 6686375 | http://www.customerservice.gr | Email: info@customerservice.gr
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KATHIOPIEZ KAI NEPIrPA®H BPABEIOY

1. KaAUtepn Exmaideuon yia Tnv E¢uttnpétnan MeAdrn — Best Customer Service Training

MEPIFPA®H BPABEIOY BpapeUovtal guykekpiuéves dpdoeig f mpoypdupata tou emopolv aTn OKEWn, TO
XAPOKTAPA KAl T CUUTIEPIPOPA TwV £QYACOMEVWV JE OKOTTO TV ATTOTEAETUATIKGTEPN EEUTINPEETNOT TOU (ECWTEPIKOU
f/kal eEwTEPIKOU) TIEAGTN.

ANTIKEIMENO BPABEYZHZ: APAZH 'H MPOrPAMMA

ZUOTNUATIKG, OPYAVWHEVO KAl XPOVIKA 0pIoBETNPEVO TIPOYPAUUA aywYAS KaI ABNoNG TTou TTpoypapuaTiCeTal amd
TOV OPYQVIOUO KaI UAOTTOIEITAI Tt Evav ) TIEPICTOTEPOUG EKTTAIDEUTIKOUG QOPEIC. M.X. GUPETOXT| TOU OpyavIouoU
0€ TTPOYPAWPKATA KOATAPTIONG WECW ETTAYYEAUATIKWY GUVOECHWY KAl ETTIMEANTNPIWY.

2. H Kaivotopia atnv Eumeipia tou MeAdrn - Best Use of Innovation in Customer Experience

MEPIFPA®H BPABEIOY Bpafeuovial OUYKEKPIPEVEG KAIVOTOMEG OPACEIC A TTPOYPAUMATA avaoxedIAouoU
AEITOUPYIWV TTOU AQopolV 0T dNUIOUPYIa VEWV EUTTEIDIWV YIO TOV TIEAATN /KAl TOV avaoxediaaud AIToupyiwy Kal
dladikaoiwv pe okotd TN dlagopotoinan, TV augnon g IKavotoinang, TG PEATiwoNG TG TOIGTNTOC TWV
TTOPEXOUEVWV UTINPETIWY Kal TN dnpioupyia ouvoAIKG peyaAlTepNG agiag.

ANTIKEIMENO BPABEYZHZ: APAZH 'H MPOrPAMMA

ZUOTNUATIKEG, OPYAVWUEVES KOl XPOVIKA oploBeTnuéveg dpaaeic TTou odnyolv aTn dnuioupyia vEwy,
KOIVOTOMIKWY EUTIEIPIV yia Tov TieAdT. O eumeipie¢ umopolv va agopolv e OTToIadATIOTE
TepiTTwon aMnAettidpaong Tou TEAGTN Pe TOV opyaviopd (Tm.x. ayopd, karavéAwon 1 xpron
TTPOIGVTOC/ UTINPEETIAG, TTPOCOWTTIKA 1) € OTTOOTACEWS ETAQPH HE TTPOCWTTIKG A PeATiwpévn Kai
€COTOMIKEUPEVN OUPUETOXR TOU TTEAATN O€ dIadIKATIES).

3. AkouyovTag Tn @wvn Tou TTeAAT — Voice of the Customer

MEPIFPA®H BPABEIOY BpapeUovtal OUyKeKpIUEVO OUCTAPOTA TIOU @) OXETICOVTAI WE TNV QVTIMETWITION
TOPATTOVWY KAl EIDIKWY aTTAITACEWY TwWv TTEAATWY (TT.X. Tapdarmova/ utrodeigels, aimuara €I0IKAG WETaxEipIong,
emiAuon poPAnuaTwy) kai B) mepIAappavouv peBodoug yia va "agouykpadovTal” TI avAayKeg Kal TIG EMBUIES Tou
meAdmn (feedback systems techniques or tools), Je okommd v amOKATACTAGT TNG IKAVOTIOINGNG TWV TTEAATWV
(customer recovery), TNV QTOQUYr TAPOUOIWY TIEPICTATIKWY OTO WEAAOV (process recovery), TV KATAAANAD
avTIpeETWION Toug amd Toug epyalopévouc (employee recovery) kai Tn PeATiwon TG GUVOAIKAG EUTTEIpiag TOU
eAATN 010 PEANOV.

ANTIKEIMENO BPABEYZHZ: LYITHMA

ZuoTnuatika kal opyavwyéva GUOTAPATO YIO TNV QVTIMETWTTION TIOPATIOVWY Kal EIBIKWV ATIAITACEWY TTOU
TEPIAAPBAVOUV EVEPYEIEG YIa TOV EVIOTTIONO, Tr Slaxeipion Kal TNV eTTIAUGT TTAPATTOVWY f) TIPORANUATWY TTOU PTTOPET
va ogeilovtal ae PAAPES 1) TEXVIKA TTpoPAAUaTa TTPOIOVTWY, {NTAKOTA WE TN CUUTTEQIQOPA Kal Thv amddoan Tou
TTPOCWTTIKOU, EIBIKEG AVAYKEG OUYKEKPIMEVWY TIEAQTWY K.0.K. ETiTTAéov, 0 Opyavioudg pémel va amodeiel TTwg Exel
avarTigel mépa amé amodoTIkA KavaAia ETTIKOIVWVIOG WE TOug TTEAGTEG Tou Kal peBBBOUC avaAuong Twv
TAnpopopIwv TTou AauBdver (11.x. oxoMia, Tapdmova), WoTe va eival o€ BEan va BEATIWOEI TV EUTTEIpia TOU TIEAGTN
OMG Kal va dnuioupyAoel ETIXEIPNUATIKG 0QEAN yia Ty emixeipnon. MNa mapddelyua, yéoa amd oxoAia meAaTwv
ptropolv va TpokUWouv aMayég ae Tpoidvta, utnpeaieg Kai dladikaaieg 1 akdpa Kal n avamTugn evog véou
TTPOIOVTOG 1) UTINPEETiag TTou Ba KAAUWE! pia avAaykn 1 miBupia Tou TTEAGTN.



4. KahOtepog Zuvduaouds Alauhwv Egutnpémang MeAamn — Best Omni-channel Customer Service

MEPIFPA®H BPABEIOY Bpafeuovral ouykekpiyéva oucThpara Tou mepihauBdavouv tn xprion toAammAwy
Kavohiwy eTmikoivwviag/ diatAwv yia v E¢utnpétnan Mehatwv e oKomo TNV TTApoxn EVAAAAKTIKWY yid TV
IKOVOTTOINGN TwV QavVOYKWY KOl TIPOTIUACEWY ETTIKOIVWVIAS Twv TIEAGTWV Kal TV TTOPOXN MIOS Eviaiag Kal
adIGAermTTng (seamless) eutrelpiag yia Tov TEAGT.

ANTIKEIMENO BPABEYZHZ: ZYZTHMA

ZUOTAUOTa TTOU guvigTavTal GT0 OUVOUAONO TepIoadTepwy amd éva kavahiwv eguTnEETNONG TTEAATWY (TT.X.
evotnTa/ integration TTPOCWTTIKAG €EUTTNPETNONG OTO KaTtaoTua, Zuxvwy Epwricewv FAQs o€ 10T6T0TIO KAl live
chat 1) aAnAettidpaan pe TeAaTES Péow social media).

5. E1d1k6 BpaBeio: Customer Experience Game-changer of the year (EmayyeAuariag/ Opada)

MEPIFTPA®H BPABEIOY BpaBetetal n Apioteia atnv Egutnpétnon Meharwv. Avayvwpiletal n 0rapén uynAwv
mpoTuTwy E&utnpétnang Mehatwv o EmayyeAuatia (Emkepaing Ouddag ESutnpétnong Mehatwy) f ae Opddoa.
H ApioTeia oty E¢utnpémnan MeAatwy Xapaktnpilel évav EmayyeAyartia ) pia Oudda mou Bpickovtal o dIapKn
au@idpoun emikovwvia WeTagu Toug Kai oupBaAlouv atnv alénan NG amoTeAeouaTIkOTTAG, €QapuUOlovTag
KQIVOTOMEG Kal dnuIoupyIKES dladikaaieg TpoypapuaTioyol Kar TpOBAewnS TTou BEATILWVOUV TV EUTTEIpia TNG
Opddag, Tou Bpioketar oe diapkn emKovwvia Pe Tov TEAATN, GUAAEYEL, avahlel kar diayeipiCeTal dedopéva
OXeTIKG pe autév, Tapayel kal diaxéel véa yvwar, avamtuooEeTal, AUTOREATIVETAI Kal OBaivel GUVeEXWS e
OKOTTO TN BnuIoupYia EEAIPETIKWY EPTTEIPILV IO TOV TIEAGTN TTOU UTTEPRaivOuV TIC TTPOCDOKIES TOU.

6. Opdda g Xpoviag: E¢utnpétnon Mehatwv — Customer Service Team of the year

NMEPIFPA®H BPABEIOY Bpapeuetal n ApioTeia amv E¢utpétnan MeAatwv. Avayvwpiletal n utrapgn upnAwy
mpotuTwy E€utmpémang Mehatwv oe Opdda. H ApiaTeia atnv E€utmpétnon Mehatwv xapakmpiler pia Ouada
Tou PpiokeTal o€ BIAPKY au@idpopn emKoIVwvia We Tov TTEAAT, UAAéyel, avaAlel kar diayelpidetal dedopéva
OXETIKG pe auTév, Trapdyel kal dlayEel vEa yvwan, avamTuaoeTal, autoBeATIvETal Kal JaBaivel ouvexws e
OKOTTO TN BnuIoupYia EEAIPETIKWY EPTTEIPILV YIO TOV TIEAATN TTOU UTTEPRAiVOUV TIC TTPOCDOKIES TOU.

7. Opyavioudg Tnc Xpoviag: E¢utnpétnon Mehatwv — Customer Service Organisation of the year

MEPIFPA®H BPABEIOY Bpapeuetal n ApioTeia oty E¢utnpétnan MeAatwv. Avayvwpiletal n Utrapén upnAwy
mpotUmwv Egutnpétnong Mehatwv o€ Opyaviopd. H Apioteia atnv E§utmpémaon Mehatwv xapakmpider évav
Opyaviopo mou BpiokeTal o diapkA AUQidpoun emikoIvwvia We Tov TTEAATN, UMEyel, avaAlel kar diayelpideTal
Oedopéva OXETIKG Pe autdv, TTapdyel kal dlaxEel vE yvwaon, avamTUoOETal, QUTOBEATIWVETAI Kal paBaivel
OUVEXWG WE OKOTTO T dnuIoupyia EEAIPETIKWY EUTTEIPILV YIa TOV TTEAGTN TTou uTTEpPaivouy TIC TTPOTDOKIES TOU.

8. Kévrpo TnAepuwvikng E¢utnpétnang MeAatwv Tng xpovidg — Customer Call Center of the year

MEPIFPA®H BPABEIOY Bpaevetal n Apioteia omyv padiki E¢utnpétnon MeAatwv Trou Tapéxetal amo
opyavwuévo kévtpo e€utmpétnong etaipiag. Q¢ Apioteia atnv padiky E¢utmpémaon MeAatwy xapakmpileral n
d10pKAG avoIxT Kal au@idpopn €miKoIvwvia Pe Tov TEAAT, n euaiobnoia otn dlayeipion dedopévwv Kai n
dnuIoupyia ECOIPETIKWY EUTTEIPIWV Yia Tov TEAGTN TTou uTTEPRaivouv TIC TIPOGOOKIES TOU.



9. KaAUtepn xpAon Texvohoyiag otnv Epmeipia Tou MeAdrn — Best use of Technology in Customer

Experience

MEPIFPA®H BPABEIOY BpafcUovtal ouykekpipéveg TEXVOAOYIKEG OPATEIC A TTPOYPAUMATA AVOOXESIAOHOU
AEITOUPYIWV TTOU aQopolV GTn dnuIoUPYia VEWV EUTTEIPILV IO TOV TIEAATN f/kal TOV avaoXedIaouo AEIToupyiwy
Kal SI1adIKagIwy We KOO T dla@opoTroinan, TNV augnon g Ikavotoinang, TG PeAtiwang g moIdtnTag Twv
TTOPEXOUEVWV UTINPETIWY Kal TN dnuioupyia cuvolika PeyaAlTepng agiag.

10. KaAUtepn Zxéon Zuvepyaoiag pe E¢wtepik6 MNapoyo — Best Outsourcing Partnership

MEPIFPA®H BPABEIOY Bpaevetal n Apioteia oty E¢utmpétnon MeAatwv. Auth n kamyopia agopd
EMITUXNUEVEG TuvEPYATieC HETAEU OpYavIOPWV KOl EEWTEPIKWY GUVEPYATWY OTOV TOMED TNG €EUTINPETNONG
meAatwy. O1 uTToYR@Iol TTPETTEI VO HTTOPOUV VOl aTrodeiéouv TG PEGa atmd auTr TN Cuvepyaaia Exel ETWQEANBE
7600 0 OpYyaVvIOUOG, 600 Kal 0 GWTEPIKAG CUVEPYATNG, OANG Exel BeATIWOET Kal n TTOIGTNTA OTNV EUTTEIPIA TOU
TEANGT.

11. KaAUtepn E¢utnpétnon oe Aiadiktuaké Kardotnua — Best Online Customer Experience (e-shop)

MEPIFTPA®H BPABEIOY Bpapetetar n Apioteia otnv padiky E¢utnpétnan MeAatwv mTou TapéxeTal amd
d10d1kTUaKS karaaTnua (e-shop). Qg ApioTeia aTn diadiktuakr E¢utnpétnan MeAatwv xapaktnpileral n dIopKAg
QVOIYT KOl au@idpoun EmKOIVwvia pe Tov TIEAGTN Péow auvduaauoU SIadIKTUOKWY KavaAiwy, n euaiodnaia ot
dlayeipian dedopévwy Kal n dnuIoupyia EQIPETIKWV EUTTEIPIWV YIa TOV TIEAATN TToU UTIEPRaivouv TIC TTPOGBOKIES
TOU.

12. KaAutepn Alaxeipion Kpiong — Best Crisis Management Approach

MEPIFPA®H BPABEIOY O1 opyaviopoi kaAoUvtail va 0Trodei§ouv TTwg £XOUV HIa ATTOTEAETUATIKE TIPOTEYYION
oTn diaxeipion piag kpiong, divoviag dueoa akpieic amaviioelg aToug TTEAGTEG TOUG.

H mepitmwon tn¢ mavdnuiag fTav n a@opur OAEC o1 ETIXEIPAOEIS VA EPBOUV QVTINETWTTES JE pIa TETOIA
kardoTaon. Empeme dueoa va aAagouv Tov TpOTTo TToU A€IToupyolv, Va GUVEXIOOUV Va EEUTTNPETOUV TOUG
TEAATEG TOUG ATTOTEAETATIKA, OTOXEUOVTAG UANIOTA VAl EVIGXUOOUV ThV EUTTEIPIA TOU TTEAATN KAl va
dnuioupyrioouv 1o aioBnua aoaAeiag.

ANTIKEIMENO BPABEYZHZ: Apdoeig / Evépyeleg yia n diayeipion piag kpiong

ZUOTNUATIKES, OPYOVWHEVES KAl XPOVIKG 0pI0BETNHEVES OPATEI/ EVEPYEIES TTOU ATTOCKOTIOUV OTNV OUAAA
AeIToupyia TG ETIXEiPNONG Kal £xouv BETIKG avTIKTUTTIO GTOV TIEAATN, TOV pYAlOUEVO Kal TV ETTIXEIpNON TTApd TIG
Hn kavovikéG oUVORKeS OTIG oTToieg KARBNKE va AeIToupyrael n emixeipnan eGaitiag Tg Kpiang Tou uTrrpée.



AITA AOTIATIA TO EAAHNIKO INZTITOYTO EEYNHPETHZHZ NEAATOQN

To EMnvik6 IvoTitouto Egutnpétnong Mehatwv (EIEM) eivar évag pn KepdOOKOTTIKAS OpYaVIGHOS O OTT0i0g
10pUBNke 10 2004 pe TV UTTOOTAPICN TTOAUEBVIKWY, EYOAWY EAANVIKWY ETAIPEILV KO ETTIOTNHOVIKWY QOPEWY TTOU
AsiToupyouv aTnv EMGda. ZApepa, 132 etaipeieg ival uén tou lvaTitolTtou.

Korvj Tremoibnan Twv 18puTikwy JEAWV Tou IvaTiTodTtou ATav n avayvwpion g avaykng va avafabuiaTei kal va
utroaTnPIXBei 0 poAog dowv, aueaa 1 éuueaa, Epxovial ae ema@n pe Tov meAdmn. Eival amapaitnto oAdkAnpn n
ETMIXEIPNUATIKA KOIVOTNTA aAAG Kal o1 KpaTIkoi gopei¢ atnv EAMGDa va dwooupe peyaAltepn éueacn ota Bépata
TT0U AopOoUV OTN OXEON WE ToV TTEAATN Kal GTN BETIKA EUTTEIPIOl TOU.

Kpioiyo akdpun eivar va mpowbrooule éva emixelpnuanikd TAaiolo ou Ba UToaTnPidel TIG ATOUIKEG OEEIOTNTEG
oTnv eguTNEETNON TIEAATWY Kal Ba avayvwpilel 0a0Ug TIC epappoouy pe emmituyia. To EIEM yéow Twv PeAwv Tou,
0 apIBuog Twyv oToiwv augaveral TaxuTtara, aeubiveTal aTov «ECUTTNPETOUNEVO» TTEAATN, TTOAITN, AvBpwTTO, WE
aTOY0 TN auvexn PeATiwan TG eEuTTNPETNOTS TO.

FA NEPIZZOTEPEZ NAHPO®OPIEZ:

EAAHNIKO INZTITOYTO EZYMHPETHZHZ MEAATQN
AvaoTagia lewpyotroUAou
2uvroviori¢ EBvikwv BpaBeiwv EEuttnpémong MeAatwy

Operations Executive
210-6686373 | anastasia.georgopoulou@customerservice.gr
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