#csawardsgr2026
#proudtoserve

~ EAAHNIKO
INZTITOYTO
ESYMHPETHIHE
NEAATQN

EONIKA BPABEIA

EXYMHPETHZHX MEAATQN

y. -

17n AIOPTANQZXZH

TEAETH ANMMONOMHZ
10 AEKEMBPIOY 2026

NMAHPO®OPIEL &
OPOI ZYMMETOXHX

’/@ ¥ »

5 FINALISTS SMEAHE EARLY BIRD

ANA KATHIOPIA KPITIKH EMNITPOMNH EQX 30.09.2026

EAAHNIKO INITITOYTO EZYMNHPETHIHZ MEAATQN
T: +30 210 300 1020

@ http://www.customerservice.gr | https://www.csawards.gr

< Email: info@customerservice.gr



EONIKA BPABEIA 9 y
J ETYNHPETHXHZ MEAATQON LU LD

To EAAnvik6 lvotitouto E§unnpétnong MNedatwv (EIEM) Stopyavwvel kat GETOG yla 171 CUVEXN
XPoVvLd, Tov AoV KaTa&lwpévo Beapud otnv eAAnVikT ayopd, ta EOvika Bpapeia EEumnpétnong
MeAatwv.

To EIEM, ota mAaiola Tou opapatdg Tou yia tn Stddoon NG MEAATOKEVTPLKYG Ppthocodiag otnv
EAANVikY] ayopd, Slopydvwoe to 2010 yla Tipwtn $popd ota EAAnviké dedopéva ta EBvikd
BpaBeia ESummpétnong Medatwy. Metd amd MoAUUNVN, avTikelpeVvikr kat Stadavr] dtadikaoia
oTnV omoiat CUPHETEXAV WG KPLTEG akadnuaikol Sdokalol kol eTLPAVE( ETILYELPNUATIES, TO
IvotitoUTto BpdPevoe etalpeieg aANG Kot SloKEKPLUEVOUG eTTalyYEAUATIEG ot Stddopoug KAESoug
Y10 EEUUPETIKEG TIPAKTIKEG OTOV TOUEN EEUTINPETNONG TIEAATWV.

O avayvwplopévog TAéov Beopdg Twv BpaBeiwy, Kat' avtioTolyia PE TIG TIPAKTIKEG 0 OAN TNV
Eupwmn), emPpofeviel kal poBdiiel o€ eTrjola BAOT KOUVOTOUEG KOl EEALPETIKES TIPAKTLKEG, TIOU
XPNOLHOTIOOVVTOL OTNV EEUTINPETNON TOU TTEAXTN KAl CUMPBAAAOUV 0TNV KAAUTEPT) EUTIELPi TOU.
EmumAéov, otdyog eivar 1 Snuioupyia kat 1 Sidyuon e&eldikeupévng yvwong Kabwg Kot 1
eMPPAPEVON TWV KAAVTEPWY OTEAEXWYV OTNV EEUTINPETNON TIEAATWYV V& KAGSO Kat eTtiTteSO.

AapBdvovtag umdyn TN onuoocia PLoG ETIITUXNUEVNG QVOPWTIOKEVTIPLKYG TIPOCEYYLoNG, WG
mpoUTdBeon yla TN PLWOLHOTNTA KAl TNV QVTAYWVLIOTIKOTNTA Mlag emiyeipnong, to EIEM €xel
Tipaypatornorjoetl ta teAeutaio xpdvia onpavtikd Bripata avaBdbuiong tou Beopov.

H umtooAr| urtoyndLdtnTag mpaypatomole(tal HEow aohoAoUs NAEKTPOVIKTIG TAATPOPUOG PE TN
oupTAjpwon eviaiag popdrig EpWTNUATOAOYIOV. 2ZTOX0G Mag eival, PEOW TOU Beopol Twv
BpaBeiwv va evioxuBei n dtdyuon yvwong péoa oTiG ETAULPELEG Kal oTNV ayopd, va avadelyBouv ot
BEATIOTEG IPOKTIKEG, v ouvdeBOUV Pe TNV eKTTASEVTIKT] SLadLKACIO TWV OPYOVICHWY KOl TNV
avoaBpuion tng eEunnpETnong MEAQTWV.

KPITIKEZ ENITPOMNEX

Npoedpog KpLtikng Emttponng

» la kaBepia amnd tig 13 katnyopieg BpdBeuong cuykpoTeLTaL EEXWPLOTH) TIEVTAUEANG
Kpttikn Emtponn).

e 1 Akadnuaikog Kat
e 4 dlakekpluéva oTeAEXN TNG ayopac — CEOs kat unAoBabua oteAéxn
E€untnpétnong Nehatwv).

» H dwdkaoia afloAdynonc umootnpiletal and 1 avanAnpwHotiko HENOG.

*3TEAEYOG OpyavIoUOU eV UTTOPEL va eival UEAOG KPLTLKIG ETILTPOTTIG OE KATNYOPLO TTOU GUUUETEXEL.

EAAHNIKO INXTITOYTO EZYMHPETHZHX MEAATQN
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ZYNOITIKA H AIAAIKAZIA

1. H etapeia pmaivel otnv nAekTpovikr] TAATHOPHA, ONAWVEL CUMPHETOXT] OE TIOLQ/TIOLES
Katnyopieg B€Ael va B€oel uoYndLOTNTA Kat HEXPL TNV OPLOHEVN KATAANKTLKT] NUEPOUNVIX
OUMTIATPWVEL TO AVTIOTOLYO EPWTNHATOAOYLO.

N

3TN OUVEXELX TA LEAN TNG KPLTLKYG ETLTPOTIHG 0ELOAOYOUV TA EPWTNHUATOAOYLX KAl ATIO TIG
BaBpoAoyieg Toug Ba tpokVuYouv ot 5 dvaiot (Finalists) avd katnyopia ov Ba mepdoouv
oTnVv enopevn dpdon a§loAdynong.

3. 2Ttn ouvéxela, pe email kat Agdtio Tumou avakotvwvovtatl ot 5 ¢valiot (Finalists) avd
Koatnyopia, otoug omoioug OSivetal TEPOWPLO TEPITIOU 10 TNPEPWV TIPOKELPEVOU VO
TpoETOLPdOOLY TNV TIapousiaor] Toug evwtiov TG Kpttikrig Emitporr.

4. Hmopouoiaon twv urtoyndiwv yia to CS Excellence Award kat ta 2 CS Distinction Awards €xet
SLdpkeLa 30" KOt 0€ SLEAOTNHA 20" ATIOAVTOUV O€ EPWTHHUATA TWV KPLTWV.

Adov oAokAnpwBoulv ol Tapouctdoel Twy 5 dvaAiot (Finalists), ta pEAN TNG KPLTIKNG
emtpomig ouvedptdlouv yla va amodacicovv To VIKNTY NG katnyopiag yia To Excellence
Award kat yta ta 2 CS Distinction Awards.

n

6. O viknTég avd katnyopia tou CS Excellence Award avakowwvovtat MONO otnv Teletn
Amovoprig, Tou Ba paypatomowmn Ol tnv Mépmtn 10 AekepPpiov 2026.

OAHTIEZ - NMPOYMO®GEZEIZ YIMIOBOAHZ YNOWH®IOTHTAZ
e HumofoAr utoPyndiétnrag yivetat pévo HEow TNG NAEKTPOVIKTG TTAATOPHAS.

e H amavinon oe kaBe epwtnon dev mpEmeL va Eemepvdel Tov aplBud Twv Aéewv Tou
avadépetal.

e 2TIG amovTtrioelg Sev ETIITPETETAL N eloaywyn] StevBuvong url, Tivaka kat pwtoypadikov
UALKOU.

o KatoAnKTLKY nuepopnvia uttofoArig urtoyndotritwy ivat n Mépmen 12 Noepfpiov 2026.

e >tnvmAatddpua eivatl uttoxpewTikd va yivel upload Tou AoyoTuTou TG eTaLpEiog o€ ap)Eio
jpeg kau eps 1 ai (300 dpi) (o€ VYNAR} avaAvuon).

e OL amavtrioelg mou adopovv oTo TPodiA Tou opyaviopol Kol oTnv TeEPANYN Tng
untoynoLotnrag, de Babpoioyovvral.

e To kelpevo mou adopd otnVv mepiAnn g vtoYndLdTnTag Avd Katnyopia, Ba Snpootevtel
otn ZuMekTikr] Ekdoon tou EIEM «EBvikd BpaBeio EEutnpétnong MeAatwy 2026».

EAAHNIKO INXTITOYTO EZYMHPETHZHX MEAATQN
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KOZTOZ ZYMMETOXHZ

» Early Bird (éwg 30 Zemtepfpiov 2026): 200 € (+24% PIA) avd katnyopia.

H emdoyr] g Katnyopiag pHEOW TNG NAEKTPOVIKNG TIAATPOPHOG CUVETIAYETOL TNV

dueon é€kdoon TOU O)eTkOU Topootatikol. H €§dPAnon Ba mpémel va €xel

0AOKANpwOEl €wg Tig 30 ZemTeUPpiou 2026.

> Zuppetoxr] amod 1 Oktwfpiov 2026: 300 € (+24% PMA) avd katnyopia.

OPOI ZYMMETOXHZ

Juppetoxr) oto Slaywviopd twv EBvikwv Bpafeiwv E&ummpétnong MeAatwv
HTIOpOUV VO SNAWOOUV HEA Kot N LéAT Tou EIEN.

Kd&Be etaipeia €xel 1o Sikaiwpa va SnAwoel urtoPnPLdtnta o€ €wG 5 KATNYopieg
BpapBeiwv.

YrievBuvn yla Ta Kelpeva Twv voynéotrtwy, ota omoia Ba otnpryBel kat Oa
a&loloyroel ) Kpttikr Emiitpotr, €ivat amoKAELOTIKA N eTaLpeia TTOU UTIOBAAAEL TNV
vroynpétnta.

Ké&Be etaupeia €xel Suvatdtnta Srjdwong piag cuppetoxrig avd katnyopia.

O Awpyavwtrg kat n Kpitiky Emtporry 8e ¢pépouv kapio €uBuvn yua Tto
TIEPLEXOMEVO Kal TUXOV EAATIT) oTolyelo utoymdlotritwy. H dtopydvwon Satnpel
10 Sikalwpa, peTd TNV umofoAr Twv umoYnPloTiTwy, VA CUYXWVEVOEL, VA
METAKIVIOELT) VO KUPWOEL KATNYOPLES.

Mo va BewpnBel Eykupn pio urtoyndidtnta Ba pémel va €xouv amavtnOel OAeg ot
EPWTNOEL TOU EPWTINHATOAOYIOU O0TNV NAEKTPOVIKY] TAATOpUA Kal v €XEL
UTTOBANOE( pé€ypt TNV Mépmen 12 NogpPpiov 2026.

Metd tnVv olokArjpwon TG Tpwng ddong a&lohdynong Ba mpokUPouv oL 5
dwaiiot (Finalists) kdBe katnyopiag, ot omoiol Ba mpokplBoUV ot devtepn ddon
a&loAdynong.

Ze mepintwon mov pio umtoymodiétnTa cuykatadeyel otoug 5 Finalists, B kAnOel
otn odevutepn don afloAdynong evwrtiov g Kpitikrig Emitpomrig  va
TIpaYHOTOTIOWOEL Ttapousioon Tng uroyndtdmrtdg g (Stdpkela 30°) Kal va
ATOVTHOEL O€ EPWTNOELS (SLAPKELA 20").

OL TpELg VIKNTEG IOV Ba TipokUPouv avd katnyopia Ba avakolvwBouv otnv Tehetn
Atovoung Twv Bpoafeiwv, otig 10 AekepPpiov 2026. H utoyndiétnTa pe v
vPnAdtepn Babporoyia Ba eival o 106 viknTrg TNG Katnyopiag kat B A&BeL o CS

{ EAAHNIKO INXTITOYTO EZYMHPETHZHX MEAATQN
)
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Excellence Award kai B akoAouBrjoouv oL BpaBeVoelg Twy 2 EMOUEVWV VIKNTWV YL
To Distinction Award.

> OLVIKNTEG TWV TIPONYOUUEVWY ETWV SEV UTIOPOUV VO CUHHETEXOUV JLE Case TIOU EXEL
116N BpoPevBel.

» To kb0TOG OuUpMETOXNG avd katnyopia avadépetar otnv evotnta «Kdéotog
Suppetoxno». H €8k T Early Bird woxveL pévo yia ocuppetoxég mou Ba €xouv
e€odpAnBel £éwg T 30 ZemteuPpiov 2026.

> OLVIKNTEG avaAXUBAVOUV TNV UTIOYPEWOT) VO TIAPOUCLACOUV HETA OTIO TIPOCKAN O
Tou lvoTitoUtou Katd TN SLAPKELX TOU €TOUG 2026 €va EpYAOTIpL YVWONG HE B€pa
TO QVTLKE(PEVO yLa TO OTIo(0 SNAWONKE CUPUETOXT).

» T ) xprion tou orjpatog Twv Bpafeiwv amaiteltar ddeia amd to EIEM. MNa
XPTion OY{HOTOG, N XPEWON Elval UNdEVLKT] yLo TO LEAT EVW) VLA TOL PN LEAN OVEPXETAL
OTO 4000€.

Me tnv oploTikr] uTtoBoAr] Twv vrtoYndlotritwy oag ota BpaBeia katl TN CUPHETOXT Oag,
OUPDWVEITE PE TOUG OpOUG CUMPETOXTG TWV Bpafeiwv.

{ EAAHNIKO INXTITOYTO EZYMHPETHZHX MEAATQN
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13 KATHIOPIEZ BPABEYZH2

EXYMHPETHXHZ MEAATQON 2V 4

O

KaAutepn Ekmnaideuon yia tnv E§umnpétnon Neldn
Best Customer Service Training

H Kawvotopia otnv Epmnelpia tou MeAdn
Best Use of Innovation in Customer Experience

A&lomtowwvtag t Pwvr] Tou MeAdtn
Voice of the Customer

KoAvtepog Zuvduaopdg AtavAwv E§unnpétnong MeAdatn
Best Omni-Channel Customer Service

Opada tng Xpoviag: E§umnpétnon MNeAatwv
Customer Service Team of the year

Opyaviopdg g Xpovidg: EEutmpétnon MeAatwv
Customer Service Organisation of the year

Kévtpo TnAepwvikrig EEunmpétnong Melatwv tng Xpovidg
Customer Call Center of the year

KoaAutepn xprion Texvoroyiag otnv Epmelpia tou Xpriotn
Best use of Technology in User Experience

KoaAUtepn Zyéon Zuvepyaoiog pe EEwtepikd Mapoyo
Best Outsourcing Partnership

[y

KoAvtepn Epappoyr) Mobile App otnv Epmelpia touv Xpriotn
Best Mobile App in User Experience

[

KoAvtepn Wnorakn Epnelpio MeAdtn
Best Online Customer Experience

KoaAutepn Eappoyn) g Texvntrig Nonpooivng otnv Epnelpia tou MeAdtn

Best Use of Artificial Intelligence in Customer Experience

w

KoaAutepog Opyaviopog yio ESG Mapdayovteg & Mpaktikég otnv E§umnpétnon NeAatwv

Best Organisation ESG Factors & Practices in Customer Service

EAAHNIKO INXTITOYTO EZYMHPETHZHX MEAATQN
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KATHIOPIEZ KAI MEPIFPA®H BPABEIOY

1. KaAUtepn Eknaidevon yia tnv EEunnpétnon MeAdtn — Best Customer Service Training

NEPITPA®H BPABEIOY: Bpafelovtal cuyKekpluéveg SpAoELS 1] TIpoypappaTa TIou emdpolv ot
OKEWN, TO XOPOAKTHpaA KOl TN oUUTEPLPOPA TwWV EPYALOUEVWY PE OKOTIO TNV ATOTEAECUATIKOTEPT
e&umnpEtnon tou (EoWTEPLKOU Hy/Kal EEWTEPLIKOV) TIEALTN.

ANTIKEIMENO BPABEYZHZ: APAZH 'HNMPOIrPAMMA

JUOTNUATIKO, OPYOVWHEVO Kal XPOVIK& oploBetnuévo mpdypappa aywyng kot pddnong mou
TipoypappatileTal amd Tov Opyaviopd Kol UAOTIOLETAL amd €vav 1] TIEPLOCOTEPOUG EKTIAULSEVUTIKOUG
¢dopeig. M.x. CUPMETOXT] TOU OPYQAVIOHOU OE TIPOYPAUHOTA KOTAPTIONG HEOW ETIOYYEAHATIKWYV
OUVOECHWV Kal ETILUEANTNPIWV.

2. H Kavotopia otnv Epmelpia touv MeAdatn — Best Use of Innovation in Customer Experience

NEPITPAOH BPABEIOY: Bpofelovtal OUYKEKPLUEVEG KOLVOTOUEG SPACELG 1] TIPOYypPApUaTa
avaoxeSLAoHOU AELTOUPYLWYV TTIOU apopoUV 0T SNHULOUPYIX VEWY EUTIELPLWV YLA TOV TIEAATN 1j/KaL TOV
avaoxedlaopo Aeltoupylwy Kkat Stadlkaolwyv Pe okomd Tn Stadopotoinorn, v avénon g
tkavoTioinong, TG BeATiwong TG ToLdTNTAG TWV TIAPEXOUEVWY UTINPECLWV KAL TN SNULoUpYia GUVOAIKA

HEeyoAUTEPNG a&lag.

ANTIKEIMENO BPABEYZHZ: APAZH 'H MPOrPAMMA

JUOTNHOTLKESG, OPYAVWHEVEG KL XPOVIKE 0ploBeTnueveg Spdoelg TTou 0dnyouv otn Snpovpyia VEwy,
KOLVOTOMIKWY EUTIELPLWV Yl Tov TEAATN. Ou gumelpleg pmopouv va adopolv oe omoladrimoTe
mep(mTwon oAANAemiSpaong Tou TEAATN ME TOV OPYavioud (T.y. ayopd, katavéAwon 1} xprion
TPOIOVTOG/ UTMPECIOG, TPOOWTILKY] 1] €§ QMOOTACEWG emadr] HE TPOOWTIKO 1 PBeATiwpEVN Kat
€ENTOUIKEVPEVT] CUUHUETOXT] TOU TIEAATN O€ SLadLKAOLEG).

3. AZlomowwvrtag tn ¢$wvrj Tou et — Voice of the Customer

NEPITPA®H BPABEIOY: Bpofelovtal GUYKEKPLUEVO CUOTHHATO TIOU @) OYETI{oVTaL PE TNV
QVTLUETWTILOT) TIXPATIOVWYV KL ELOIKWV ATIALTOEWY TWV TIEAATWV (TT.X. TIapdriova/ uTtodel&eLg, aLTrjpata
eldkng petayeiplong, emiduvon mpofAnudtwy) kot B) mepthapfdvouv  peBdSoug yia  va
"adouykpdlovtal" Tig avaykeg Kal Tig emBupieg Tou eAdtn (feedback systems techniques or tools), pe
OKOTIO TNV OMOKATACTOON TNG LKOVOTIOMONG Twv TeAATWY (customer recovery), tnv amoduyn
TIPOHOLWV TIEPLOTATIKWY OTO HEANOV (process recovery), TNV KATAAANAT oV TIHETWTILOT] TOUG ATIO TOUG

*
* *

[ EAAHNIKO INXTITOYTO EZYMHPETHZHX MEAATQN
{
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epyalopévoug (employee recovery) kat Tn BeATiwoT TNG CUVOALKT|G EUTIELPIOG TOU TIEAATN OTO HEANOV.

ANTIKEIMENO BPABEYZHZX: X YZTHMA

ZUOTNHOTIKA KAL OPYOVWHEVA CUCTHHOTA VLo TNV AVTLUETWTILON TIXPATIOVWY KO ELSIKWV ATIALTHOEWVY
TIOU TIEPIAAUBAVOUV EVEPYELEG YLO TOV EVTOTILOMOS, TN Sl ElpLon Kal TNV eMiAuoT TTpaTOVWY 1
TipoPANudTwy Tov pmopei va opeirovtal o BPAGPBeG 1) TexVIKE TIpOoBApaTA TIPOTOVTWY, {NTHHATA HE
™ oupmepLdopd Kal TNV atdSoon TOU TIPOCWTILKOU, ELSIKEG AVAYKEG CUYKEKPLUEVWV TIEAXTWYV K.O.K.
EmumAéov, o Opyaviopdg TIpETEL va amtode(§eL TIwG €XEL AVaTITUEEL TIEPX ATIO ATTOSOTIKA KAVAALX
ETILKOLVWVIOG E TOUG TIEAATEG TOU KL LEBGSOUG avaAuong Twv TIANPodopLwV TIoU AU BAVEL (TT.X.
oxOAla, Topdamova), WoTe va eival og B€on va BEATIWOEL TNV EPTIELPLa TOU TIEAATN AAAG KL Vot
ONHLOUPYTOEL ETILXELPNUOTIKA 0DEAT) yia TNV eTityeipnon. Mo mapdSelypa, péoa ot oxOALX TIEAATWV
MTIOPOUV Vo TIPOKUYOUV 0ANQYEG OE TIPOTOVTQ, UTINPETLEG Kol SLadIKAOIES 1) AKOMA Kot 1 avATITUEN
€VOG VEOU TIPOLOVTOG 1) UTINpETiag TTou Bo KOAUWEL pla avaykn 1j emiBupio Tou TEAGTN.

4. KaAUtepog Zuvduaopog AtavAwyv EEuninpétnong MeAdatn — Best Omni-Channel Customer Service

MEPIFPA®H BPABEIOY: Bpoafevovtol CUYKEKPLUEVA CUOTHHATO TIOU TepAapBdvouv Tn xprion
TIOAAXTIAWY KAVOALWV €TiLkoVwViag/ StadAwyv yla Tnv E&umnpétnon Mehatwy pe okomd tnv mapoxm
EVOAAAKTLKWYV YLO TNV LKAVOTIOMOT] TWV OVOYKWV KOL TIPOTLUNCEWVY ETILKOLVWVIOG TWV TIEAATWYV KoL TNV
T POXT] HLOLG EVIAIOG KOL ASLAAELTTTNG (Seamless) euTeLplag yLa TOV TTEATN.

ANTIKEIMENO BPABEYZHZ: ZYZTHMA

ZUOTHOTA TIOU CUVICTAVTAL OTO CUVSUACHO TTEPLOCOTEPWV ATIO EVOL KOVOALWVY EEUTINPETNONG
TEAXTWV (T.X. EVOTNTA/ integration TPOowWTIKYG EEUTINPETNONG 0TO KATAOTNHA, ZUXVWV Epwtrioewyv
FAQs o€ .ototomo kal live chat 1} aAAnAemidpaon pe meAdteg péow social media).

5. Opada tng Xpovidg: E§unnpétnon Nelatwv — Customer Service Team of the year

MEPIFPA®H BPABEIOY: Bpofevetal n Aploteia otnv E§ummpétnon Medatwyv. Avayvwpiletal 1
unapén vPnAwv mpotunwyv E&umnpétnong Melatwv oe Opdda. H Apioteia otnv E&ummnpétnon
MNelatwv yapoktnpiCet pia Opada mou Bpioketal o€ Slapkr) apdidpoun emKoVwVIia e TOV TTEALTN,
OUMEyEL, avaAVel kat dlaxelpiletal deSopéva OxeTIkd pE aUTOV, Tapdyel Kol SLaXEEL VEA yvwon,
avaTITUOOETAL, AUTOBEATILVETAL Kot poBaivel cuveEXWG e OKOTIO T SMULoUPYio EEALPETIKWIV EUTIELPLLOV
yla Tov TeAdTn ou utepPaivouy Tig TPoodoKieg Tou.

EAAHNIKO INXTITOYTO EZYMHPETHZHX MEAATQN
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6. Opyaviopdg g Xpovidg: EEummpétnon Nedatwv — Customer Service Organisation of the year

MEPIFPA®H BPABEIOY: Bpafevetal n Aploteia otnv E§umnpétnon Medatwv. Avayvwpiletal n
umap&n vPnAwv mpotunwy E&umnpétnong Medatwv oe Opyaviopd. H Aploteio otnv E§umnpétnon
Mehatwyv xapoktnpilel évav Opyaviopd mov Ppioketal oe Stapkr) apdiSpoun emikowvwvia pe Tov
TIEAGTN, OUAAEyEL, avaAUel Kot Stoxelpiletal SeSopéva OYETIKA PE AUTOV, TIAPAYEL Kal SLoYEEL VEX
YVWOT), avamTUOoETAL, XUTOBEATIWVETAL Kal poBaivel CUVEXWG PE OKOTIO TN SnHLoupyi EEAUPETIKWIV
EMTIELPLLV VLA TOV TIEAGTN TtoL UTIEPPaivouv TIG TTPooSOKIES TOU.

7. Kévtpo TnAepwvikrig E§unnpétnong MNedatwv tng xpovidg — Customer Call Center of the year

MEPIFPA®H BPABEIOY: Bpafevetal n Aptoteia otnv padikr) E§umnpétnon Melatwy mou mapéyetal
améd opyavwHEVo KEVIPO eEuTmpETnong etalpiag. Qg Aploteia otnv padikr ESumnpétnon Melatwv
xapoaktnpiCetal n Stapkrig avoryt kat audidpoun emikowvwvia pe Tov TEAATN, N evatoOnoia otn
Stayeiplon dedopévwy Kat 1) SnULOVPYIX EEUPETIKWV EUTIELPLWIV YLA TOV TIEAQTN TIou uTepaivouyv Tig
TPooSOKLEG TOV.

8. KaAvtepn xprion Texvoloyiag otnv Epmelpia touv Xprjotn — Best use of Technology in User

Experience

MEPIFPA®H BPABEIOY: BpafeUovial OUYKEKPLUEVEG TEXVOAOYIKEG OPACELS 1] TIPOYPAHUHUOTA
avaoxedLAoHOU AELTOUPYLWY TIOU apopolv oTr SnULloupyia VEWV EUTIELPLWV YL TOV TTEALTN 1/KaL TOV
avaoyxedlaopd Asltoupylwy kat Stadikaolwv Pe okomd TN Stadopotoinon, TV avénon g
tkavoTioinong, TG BeATiwong Tng ToLdTNTAG TWV TIAPEXOUEVWY UTINPECLWV KAL TN STULOUpYid GUVOAIKA

peyoAuTtepNG agiag.

9. KaAUtepn Zx€on Zuvepyaoiog pe EEwtepikd Mapoxo — Best Outsourcing Partnership

NEPITPA®H BPABEIOY: Bpafevetal n Aploteio otnv E&ummnpétnon Melatwyv. Autr 1 Katnyopia
adopd EMUTUXNUEVEG CUVEPYAOIEG HETAEY OPYAVIOHWY KOL EEWTEPLKWY CUVEPYOTWY OTOV TOHEQ TNG
efumnpétnong meAatwyv. Ot umoyridplol TPEMEL V. UTTopoUV va artodei§ouv Twe péoa amd auTr]
ouvepyooia €xel emweAnBel 1600 o opyaviopdg, 600 Kal 0 €EWTEPIKOG CUVEPYATNG, OAAL Exel
BeATiwOel kal 1 TTOLOTNTO OTNV EUTELPLO TOU TIEAGTN.

10. Edpappoyn Mobile App otnv Epmelpia tou Xprjotn — Best Mobile App in User Experience

MEPIFPA®H BPABEIOY: Bpafevetal ) Aptoteia otnv padikr) EEumnpétnon Melatwy mou mapéyetal
aré mobile app. Mg ekatoppUpla epappoyeg Stabotpeg o€ OAO TOV KOO, 1) TIPOYHATIKOTNTA Elval OTL
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dev apkel va dnuioupyeite amAwg pla epappoyr] ou givat xpriotpn 1§ Tpwtdtutm. Autr n ebappoyr] Ba
TIPETEL TAUTOXPOVA vVa 006 BonBrioeL va SnLoupyr|oETE KAAUTEPEG EUTIELPIEG YLO TOUG TTEAATEG 0AG. 2 TNV
TIPAYHOTIKOTNTA, Ol KAAUTEPEG EPAPUOYES EIVOL AUTEG TIOU (VAL TOOO TIOAUTLHEG TTIOU EVOWHATWVOVTAL
TAN}pw¢ 0T (W] TWV XPNOTWYV KAl TIPAHEVOLV ETOL TIPOCOETOVTOG CUVEXWG VEEG AELTOUPYIES.

11. KaAUtepn Wnérakn Epmelpio MeAdrn — Best Online Customer Experience

MEPIFPA®H BPABEIOY: Bpafevetaln Aptoteio otnyv apoyr) YndLokrig epmelpiog oTov TEAQTN, H€oa
amd kabe €idoug Sladiktuakd 1 Yndlokd péoa. Wnoiokr eumelpio opiletar To oUvolo Twv

OAANAETILOPACEWY TOU TIEAQTT] LE TOV OPYOVIOUO KATA TNV TIAOT}yN O™, EEUTINPETNOT), UTOEEUTINPETNON,
ETILKOLVWVIX 1] ayopd TTPOIOVIWY Kal UTINPECLWY HECW YNdLakwV KavaAlwy (6Twg totooeAida, mobile
ebappoyeg, live chat, email, social media, mAatdoppeg self-service k.4.).

Kpitriipta 6mwg n €ukoAior ypriong, mn OUVETELA Kal OAOKArjpwomn SloaUAwyv, N KALVOTOM(, N
TpoowTtonoinon, n ouvaloOnuatikryy ovvéeon pe Tov TEAdTN, n oflomoinon TEXVOAOYLWV Kal
Sdedopévwy, kat 1 Stapkrig BeAtiwon), elval Baoikd cuotatikd TG e§aLpeTIkTG WndLoKTG EPTIELPOG TTOU
e€etadeTal.

12. KaAvtepn Epappoyn] tng Texvntrig Nonpooivng otnv epmnelpia tov MeAdrn - Best Use of

Artificial Intelligence in Customer Experience

MEPIFPA®H BPABEIOY: Autr n katnyopio avayvwpileL opyaviopoug Tou a§loTolouv TV TexvNTi
vonuoouvn yla va GE€POoVV EMAVAOTOOT OTLG EMTIELPLEG TwV TTEAXTWY. ATtd ta chatbots mou mapéyouv
EEATOUIKEVPEVEG TIOAVTNOELG EWG TIG KALVOTOUES TIPOTACELS, ylopTdloupe Tig AVoeLg Tou Bacilovtal
OTNV TEXVNTH VONUOOoUVN Katl eVioxUouv Tnv adociwon, SieukoAivouy Tig dtadikaoieg kat B€Touy véa
OTAVTAP OTNV TIEAQTOKEVTPLKT] APLOTE(L.

XapakTnploTika tapadeiypota:

* Chatbots kot eikovikol PBonBoil (Chatbots and Virtual Assistants): Autopatomoinon Twv
AAANAETILOPACEWY HE TOUG TEAGTEG yla TNV Tapoxry duecwv amavtrijoewv kat Bor|Belag ot
TIPAYHATIKO XpOVO, xpnoLpoTotwvTtag oAydplBpoug emegepyaaiag puoikrig yAwooas.

* AvdAuon ouvaioBrjpatog (Sentiment analysis): Aviyveuon kot avdAuon cuvoiloOnudtwy amnd Ta
OXOALY, KPITIKEG KOl QAANAETILOPAOEL OTA KOWWVIKA HEoa yla TNV e€§aywyr] TPOKTIKWYV
TIANPODOPLWIV KaL TNV EYKALPT) AVTLUETWTILOT) AVIOUXLWV.

* AutopatoTmonpéveg pogg epyaociog (Automated Workflows): BeAtiotomoinon twv Stadikaotwv
uTtoo TN PLENG PE EEUTIVT) SPOOASYNOT EPWTHOEWY KOL KALLAKWOT) {NTNUATWY, HELLVOVTAG TOUG
XPOVOUG aTIOKPLON,

= Xoptoypadnon tagdiov mehatwv (Customer journey mapping): AvaAuomn Twv cAANAeTLOpACEWY
TWV TTEAATWV yLla TN BeATiwon TG EUTELPiag TOUG HECW aAyopiBuwY pnxavikrg pdbnong.

* T[poyvwoTtikyy umootriplén (Predictive Support): MpofAémel kot avtipetwmiel TpoPAripata
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TEEAXTWV TIPOANTITIKE, avoAVOVTaG LOTOPIKA Sedopéva kat poTtiBa utootrpténg, BeATiwvovTag tnv
LKQVOTIOINOT) TWV TIEAATWV KAl LELWVOVTAG TO KOGTOG UTIOCTIPLENG.

13. KaAutepog Opyaviopog yia ESG Mapayovteg & Mpaktikég otnv EEunmpétnon MeAatwv — Best

Organisation ESG Factors & Practices in Customer Service

MEPIFPA®H BPABEIOY: Autrn katnyopia avayvwpilel opyaviopovg mov e0TLd{ouv 06To cUVSUOOoHO
NG TTOPOXTIG TIOLOTIKWV UTINPECLWV EEUTINPETNONG TIEAATWY Kal ebappoyris ESG* mapaydvtwy kat
TIPOKTLKWV.

*ESG: (E (Environmental), S (Social), G (Governance)

Napadeiypota

NepBorrovtikéc MpoakTikéC (Environmental)

= Xprjomn avavEWOLUWY TINYWV EVEPYELNG OTA KEVTPA EEUTINPETNOTG TIEAQTWV.

= Xprion KWy Tpog To TEPIBAANOV UAKKWV yla kdBe €vtumo UAKkS 1) €§0TALOMO TIOU
XPNOLUOTIOLEITAL OTNV EEUTINPETNOT TTEAXTWV.

= TpoypAHHATO 0VOKUKAWGOTNG YLO TA UALKA TIOU XPNOLOTIOLOUVTAL KOTA TNV EEUTINPETNON TIEAXTWV.

Kowwvikéc MpoakTikéc (Social)

* Mapoyxr Sikatwv MOBWV Kol KOAWV E€PYAOLOKWY CUVONKWY yla Toug egpyalOuevoug oTnv
€EUTINPETNON TIEAQTWV.

*  AodEAon TNG LOSTNTOG KAL TNG CUMTIEPIANYNG OTNV Epyaaia.

= Suveyng ekmaidevon kot avamtuén Twv epyalopévwy ot Bépata Plwotung avamtuéng kat
UTIELBUVNG ETILYELPTMATIKOTNTAG.

" JUPMETOXT| O€ TTPOYPAUHUOTA TTOU UTIOOTNPI{OUV TIG TOTIKEG KOLVOTNTES.

" [IpwTtoBoulieg ETALPLKTIG KOLVWVLKTG EUBVVNG TToU eTnped{ouV BETIKA TIG KOLVOTNTES.

Mpoaktikéc Etatpiknic AtakuBépvnonc (Governance)

= Avoitr Kot Stadavrig ETIKOVWVIN PLE TOUG TIEAATEG OXETIKA E TIG TIEPLBAANOVTLKEG KOl KOLVWVLKES
TIPOKTLIKEG TNG ETALPELQG.

= Anuoupyia avadopwv ESG kat dnpoctonoinon Toug 0To Kowvo.

"  Yi00émon vumevBuvwy TOAMTIKWY TIOU TPOAYyouvV TNV OKEPALOTNTA KOl TNV nowkr oty
€EUTINPETNON TIEAQTWV.

" JTPATNYIKEG YL TNV OVIIHETWTILON TwV TEPLBAAAOVIIKWY KOl KOWVWVIKWY ETIUMTWOEWY TWV
SpaoTNPLOTHTWY TNG ETALPELQS.

" SUPPETOXH TwV TEAATWY oTLG dtadikaoieg Ayng amnodpdoewyv péow dnupookomrioewv 1} focus
groups.
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AIFTAAOTTATIATO EAAHNIKO INZTITOYTO EZYMHPETHZHZ MEAATQN

To EAANVikS Ivotitouto E&§ummnpétnong MeAatwv (EIEM) gival évag pn kEpSOOKOTIKAG 0pYAVIOHOG O
omoiog WOpUBNKe TO 2004 MPE TNV UTOOTHPLEN TIOAVEBVIKWY, HEYOAWYV EAMNVIKWYV E€TALPELWV Kol
ETILOTNMOVIKWY GOopEwv TIOU AelToupyouv otnv EAAGSa. Zripepa, 136 etalpeieg eivar péAn Tou
IvotitouTou.

Ko memoiBnon twv 16putikwv PEAWV Tou IVOTITOUTOU TMTOV 1) avOyvwpeLlon TnG aVAyKNG v
avaBabutotel kat va uttootnpyBei 0 pdAog dowv, Aueoa 1} EUUEDQ, EpXOVTOL O€ ETTAPT] LE TOV TIEAATN.
Eivat amopaitnto oAdkAnpn n eMXELPNHATIKT KOWOTNTA 0AAG Kat ot kpaTikol popeig otnv EANGSa va
Swoovpe peyaAUTepn €udoaon ota BEpata mou adopolv oTn OXEOT HE TOV TIEAXTN Kal 0T BeTIKN
eumELpia TOV.

Kpiowpo akdun eival va ipowBricoupe €va eTIXELPNMATIKO TAa(oLlo TTou Ba uTtooTNPIdEL TIG ATOULKES
6e€lotnTEG 0NV E§UTNPETNON TTEAXTWYV Kot Bt avayvwpiel dooug Tig edpappodlouv pe emtuyia. To EIEM
MEOW TwV MEAWV TOU, O oplBuog Twv omolwv auv&dvetar ToyUTaT, ameLBUVETAL OTOV
«€EUTINPETOVPEVO» TIEAATN, TTOA(TN, AvOpwWTIO, PE 0TOYXO TN ouvexr| BeAtiwon Tng e§umnpétnotrig Tou.

A NEPIZZOTEPEZ NMAHPOO®OPIEZ:

EAAHNIKO INXTITOYTO EZYNHPETHZHX MEAATQN
Avootaoia MewpyomovAov

Suvroviatrg EQvikwy BpaBeiwv Eéurtnpetnong MNedatwy

Operations Executive

210 300 1023 | anastasia.georgopoulou@customerservice.gr
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