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3. Aonowwvrtag tn Dwvn tou NeAdtn
(Voice of the Customer)

Nepypadn Bpapeiov

BpaBelovtal GUYKEKPLUEVO CUOTAUATA TIOU O) OXETWIOVTAL UE TNV OVTLUETWIILON TIAPATIOVWY Kol
£10IKWV OMAITAOEWY TwV TEeEAATWV (m.x. mopanova,/ unodeifelg, altipota el8LKNE HeTaXElplong,
eniAuon mpoBAnudatwy) kat B) mephappfavouv pebodouc yia va "adouykpalovral” TIC OVAYKEG Kall
TI¢ emBupiec tou meharn (feedback systems techniques or tools), e okomo TV amokataotaon TG
lKavormoinong twv TeAatwy (customer recovery), tnv anoduyr MAPOUOLWV TEPLOTATIKWY OTO
MEANOV (process recovery), TNV KATAAANAN QVTLLETWTILON TOUG amo toug epyalouévoug (employee
recovery) kat tn BeAtiwaon tng OUVOALKAG EUTELPLaG TOU TTEAATN OTO HEAAOV.

Avtikeipevo BpaBeuong: ZUoTnua

JUOTNUOTIKA KOl OPYOVWUEVA OUCTAUATO Yl TNV OVTLUETWITLON TIOPATOVWY KOl ELSKWV
OMAlTAOEWY TIoU TepAAUBAVOUV EVEPYELEG YLOL TOV EVIOTLOMO, TN Olaxeiplon kal tnv emilucn
TAPATOVWY 1 TPOoPANUATWY Tou Umopel va odeihovtal oe BAAPBeg 1 Ttexvikd TpoPARuata
npoloviwy, {NTANATA UE TN CUUTEPLDOPA KAl TNV amoOd00n TOU TPOOWTILKOU, ELSLKEC QVAYKEC
OUYKEKPLUEVWY TIEAOTWVY K.0.K. EmumA£ov, o OpyovIopog TIPETEL va amodeifel mwe £xel avamtugel
TEPA Ao amoSOTIKA KOVAALO ETUKOLVWVIOG HE TOUG TEAATEG TOU Kal peBOdoug avaAuong twv
mAnpodoplwv mou Aappavel (m.x. oxoAla, Tapdnova), Wote va sival oe B£on va BeATIWOEL TNV
gUMEepia TOu TeAATn OAAQ Kol va SNLLOUPYNOEL ETIXELPNUATIKA O0dEAN yla ThV £Txeipnon. MNa
TapASeLlyHa, LEoA Ao oXOALO TTEAQTWY LITOPOUV va TipokUPouv aAAaYEG O€ TTPOIOVTA, UTINPEGCLEC
Kot Stadlkaocieg A akOpA Kal N avamtuén evog VEOU TIPOLOVTOC | uTtnpeoiag mou Ba koAUl pa
oavaykn f embupio Tou meAdTn.

ENOTHTA 1: NEPINAHWH YNIOWH®OIOTHTAZ

To keipevo auto be Babuoloyeital Kal pumopet va SnUOoCLEVTEL.

MNapakoAw mapabéote pia ovvtopn mepiAndn tng utoPndLotnTag, akoAouBwWVTAC TNV EVEELKTLKNA
Soun mou TePLYPAdETAL OTA EMOUEVAL.

ZKOTOG
Mota Atav N attia ylo 1o oXedLaopo KoL TV UAOTOLNGN TOU CUCTAUOTOG;

Nepypadn
Molot ATav oL 6TOXOL KaL WG ETITELXONKAY;
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Zuvelodopa
Mola ATav T AUECA ATIOTEAECOTA ATO TNV UAOTIOLNON TOU GUGTHLOTOG;

Mowa NTav n cuvelodpopad TOU CUCTIUATOC:
e otn Behtiwaon TG MOLOTNTAS TWV MAPEXOUEVWY UTINPECLWV /KL TNG EUMELplog TOU TEAATN;
e otnv kepbdodopia Tou opyaviouou;
®  OTNV AMOTEAECUOTIKOTNTO KOl OTTIOSOTIKOTNTO TOU OpyavLIGHOU;
e oTNV aeldbopo avamtuén Kal avTaywvLoTIKOTNTA TOU OPYOVLOHOU;
e  OTNV KoWwvia CUVOALKA;

Adia
MNarti mpénet va BpaPeutel avutr n ouykekpLpévn uodndLotnto;

(20volo neprypadng: £wg 350 Aéeig)

ENOTHTA 2: ANAAYTIKH TEKMHPIQZH YNTOWH®IOTHTAZ

MapakoAw TEKUNPLWOTE AVAAUTIKA TNV umtodndLotnta, akoAouvBwvtag tn Soun mou meplypadetal
TAPAKATW.

2a: Napouciaon

(A) Ztoxol (€wg 450 AégeLg)

AnotUnwon Kal meplypacdr Twv oTOXWV TOU TPOYPAUUOTOC OTWE T.X. dlathpnon/ amokoatdotaon
NG Kavomoinong Twv MeAatwy, anoduyn MAPOUOLWY TIEPLOTATIKWY O0TO HEANOV, OTMOTEAECUATLKNA

QVTLUETWTLON TIOPATIOVWY OO TOUG pYAloUEVOUG I)/Kal SnuLloupyia vEou mpolovtog/ umnpeaoiag.

(B) Awadikaoio (Ewg 400 Aé€eLg)

Amotunwon Kol eptypadn:

() Twv peBOdwv mou akolouBnbnkav ylwo Tov evtomiopo, tn Slaxeiplon kot tnv emiluon
TIAPATIOVWV KOl ELSIKWY ATALTHOEWV KoL

(B) Tng oUVEEDHG TOUC E TOUC OTOXOUG.

(r) ArtoteAéopata (Ewg 400 AE€sLg)

AmotUnwaon Kot Teplypadn TwV OMOTEAECUATWY OE OXEON UE:
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(a) tnv avramokplon Twv meEAATWV TLY. Kavomoinaon, mototnta (loyalty), cuotdoelg (referrals) n
Snuooia Ekdppaaon BeTkng yvwung (WoM),

(B) evdeielg/ otolxeia yla T Helwon EUPAVIONG TOPATIOVWY KL ELIKWVY ATALTHCEWY,

(y) amoteAeopaTIKOTNTA TNC AVTLUETWIILONG TWV TTOPATIOVWY KAl TWV ELSIKWV TTALTHOEWY OO TOUG

epyalopEVouG KaL TNV a€lomoinon Twv MEPLOTATIKWY OO TOV 0PYOVLIOUO.

2B: Antotipnon
(A) Yrninpeoia (£wg 400 A£€eLq)
e [lola ATav n ouvelodopd ToU cUOTAUATOG 0TN BeATiwaon TN TTOLOTNTAG TWV TIOPEXOUEVWV
UTINPECLWV f/KaL TNG EUMeLpiog TOU TIEAGTN;
e [Ipogkuav aAlayEG os MPOLOVTA, UNTNPECLEG Kol SLaSLIKAOLEG | AKOUA KAl N avAmTuén evog

VEOU TIPOIOVTOC f} UTINPEGLOC;

(E) QdéAela — Asttoupyia (€wg 400 AégeLq)
e [lola Atav N cuvelodpopd TOU CUGTHOTOC 0TNV WhEAELA TOU 0pYaVIOUOU (TT.X. cuvelodopd
otnv kepdodopia, Ta oKovouLKA HeYEDN, i aAoug otpatnylkolg otdxoug, BeAtiwon tng

QIOTEAECUATIKOTNTOG Kol armoSoTIKOTNTAG Tou Opyavicuou);

(2T) Avamnrtuén (€wg 300 A€€eLg)
e [lola NTav n cuvelopopd TOU CUCTHLATOC OTNV AELPOPO avATTTUEN Kol QVTAYWVLOTIKOTNTO

TOU OpyOaVLOUOU;

(Z) Kowwvia (Ewg 300 Aé€eig)

e [lola ATav n ouvelodopd TOU CUCTHHOTOC OTNV KOLVWVIA CUVOALKQ;
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