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5. OAokARpwon AwaUAwv E§unnpétnong MeAatn (OmniChannel Customer
Service) (Opyaviopog)

Nepypadr BpaPeiou

BpaBelovtal CUyKeKkpLUEVA CUOTAMOTO TIou TepAauBavouv Tn xpnon TOAMATAWY KOVOALWY
grukowwviag/ StavAwv yia tnv EEuntnpétnon MNeAotwy e OKOTO TNV TAPOXH EVAANAKTLIKWV yLOL THV
LKOVOTIOINON TWV QVOYKWV KOL TIPOTIUACEWY ETMLKOWVWVING TWV TEAQTWY KOL TNV TOPOXH HLAG
eviaiag kat adldleuttng (seamless) eumelplag yLo tov meAdtn.

Avtikeipevo BpaBeuong: ZUoTnua

JUOTAMATA TIOU OUVIOTAVTOL O0TO CUVOUOOUO TIEPLOCOTEPWY QMO £va KOvaAlwv gEUTnPETNONG
niehatwv (r.x. evotnta/ integration mMPOCWIILKAG EEUTINPETNONG OTO KATAOTNUA, ZUXVWV EpwTtioswy
FAQs o€ Lototoro kal live chat i aAAnAemnidpaon pe meldteg péow social media).

ENOTHTA 1: NEPIAHWH YNOWHO®OIOTHTAZ

To kelpevo auto be Babpoloyeltal Kal Umopet va SnUooLEUTEL.

MNapakoAw moapabéote pia cuvtopn mepiAnn tng umoPndLotnTag, akoAouBwVTAG TNV EVOELKTLKA
Son Tou TePLYPAETAL OTA ETOUEVAL.

ZKOTOG
Mota Atav N attia yla To oXedLaopo Kot thv bAomoinon tng 6pAcng f ToU MPOYPAUUOTOGC;

Nepypadn
Molol ATav oL TOXOL KAl WG EMITELXONKAY;

Zuvelodopa
Mota ATav T AUECA ATIOTEAECUOTA QO TNV UAOTIOLNGN TNG SpAcng r) TOU TPOYPAULATOC;

Mota Atav n cuvelopopd TG SPAcng f ToU TPOYPAUATOGC:
e otn BeAtiwaon TG MOLOTNTAC TWV MTAPEXOUEVWY UTINPECLWV /KL TNG EUMELplag TOu TEAGTN;
e otnv kepbodopia Tou opyaviouou;
e  OTNV AMOTEAECUOTIKOTNTO KOl OTIOSOTIKOTNTO TOU OpyaVIGHOU;
e otnVv asldhopo avamtuén Kal avTaywvLoTIKOTNTO TOU OpYaVLOUOU;
e  OTNV KOWwvia GUVOALKA;

Afia
MNarti mpénet va BpaPeutei avth n ouykekplpévn uroPndLotnto;

(20volo neprypadng: £wg 350 Aéeig)
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ENOTHTA 2: ANAAYTIKH TEKMHPIQZH YNIOWH®IOTHTAZ

MapakoAw TEKUNPLWOTE AVAAUTIKA TNV urtoPndLotnta, akoAouBwvtag tn doun mou neplypddetal
TIAPAKATW.

2a: Napouocioon

(A) Ztoxol (€wg 400 A€eLg)

Amotunwaon Kot eplypadn Twv oTOXwV avadopLKa LE:

(a) TNV WKavomoinon avaykwv/ MPOTIUACEWY ETKOWWVIAG TEAOTWY (oKOTIUOTNTA Umapéng tng
KaBe evoAhakTikAg/ KavaAloU, UTapén OLoPOopPETIKWY KaTtnyoplwy/ TUNUOTWY TEAATWY TIOU
gfumnpetolvtal LECW TOU KABE KavaAlol),

(B) Tnv mapoxn eviaiag kol aSLAAEUTTNG EUMELPLOG OTOV TIEAQTN (OUVETNG avTtAapBavopevn ewova

OpYQVLOUOU Kal eMimtwon otn ¢prjun Tou).

(B) Awadikaoio (Ewg 400 A€€eLg)
Amotunwon Kot epypadn:
(at) TG peBBSoU avantuéng VEwv eVOAAOKTIKWY Kol OAOKANPWGCNG TWV UTIOPXOVIWVY KoL

(B) Tng oUVdeONG LLE TOUC OTOXOUC.

(r) AntoteAéopata (Ewg 400 Aé€eLg)

Amotunwaon Ko eplypodn:

(o) Tou BaBpol XpPAONC TWV VEWV KAVOALWY EMIKOWVWVIAG Kal avithapBavouevn kavoroinon /
feedback mehatwv kat

(B) Tng cupPBoAnc tng Spdong / MPOYPAULOTOC OTNV EViaia KAl ASLGAELTTN EUmELpia TOU TEAATN.

2B: Anotipnon
(A) Ynnpeoia (Ewg 300 Aé€eLg)
e [lola ATAV N cUVELoHOPE TOU CUOTAUATOC 0TN BEATIWGON TNE TTOLOTNTOC TWV TIOPEXOUEVWV

UTINPECLWV N/KOL TNG EUMELPLOC TOU TTEAQTN;

(E) QdéAerla (€wg 300 Aé€eLg)
e [lowa ATav n woEAED TOU CUCTAMATOC YLo TOV Opyaviopd (m.X. ouvelodpopd otnv

kepdodopia, Ta OLKOVOULKA HEYEDN, | GAAOUG OTPOTNYLKOUG OTOXOUG);
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(2T) Aetrtoupyia (Ewg 300 Aé€erg)
e [lowa NTav n cuvelchopd TOU CUOTNUATOC OTNV AMOTEAECUOTIKOTNTA KOL OMOSOTIKOTNTA

TOU OpyOaVLOUOU;

(Z) Avantuén (¢wg 300 Aé€erg)
e [lola NTav n cuvelo$opd TOU CUCTALOTOG OTNV OELGOPO AVATTTUEN KAL OVTAYWVLOTIKOTNTO

TOU OpyOQVLOUOU;

(H) Kowwvia (€wg 300 Aé€eLg)

e [lola ATav N ouvelodopd TOU GUCTHLOTOC OTNV KOLWVWVIA GUVOALKQ;

3 I http://www.customerservice.gr | email: info@customerservice.gr



