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12. KaAvtepn Edappoyn tng Texvntig Nonpoouvng otnv Epnelpia touv NeAdtn
Best Use of Artificial Intelligence in Customer Experience

Nepypadn Bpapeiov

AuTA n Katnyopla avayvwpilel opyaviopoug mou alomoLouVv TV TEXVNTH vonuoouLvn yla va GEpouv

EMOVAOTACN OTIG £pmelpie¢ twv TeAotwy. Amd ta chatbots mou Tapéxouv €€ATOULKEUUEVEG

QITOVTNOELG £WG TIC KOLVOTOUEC TIPOTACELG, YLOPTAlOUUE TIC AUoELC Tou Baoilovtal otnv Texvnth

vonuoaouvn Kal evioxUouv thv adooiwaon, SteukoAUvouv Tig Stadikacieg kal BEtouv véa otavtap

OTNV TTEAQTOKEVTPLKI aploTelo. XapaKTnpLloTKA mopadeiyparta:

Chatbots kat ewovikol BonBoi (Chatbots and Virtual Assistants): Autopatomnoinon twv
OAANAETUOPAOEWY HE TOUG TIEAATEG YLOL TNV TTOPOXH AUECWY ATIAVTNCEWV Kal BonBelag oe
TIPOYHOTIKO XPOVO, XPNOLUOTIOLWVTAG aAyopLlBpoug enegepyaoiag Guoikng yAwooag.
Avdaluon ocuvaloBrpatog (Sentiment analysis): Avixveuon kat avaAluon cuvaloctnuatwy anod
TO OXOALO, KPLTIKEC Kol AAANAETILOPACELG OTA KOWVWVLKA HECA YLa TNV €€aywyr] TIPAKTIKWVY
TIANPOPOPLWV KOL TNV EYKALPN OVILLETWTILON OVNOUXLWV.

Autopatornolnuéveg poég epyaciag (Automated Workflows): BeAtiotonmoinon twv
SLadKaoLWV UTIOOTAPLENG e EEUTIVI SPOOAOYNON EPWTACEWY Kal KALLAKWON {NTNUATWY,
LELWVOVTAG TOUC XPOVOUG QTtOKPLONG.

Xaptoypddnon tafbiov meAatwv (Customer journey mapping): AvdAuon Twv
oAANAeTdpAoswy TwV MEAATWV yla tn BeAtiwon tng eUmelplog Toug LECW alyoplBuwv
HNXQVLKAG HaBnong.

Mpoyvwortikr untootnpten (Predictive Support): MpoPAEMeL Kal avTiueTwilel mpoBARpaTa
TMEAOTWY  TIPOANTITIKA, avaAlvovtag Lotoplkd ©&eSopéva  kal potifa umootnpleng,
BeATlwvovTag TNV LKAvomoinon Twv MEAATWY KOl LELWVOVTAG TO KOOTOG UTIOOTHPLENG.

ENOTHTA 1: NEPIAHWH YNIOWHO®OIOTHTAZ

To keipevo auto be Babuoloyeital kal umopet va SnUocLeuTEL.

MNapakaAw napabéote pia cuvtopn mepiAndn tng umoPndLotntag.

Afia

MNarti mpénel va BpaPeutel auth n ouykekpLluévn umoPndlotnTa;

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

MapakoAw TEKUNPLWOTE avOAUTIKA TNV utoPndlotnta, akoAoubwvtag tn dour ou neplypadeTal

TIAPAKATW.

2a: Napouocioon

(A) d\ocodia, Apaotnplotnteg Kat ZteAéxwon (€wg 400 AégeLg)

Molo ival To KUPLO avTikelpevo tng Al edappoyng;

Molog eival o okomog tng Al edapuoyng;

Mol elval ta KUpLA XOPAKTNPELOTIKA TNG £dappoyng (m.x., QUTOMOTN OomoKpLon Kol
ETIKOWwWVia, avAaAuon ouvaloBnUatog, €EATOMIKEUON, OUTOMOTN PON  EPYOCLWY,
SLOAELTOUPYLKOTNTA, K.ATL.);

MNwg emtiAéyovtal kat agloAoyouvtal ta LEAN tng Opadag mou Staxelpiletal tnv Al epapuoyn;
Avnkel n Al epappoyr og évav Opyaviouo i vdlotatal avetaptnta;

Moleg elval oL yvwoelg, Oe€lOTNTEG Kol Kavotnteg tng Opadag ocov adopd otnv
E€unnpétnon MNehatwy;

Motot gival ot kKUpLoL pOAoL TwV HEAWV TNG Opadag;

(B) AvBpwriivo Auvapiko kot Ekraidsuon yia tnv E§untnpétnon NeAdtn (€wg 400 A£€eLq)

Mwg oL epyalopevol eKmaldelovTaL Kal avantuooovtal otnv EEuntnpétnon MNehatwy;

Moleg eival ol yvwoelg, 6g€lotnteg Kot afiec mou KoAALEpyoUVTOL HECW TIPOYPOUUATWY
ekmaidevong;

Mwc ouvdéetal n E€umnpétnon Mehatwv pe tnv afloAdynon tng amodoong Kot Tnv

eruPBpaPeuon Twv epyalopEvwy;

(r) Asdopéva, Kavotopia kat Opyavwotlokr Madnon (€wg 400 A£€eLq)

TL dedopéva cuMAéyovtal amo tnv Al edappoyr yla Toug okomoUG tng E¢umnpétnong
MNelatwy;

Mota Zuotrnuata Kot Aladikacieg xpnollomnolouvral;

Mwc avaAvovtal Ta Sedopéva auTd Kal we Xpnotpomnololvtal yia tn AnPn otpatnyikwy
anopacewy;

MoLeG KOLVOTOWLEG ElodyovTal ylo T BeAtiwon tng E€umnpétnong Nelatwy;
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e [wgn Ouada tng Al epappoyng atlomolel Ta dedopéva ou GUANEYEL WOTE val BeEATLWVETOL

OUVEXWG;

(A) Awadpaon, OAokAnpwon AlavAwv E§unnpétnong MeAdtn kat Ikavomnoinon NeAatwv (€wg 400
AEé€eLq)
e [wg n Opada tng Al edapuoyng evBappuvel, dlaxelpiletal kat aflomolel to feedback amno
epyolopEVOUC Kal TIEAGTEG;
e W OAOKANPWVETAL N ETIKOWWVIA HECW SladopeTikwy StaAwv EEumnpétnong wote va
TIOPEXETAL LA EVIOLA KOL AOLANELTTTN EUTIELPLOL OTOV TIEAQTN);
e Me molov Tpomo n Ouada tng Al edappoyng mapakoloubei to Babuod kavomoinong Twv
TIEAATWV;
o Twg €xel BeAtlwOel n kavomoinon Twv medatwv tng Al edbappoyng SLaxpovika;
o [Mwg afoloyeital n wavomoinon Twv meAatwv tng Al ebapupoyng oe oxéon HE Tov

QVTAYWVLOUO;

(E) Fevikog Kawvoviopog yia thv Npootacia Aedopévwy (GDPR) (£wg 300 Aé€eLq)
o [leplypAdTE CUVOTTIKA TA BAKOTA TTIOU £XOUV TIpayATOTOLNOEl yia Tn cuppdpdwaon He To
levikd Kavoviopod yia tyv Mpootaocia Asdopévwy (GDPR) (m.x. xaptoypddnon SeSopuévwy,
TANPodoOpnon PUOLKWY TIPOCWTWY YLa TNV eNMeEepyacio TwV SeSOUEVWVY TOUG, aVATTTUEN

CUOTHHATOC K.ATL.).

2B: Artotipnon
(XT) Yrinpeoia (Ewg 300 Aé€eLq)
e [lola nTav n cuvelodopd amod tn xpnon tng Al edappoyng otnv BeAtiwon g moLoTNTAS TWV

TIPEXOUEVWY UTINPECLWV f/KaL TNG EUMELPLOC TOU TIEAQTN;

(2) QdéNela — Asttoupyia (€wg 400 A€eLg)

e [lola NTav n cuvelodopd tng Aploteiag otnv EEumnpétnon Melatwv otnv woéAela amo tn
xpnon tng Al ebappoyng (m.x. cuvelodopd otnv kepdodopia, T OLKOVOULKA HeYEDN, N
GAAOUC OTPATNYLKOUG OTOXOUG, BEATIWON TNG AMOTEAECUATIKOTNTOG KOl AMOSOTIKOTNTAC); AV
n Al epappoyn avrkel oe évav Opyaviopo Kal dev udlotatal amokAELOTIKA avetaptnta,

umopouv va avaAuBouv kal ta opEAn Tou tpogkuPayv yia tov Opyaviopo.
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(H) Avantuén (€wg 300 A€eLg)
e [lola ntav n cuvelodopd tng Aploteiag otnv EEumnptnon Mehatwy otnv aelbopo avantuén
KOLL QVTOYWVLOTIKOTNTA amd T xpron tng Al epappoyng; Av n Al edappoyr| avrkel og évav
Opyaviopo Kot 8ev udlotatal amokAELOTIKA aveEApTNTa, Umopel va avaAuBel n cuvelopopd
¢ Aploteiag otnv EEumnpétnon Mehatwv otnv aelhOpo AVATTUEN KOL OVTOYWVLOTIKOTNTA

TIOU TIPOEKU AV Kal yla Tov Opyaviouo.

(©) Kowvwvia (¢éw¢ 300 Aé€erg)

e [lola Atav n cuvelopopd amo tn xpnon tg Al edapuoyng otnv Kowwvia CUVOALKA;
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