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KaAUtepog Opyaviopdg ywa ESG Mapdayovieg & MPaKTIKEG otnv
E§unnpétnon NeAatwv
Best Organisation ESG Factors & Practices in Customer Service

Nepypadn Bpapeiov

AuTn n Katnyoplo avayvwpilel opyaviopoUlg ou e0TLA{OUV 0TO CUVSUAOHS TN TAPOXNG TIOLOTLKWV

UTINPECLWV e€uTNPETNONG TEAOTWY Kot edpappoyng ESG* mapayOviwy Kol TTPOKTLKWV.

*ESG:

(E (Environmental), S (Social), G (Governance)

Napadseiypata

NepBarrovtikeg Mpaktikee (Environmental)

Xpron avaveWoLLWY TINYWYV EVEPYELAC OTA KEVTPA EEUTINPETNONG TIEAQTWV.

Xpnon ¢GUkwv mpog to TePLBAAOV UALKWV ylo KABe €vtumo UAWKO 1 €€omAlopd Tou
XPNOLUOTIOLELTOL OTNV EEUTTNPETNON TTIEAQTWV.

Mpoypaupata avakUKAWGoNG YL T UALKQ TIOU XPNOLUOTIOLOUVTAL KATA TNV €EUTINPETNON
TLEAOTWV.

Kowwvikeg Mpaktikee (Social)

Mapoxn Sikalwv UIoBWV Kol KAAWV €PYOCLAKWY CUVONKWV ylo Toug epyalOEevoug otnv
eEunnpEétnon meAATWV.

AtaodAALon TG LoOTNTAG Kol TNG cUUTEPIANYNG oTnV epyaaia.

Juvexng ekmaideuon Kal avamtuén Twv epyaloptévwy o BEpata BLWOLUNG aVATTUENG Kot
UTIEUBUVNG ETILXELPNUOTIKOTNTOLG.

JUMETOXN O€ TIPOYPAULOTO TTIOU UTIOOTNPI{OUV TLG TOTIKEG KOLVOTNTEG.

MPpWToPBOUALEG ETALPLKING KOWVWVLKNE EUBUVNG OV eMNPeAlouV BETIKA TIG KOWOTNTEG.

MNpoktikee Etaupkng AwokuBEpvnong (Governance)

Avolxtn kat dtadavng emkowwvia Pe TOUG TEAATEG OXETIKA HE TG TEPLBAANOVTIKEG KOl
KOLWVWVLKEC TIPOKTLKEC TNG ETALPELQC.

Anpoupyia avadopwv ESG kat Snpoclonoincn Toug 0To Kowo.

YioB€tnon umeVBuVwY TOALTIKWY TIOU TPOAYOUV TNV akepoaldTnTa Kol TNV NOKAR otnv
gEumnpETtnon MEAQTWV.

JTPATNYLIKEG YLOL TNV OVTLLETWTLON TWV TEPLBAAAOVTIKWY KOL KOWWVIKWY EMUMTWOEWY TWV
SpacTnpLlOTATWY TNG ETAUPELAG.

JuppEeTOXN TWV TteAatwy oTLg Stadikacieg AnPng anodpdacswv péow dSnupookomnoswy f focus
groups.
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ENOTHTA 1: NEPIAHWH YNIOWHOIOTHTAZ

To keipevo auto de Babuoloyeital kat pmopel vo SnUOCLEUTEL.

MNapakoAw napadéote pia ouvtopun mepiAndn tng umtoPndLotntag.

Adia

Mati mpenel va BpaBeutel autr n ouykekpLlpevn umoPndLotnta;

(ZUvolo nepypadng: Ewg 350 AE€eLg)

ENOTHTA 2: ANAAYTIKH TEKMHPIQZH YNIOWH®IOTHTAZ

MapakoAw TEKUNPLWOTE AVAAUTIKA TNV umtoPndLotnta, akoAouvBwvtag tn Soun mou neplypadetal
TIOPOKATW.
20 Mapouciaon
(A) DWocodia, Apactnplotnteg Kot ITEAEXwon tng opddag e§umnpétnong mMeAatwv mou
edpoappolel ESG factors & practices (€wg 400 A£€eLg)

e [lolo gival To KUPLO AVTIKELEVO TNG OLASAG EEUTTNPETNONG MEAATWY;

e [lolog elval o oKomog TG opadag;

e [Mwg emAéyovtal kat agloAoyouvtal ta LEAN TG Opadag;

e [loleg elval oL YVWOELS, O€€lOTNTEG KOl LKAvOTNTEG TG Opadag ocov adopd otnv

E€unnpétnon MeAatwv Kot To ESG;
e [lolot eival ol KUPLOL pOAOL TWV HEAWV TNG Opadag;

e 1600 KOAQ EVOWUATWVETAL N oTPATNYLKN ESG OTLC TPAKTIKEG EEUTINPETNONG TEAATWY;

(B) AvBpwrniivo Auvapiko kot Eknaidsuon yia tnv E§uninpétnon MeAdtn (€wg 400 AéEeLg)
e [wc ol epyalopevol ekmatdsvovral kot avantiooovtal otnv E€unnpétnon Mehatwy Kol o
Bepatikeg ESG;
e [loleg eival oL yvwoelg, 6e€lotnteg kat afleg¢ mou KAAAlEpYoUVTAL HECW TIPOYPAUUATWY
eknaidevong;
e [lwg ocuvdéetal n E¢umnpétnon Mehatwv pe v afloAdynon tng amodoong Kol Tnv

eruPpaBeuon Twv epyalopEvwy;
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(r) Aedopéva, Katwvotopia kot Opyavwoioky Madnon (E€wg 400 Aé€eLg)

Mota Zuotnuata Kot Aladikacieg xpnoLlomnolouvral;

MNwg avaAvovtal Ta dedopéva auTd Kal WG XPNoLomolouvTaL yia tn AnPn otpatnylkwy
anopacewy;

Moleg kalvoTtouieg eloayovral yla T BeAtiwon tng E€unnpétnong Mehatwy;

Mwc n Opada aflomotel ta Sedopéva mou GUAAEYEL WOTE va PEATLWVETAL CUVEXWC;
AVOPEPETE KALVOTOUEG TIPOCEYYIOELG YL TNV QVTLLETWITLON TIEPLBOAAOVTIKWY, KOWWVIKWVY
KoL SLOKUBEPVNTIKWY TIPOKANCEWV.

AvadEpete mponyoUpeVeC Slakploelg i avayvwploelg TnG eTatpeiag yla TLg mPaKTkeS ESG.

(A) Auwadpaon, OAokAnpwon AlavAwv E§uninpétnong MeAdtn kat Ikavomoinon NeAatwv (¢éwg 400

Aé€eLg)

MNwg n Opdda evBappuvel, Staxelpiletal kal aflomolel to feedback amo epyalopévoug kot
TLEAQTEG;

Mw¢ OAOKANPWVETAL N EMIKOWVWVIA pHEow Sladopetikwy SlavAwv EEumnpétnong wote va
TIAPEXETOL PLa eviaia Kol aSLAAELTTN EUMELpia OTOV TTEAATN;

Me molov tpomo n Opdada mapakoAouBei To BaBUo Lkavomoinong Twv MeEAATWY;

MNwg €xel BeATLWOEL N Lkawvommoinon Twv MEAATWY SLAXPOVLIKA;

(E) Fevikog Kavoviopog yia tnv Npootacia Aedopévwy (GDPR) (£wg 300 Aégerg)

Meplypate GUVOTTTIKA TA BrLOTO TIOU €XOUV TIPAYLATOMOLNOEL yLo TN CUUUOPIWON LE TO
Fevikd Kavoviopod yia tv Mpootaocia Asdopévwv (GDPR) (m.x. xaptoypddnon SeSopuévwy,
TANPodoOpnNonN PUOLKWVY TIPOCWTIWVY YLla TNV enefepyacio TwWV SeSOUEVWV TOUG, aVATTTUEN

CUOTHHATOC K.ATL.).

2B: Artotipnon

(2T) Yninpeoia (éwg 300 Aé€eLg)

Mota Atav n ouvelodopd amd tnv opddo otnv BeAtiwon TG MOLOTNTAG TWV TAPEXOUEVWV
UTINPECLWV A/KAL TNG EUMELPLOC TOU TIEAATN;
MapakolouBeite petpAola amoteAéopota amd thv ebopuUoyn TwV TPOKTKWY ESG otnv

gfunnpétnon nedatwy; Av val, Swaote pog mapadsiypata.
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(Z) QdéAela — Asttoupyia (Ewg 400 Aé€eLg)
e [lowa Atav n ouvewodopd tng Aploteiag otnv EEunnpétnon MeAotwyv otnv wdEAELD TOU
Opyaviopol (m.y. ouvelodopd otnv kepdodopia, TA OLKOVOULKA HeyEDn, 1 AGAAoug

OTPATNYLKOUC OTOXOUC, BEATIWON TN ATTOTEAECUATLKOTNTAG KAl ArtoSOTLKOTNTAG);

(H) Avantuén (€wg 300 A€eLg)
e [lola Ntav n cuvelodopd tng Aploteiag otnv EEumnpétnon Mehatwy otnv aelbopo avantuén

KOl QVTOYWVLOTLIKOTNTA Tou Opyaviopou;

(©) Kowvwvia (¢éw¢ 300 Aé€erg)

e [lola Atav n ouvelopopd oTNV KOWwVIia GUVOALKA;
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