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3. Alonowwvrtag tn Dwvn tou MNeAdtn
Voice of the Customer

Nepypadn Bpapeiov

BpaBelovtal CUYKEKPLUEVO CUOTAUATA TIOU O) OXETWIOVTAL UE TNV OVTLUETWIILON TIAPATIOVWY KoL
£I0IKWV OmAITAOEWY TwV TieEAATwy (m.x. mopdmnova,/ unodeifelg, attpota e8LKAC HETaXEipLong,
eniAvon mpoPAnuatwy) kat B) mepthapBdavouv uebodoug yia va "adouykpdlovtal" TIG aVAYKES Kal
TI§ emBupieg tou meharn (feedback systems techniques or tools), e OKOTO TNV AMOKATACTOCN TNG
Lkavoroinong twv TeAatwv (customer recovery), thv amoduyn TOPOUOLWY TIEPLOTATIKWY OTO
LEANNOV (process recovery), TNV KATAGAANAN QVTLLETWIILON TOUC amo toug epyalopévouc (employee
recovery) kat tn BeAtiwaon tng CUVOALKNG EUTIELPLAG TOU TTEAATN OTO EAAOV.

Avtikeipevo Bpapeuong: JUotnua

JUCTNMOTIKA KOl OPYOVWUEVO OUCTAUATO YLO TNV OVTLLETWITLON TIOPATIOVWY KoL ELOLKWV
QMALTAOEWY TIOU TEPNAPPBAVOUV EVEPYELEG YLOL TOV EVIOTILOMO, TN Olaxeiplon kal tnv emiluon
TAPATOVWY I TPoPANUATwWY TIou Umopel va odeihovtal oe BAAPBeg N texvikd mpoPAnuarta
mpolovIwy, {NTAKATA UE TN CUMTMEPLOOPA KAl TNV amOd00n TOU TPOOWTILKOU, ELOLKEG OVAYKES
OUYKEKPLUEVWY TIEAOTWVY K.0.K. ETLmAéov, 0 OpyavIopog TIPETEL VA amodelfel we €XEL avamTugel
TEPA amo omoSOTIKA KOVAALO EMIKOWVWVIOC LE TOUG TTEAATEG TOU Kal peBOdoug avaluong twv
TAnpodoplwv mou Aappavel (m.x. oxoAla, Tapdmova), Wote va eival oe B€on va BEATIWOEL TNV
gUmeLpia Tou TEAATN OAAQ KOl va SNELLOUPYNOEL ETIXELPNUATIKA O0dEAN yla TNV eTixeipnon. MNa
napadelypa, Léoa amod oxOALo TeAATWY LITopouv va ipokUPouv aAlayEC G TPOIOVTA, UTINPEGCLEC
Kol Stadlkacieg [ aKOMA KAl N AVATTUEN €VOC VEOU TIPOIOVTOG N UTtnpeaiag mou Ba KaAUPEL pia
oavaykn f embuplo tou meAdTn.

ENOTHTA 1: NEPIAHWH YNIOWH®IOTHTAZ

To kelpevo auto &g Babuoloyeital Kal umopst va SnUoCLEUTEL

MNapakoAw moapabéote pia ouvtopn mepiAnn tng umtoPndLotnTag, akoAouBwVTaG TNV EVEELKTLKNA
Soun Tou TePLYpAdETAL OTA EMOMEVAL.

ZKOTOG
Mota Atav N attia ylo To oXeSLAoUO KOl TNV UAOTIOLNGN TOU CUCTAUOTOG;

Nepypadn
MolotL ATav oL 6TOXOL KAl TIWG ETUTELYXONKAY;

Zuvewodopd
Mola ATav T AUECA ATIOTEAECOTA ATIO TNV UAOTIOLNON TOU GUGTHLOTOG;
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Mola ATav n cuvelodopd ToU CUCTAUATOG:
e otn BeAtiwaon TG MOLOTNTAS TWV MAPEXOUEVWY UTINPECLWV /KL TNG EUMELplog TOU TEAATN;
e otnv kepbodopia Tou opyaviouou;
®  OTNV AMOTEAECUOTIKOTNTO KOl OTTOSOTIKOTNTO TOU OpyaVLIGHOU;
e oTNV aeldbOpo avamTuén Kal avToywVvLoTIKOTNTA TOU OPYOVLOLOU;
e  OTNV Kowwvia GUVOALKA;

Adia
Mati mpenel va BpaBeutel autr n GUYKEKPLUEVN uToPndLotnTa;

(ZUvolo nepypadng: £wg 350 AE€eLg)

ENOTHTA 2: ANAAYTIKH TEKMHPIQZH YNIOWH®IOTHTAZ

MapakoAw TEKUNPLWOTE AVAAUTIKA TNV utoPndLotnta, akoAouvBwvtag tn Sour mou neplypadetal
TAPAKATW.

2o MNapouciaon

(A) Ztoxol (€wg 450 AégeLg)

AnotUnwon Kalt mepypadr Twv oTOXWV TOU MPOYPAULOTOC OTWE TT.X. dlatripnon/ amnokoatdotacn
NG lKavomoinong Twv MeAaTwy, anoduyn MAPOUOLWY TIEPLOTATIKWY O0TO HEANOV, OTTOTEAECUATLKNA

QVTLUETWTTLON TIOPATIOVWY OO TOUG pYaloUEVOUG f)/Kal SnuLloupyia VEou Ttpolovtog/ untnpeaoiag.

(B) Aradikacia (€wg 400 A£€eLg)

Amotunwon Kot reptypadn:

() Twv peBOdwv mou akolouBnbnkav ylo Tov eviomiouo, tn Slaxeiplon kot Tnv emiluon
TIAPATIOVWV KOl ELSIKWY ATALTHCEWY KOl

(B) Tng oUVEEDHG TOUC E TOUC OTOXOUG.

(r) AntoteAéopata (£wg 400 Aé€eig)

Amotunwon Kot eplypadn TwV OMOTEAECUATWY OE CXEON HE:

(a) TNV avramokplon Twv meAATWY TL.X. Kavomoinon, riototnta (loyalty), cuotacelg (referrals) n
dnuoola Ekdpaacn BeTkNG yvwung (WoM),

(B) evbeielg/ otolxeia yla TN HElWON EUPAVIONG TTOPATIOVWY KL ELSIKWV ATALTHCEWY,
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(y) amoteAeopaTIKOTNTA TNC AVTLUETWITILONG TWV TTOPATIOVWY KAl TWV ELSIKWV QTTALTHOEWVY OO TOUG

£pyoloHEVOUC KaL TNV afloToinon TwV MEPLOTATIKWY OO TOV 0PYAVIOUO.

2B: Antotipnon
(A) Yninpeoia (€wg 400 A&€eLq)
e [lola ATAV N OUVELOPOPA TOU CUCTAUATOC OTN BEATIWGN TNE MOLOTNTOG TWV TTOPEXOUEVWV
UTINPECLWV /KL TNG EUMELPLOC TOU TTEAQTN;
o [poékuav aAAayEC o€ TPOIOVTA, UTNPEGCLEC Kol SLASLKAGLEC 1) AKOUA KoL N AVATTTUEN €VOG

VEOU TPOIOVTOG ) UTINPECILAC;

(E) QdéAela — Asttoupyia (Ewg 400 A€€eLg)
e [lola Atav n cuvelodopd TOU CUCTHOTOC 0TNV WhEAELA TOU 0pYaVIOHOU (TT.X. cuvelodopd
otnv kepdodopia, Ta OLKOVOULKA HEYEDN, | AAAOUG oTpaTNYIKOUG oTdXoUuG, BeATiwon TG

QIOTEAECUATIKOTNTOG KAl AOS0TIKOTNTAG Tou OpyaviopoU);

(2T) Avamntuén (¢wg 300 AgeLg)
e [lola NTav n cuveloPopd TOU GUCTHLATOC OTNV AELPOPO aVATITUEN Kol OVTAYWVLOTIKOTNTO

TOU OpYyQVLOLOU;

(Z) Kowwvia (€wg 300 A£€eLg)

e [lola ATav n cuvelopopd TOU CUCTHOTOG OTNV KOLVWVIO CUVOALKQ;
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