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To EAANvik6 Ivotitovto EEuninpétnong MeAatwyv (EIEM) diopyavwvel kat HE€Tog yia 161 cuvexn
Xpovid, tov TAéov Kata&lwpevo Beapd otnv eAAnvikr ayopd, ta EBvika Bpapeia E§ummpétnong
MNeAatwv.

To EIEM, ota mAaiola Tou opdpatdg tou yia tn dtddoon Tng MeAATOKeVTPLIKTG PptAocodiag otnv
EAANVikY] ayopd, Slopydvwoe to 2010 yla Tipwtn $popd ota EAAnvikd dedopéva ta EBvikd
BpaBeia EEummpétnong MeAatwy. Metd amd moAUUNVN, avTikelpeviKn kat Stadavr] Stadikaaoia
otnv omol{at CUMMETEXAV WG KPLTEG akadnuaikol ddokalol kal emidpaveis emyelpnpatieg, to
IvotitoUto BpdPevoe etalpeieg oA Kat SlokeKpLpévoug emtayyeApatieg amd diddopoug kAddoug
VL0 EEUUPETIKEG TIPAKTLKEG OTOV TOUENX EEUTINPETNONG TIEAATWV.

O avayvwplopévog TAéov Beopds Twv BpaBeiwv, KaT' avtioTolyia PE TIG TIPAKTIKEG 0€ OAN TNV
Eupwmn), emBpofevel kal poBdAAel o€ eTrjola fAOT KALVOTOUEG KOL EEALPETIKEG TIPOKTLKEG, TIOU
XPNOLUOTIOLOVVTAL OTNV EEUTNPETNON TOU TEAXTN Kot CUUPBAAOUV OTNV KOAUTEPN EUTIELPIO TOV.
EmumAéov, otdyog eivar 1 Snuioupyia kar 1 Sidyuon e&eldikeupévng yvwong Kabwg Kot 1
eMPPpAPeVON TWV KAAVTEPWY OTEAEYWV OTNV EEUTINPETNON TTEAXTWV oV KAGSO Kat TtiTteS0.

AapBdvovtag umdyn TN onuocia PLOG ETIITUYXNUEVNG QVOPWTIOKEVTIPLKTG TIPOCEYYLONG, WG
mpoUTdBeon yla T PLWOLHOTNTA KAl TNV QVTAYWVLIOTIKOTNTA JLlag emiyeipnong, to EIEM €xel
Tipaypatornojoel ta TeAeutain xpdvia onpavtikd Brjpata avaBdduiong touv Beopov.

H umtooAr] urtoyndLdtnTag mpaypatomole(tal HEow aodoAoUg NAEKTPOVIKTIG TAATPOPUOG PE TN
oupTmAjpwon eviaiag popdrig EPWTNUATOASYLOV. ZTOXOG Hag €ival, péow Tou Beopol Ttwv
BpaBeiwv va evioxuBei n Sidyuon yvwong péoa oTig ETAULPELEG Kal TNV ayopd, va avadetyBovv ot
BEATIOTEG TIPOAKTIKEG, v ouvOEBOUV pe TNV eKTTASEVTIKY] SLadLKACIO TWV OPYOVICHWY KaL TNV
avofaBpuion tng eEunnPETNONG TEAATWV.
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EAAHNIKO INZTITOYTO
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KPITIKEZ ENITPOMNEXZ

MNpoedpog tn¢ KpLtikig Emitponig

» H Kputikn Emutpon kaBe katnyopiog amoteAeital amod 3 kpLteg kot 1
QVATIANPWHATIKO MENOG:

(1 Akadnpuaikog, 1 CEO, 1 upnAoBabuo ItéAexog e€umnpETnONg MeEAATN).

*3TEAeY0G opyaviouoU Sev UopEL va eival UEAOG KPLTLKI G ETLTPOTTHG OE KATNYOPIO TTOU CUUUETEXEL.

ZYNOITIKA H AIAAIKAZIA

H etoupeio pmaivel otnv  nNAEKTPOVIKN
mAatdOppa,  ONAWVEL  CUMMETOXT)  OF
Tmolo/Toleg  katnyopleg Béhel va  Béoel
vroyndotnta Kol HEXPL TNV  OPLOHEVN
KOTOANKTIKY] TUEPOUNVIQL CUHPTIANPWVEL TO
aVT{OTOLYO EPWTNHUATOAOY!LO.

3T OUVEYELA TOL LEAT] TNG KPLTIKTG ETILTPOTING
a&loAoyouv Ta EPWTNUATOASYLX KAl aTtd TLG
BaBpoAoyieg Toug Ba TIPOKUYOUV OL 3 VIKNTES
avd kotnyopia mou Ba mepdoouv oTnv
enopevn epdon a§loAdynong.

>N ouvéxela, e email kot Aghtio Tumou
QVAKOLVWVOVTOL OL 3 VIKNTEG VA KT yopia
Kol Ttoug Sivetal meplBwplo TmepiTOL 10
NHEPWV TIPOKELUEVOU VO ETOLUATOUV UALKO,
To omoio Ba MaPOUCLAcoUV EVWITILOV TIAEOV

TNG KPLTLIKNG ETILTPOTING.

H mapoucioon twv unoynodiwv yix to CS
Excellence Award kot ta 2 CS Distinction
Awards €yel SlpkeLla 30" Kal o€ SLAoTNHA 20’
QTIOVTOUV OE EPWTILOTA TWV KPLTWV.

AdoU ohokAnpwBel n mapovciocon twv 3
vroPnoiwy, Ta PEAN TNG KPLTIKTG ETILTPOTING
ouvedplalouy yla va artopacicouV TO VIKNTN
NG Katnyopiag yia to Excellence Award.

Ol viknTég ava katnyopia Tou CS Excellence
Award avakotvwvovtat MONO otnv Teleti
Amovoprig, mou Ba mpaypoatomoinBel tnv
Tpitn 9 Aekepfpiov 2025.
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OAHTIEZ - MPOYNOOEZEIZ
YNOBOAHZ YNIOWHO®IOTHTAX

e HumofoAr} umoyndidtnrog yivetal pévo
MEOW TNG NAEKTPOVIKTG TTAATDOPHOG.

e Hamdvtnon o k&Be epuwrtnon Sev pEmeL
va Eemepvdel Tov aplOpd Twv AéEewv TIou
avadépetal.

® 2T OmOavIroel OV ETULTPEMETOL T
eloaywyr] 6evbuvong url, mivako kat
dwtoypadikol UAIKOU.

e KatoAnkTiky nuepopnvia  umofoArig
vroyndlotritwy eivar n Tetrdptn, 12
Nogpppiov 2025.

e >INV MAatddpua €ival UTIOXPEWTIKS va
yivet upload Ttou Aoyotumou ng
etaupeiog oe apyeio jpeg kot eps 1 ai
(300 dpi) (o€ YNAR avdAuon).

e Ouamnavtroelg ou apopovv oTo TPodiA
TOU OPYQVIOHOU Kal oTnv TEPANYM Tng
vroynoiotntag, S Babporoyovvtal.

e To keipevo mou adopd otnv mePiAnyn
™G vroymoLdttag avd katnyopia, Oa
dnpootevtei otn ZuMekTikr EkSoon Tou
EIEM «EBvikd Bpafeia EEumnpétnong
MeAaTwV 2025».
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EAAHNIKO INZTITOYTO
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OPOI ZYMMETOXHZ

» Jyppetoxn] oto Slaywviopd Twv EBvikwv Bpafeiwv EEummpétnong MNeAdatwyv pmopovv
vo SNAWOoOUV HEAT Kot pn) LEAT Tou EIEN.

» KdbBe etaupeia €xel 1o Sikaiwpa va dnAwoel vroPndidtnta o€ €wg 5 KATNYOpLES
BpoPeiwv.

» YmevBuvn yla ta Kelpeva twv vmoyneotrtwy, ota omoia B otnpyBel kot Ba
a&lodoyroel n Kputikr] Emitporry, €lval amokAELOTIKA 1) eTapeior IOV UTIOBAAAEL TNV
vrtoynodiéa.

» Kdbe etaipeia €xel SuvatdTnTa S)AWoNG picg CURHETOXTG AVl KaTnyopia.

» O Awopyavwng kat n Kputikr} Emiitpori € dp€pouv kapio euBUVN yia To TiEpLEXOpEVO
KoL TuxOv eEAATH ototy el urtoPndrotritwy. H Stopydvwon Statnpei 1o Sikaiwpa, HETA
NV UTtoBoAT} TwV VTTIOYNPLOTITWY, VA CUYXWVEVOEL, VA LETOKIVIOEL T} VO AKUPLIOEL
KOTNYopleEG.

» To va BewpnBel €ykupn pio vrtoPndidmta Ba mpémel va €youv amavtnBel OAeg ot
EPWTNOELG TOU EPWTNHATOAOYIOU 0TNV NAEKTPOVLIKT) TAATDOpHa KOl va €xeL UTTOBAN Ol
pExpL TNV TeTdpn, 12 NogpBpiov 2025.

» Metd Vv pwtn pdon g a&loAdynong Oa TpoKUPOUV 3 VIKNTEG avd Katnyopia.

» e mepimTwon mou Kol urtoPndLoTnTa TIEPATEL 0TNV TEALKT TPLAd, Ba KANBEl o
6evtepn ddon a&loAdynong VWOV TNG KPLTIKNAG EMLTPOTING VAl TIPAYULATOTIOOEL
mapouoiaon NG uroYndLoTNTAG NG (SLdPKELA 30°) KAl VO ATIOVTHOEL OE EPWTI|OEL
(SLdpkeLa 20”).

» Ot 3 Nikntég mou Ba mpokVvYouv avd katnyopia Ba avakowwBolv otnv TeAetn
Amovopnig Twv Bpofeiwv, otig 9 AegkepBpiov 2025 H vmoynddtnta pe v
uymAdtepn BabBpoloyia Ba eival 0 10G viknTrg TG Katnyopiog kot Ba AdBel to CS
Excellence Award kat B akoAouBricouv ot BpaBeloelg Twy 2 EMOPEVWV VIKNTWV YL TO
Distinction Award.

» Ol VIKNTEG TWV TIPONYOUUEVWV ETWV SEV UTIOPOUV VA CUMUETEXOUV LE Case TIOU EXEL
116N BpoPevBel.

» To KOOTOG Yyl CUMMETOXT O€ Miot katnyopia avépyeTal 0TO OGO TWV 200 € (+ 24%
OrA).

> OLVIKNTEG avVAAXUBAVOUV TNV UTIOXPEWOT) VO TIOPOUCLACOUV PETA aTtd TIPOOKAN 0N TOU
IvoTitouTou KOTd Tn SLApKELX TOU €TOUG 2025 €val EPYNOTIiPL Yvwong He Bépa to
QVTIKE{PEVO yLa TO oTtolo dSNAWONKE CUPETOXT.

» TN xprion Tou orjpatog Twv Bpafeiwv amnatteital ddeta amd to EIEM. Ma ) xprion
ONHaTOG, N XPEwON €lval PNSEVIKT] YL ToL LEAT EVW YL T 1) HEAT) QVEPYETOL OTX
4OO00E.

Me TNV oploTikr} uTtofoAr] Twv vroYndlotrTwy oag ota Bpafeia kal TN CUPHETOXT] OAg,
OUPOWVEITE PE TOUG OpOUG CUMPETOXTG TWV Bpafeiwv.
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1

KATHIOPIEZ BPABEYZHZ

KoaAUtepn Eknaidevon ya tnv EEunnpétnon MeAdtn
Best Customer Service Training

H Kawvotopia otnv Epnelpia tou MeAdtn
Best Use of Innovation in Customer Experience

A&lomowiwvtag tn Pwvr] Tou MeAdtn
Voice of the Customer

KoaAvtepog Zuvduaopdg AtcdAwv EEunmpétnong MeAdtn
Best Omni-Channel Customer Service

Opada tng Xpovidg: EEunmpétnon MNedatwv
Customer Service Team of the year

Opyaviopdg tng Xpovidg: EEunmpétnon MeAdatwv
Customer Service Organisation of the year

Kévtpo TnAepwvikrig E§unnpétnong Medatwv tng Xpovidg
Customer Call Center of the year

KoaAutepn xprion Texvoloyiag otnv Epmelpia tou Xpriotn
Best use of Technology in User Experience

KoaAUtepn Zyéon Zuvepyaoiog pe EEwtepikd Mapoyo
Best Outsourcing Partnership

[y

KoAvtepn Edappoyr) Mobile App otnv Epmeipia touv Xprion
Best Mobile App in User Experience

[y

KoAvtepn Wnérakn Epmerpio MeAdtn
Best Online Customer Experience

KoaAvtepn Epappoyn) tng Texvntrig Nonpooivng otnv Epnelpia tou MeAdtn
Best Use of Artificial Intelligence in Customer Experience

w

KoAvtepog Opyaviopog yia ESG Mapayovteg & Mpaktikég otnv EEumnpétnon MNehatwv
Best Organisation ESG Factors & Practices in Customer Service

EAAHNIKO INZTITOYTO EZYMHPETHZHZ MEAATQN
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KATHIOPIEZ KAI NEPIFPA®H BPABEIOY

1. KaAutepn Eknaidevon yix tnv EEunnpétnon MeAdtn — Best Customer Service Training

NEPIFPA®H BPABEIOY: BpaBevovtal cuykekpluéveg SpAoELS 1) TIPOYPAUOTA TIOU €MLEPOUV 0T
oKEYN, To Yopaktripa Kol tn cupTEplPopd TwV EPYAlOUEVWY PE OKOTIO TNV ATIOTEAECUATIKOTEPN
e&umnpETnon tou (EoWTEPLKOU H/Kal EEWTEPLIKOV) TIEALTN.

ANTIKEIMENO BPABEYZHZ: APAZH 'HNMPOIrPAMMA

JUOTNUATIKO, OPYOVWHEVO Kal XPOVIK& oploBetnuévo mpdypappa aywyrg kot pdbnong mou
TipoypappatiCeTal amd Tov opyaviopd Kol UAOTIOLE(TAL amd €vav 1] TEPLOCOTEPOUG EKTIAULOEVTIKOUG
dopeig. M.x. CUPMETOXT] TOU OPYQVIOHOU OE TIPOYPAMUHATO KOTAPTIONG HECW ETIOYYEAUATIKWY
OUVOEOHWV KOl ETILHEANTNPLWV.

2. H Kouvotopia otnv Epmelpia touv MeAdtn — Best Use of Innovation in Customer Experience

NEPITPA®H BPABEIOY: Bpofelovtal OUYKEKPLUEVEG KOLVOTOUEG SPAOELG 1] TIPOYPAUUATA
avaoxedLaoHoU AELTOUPYLWY TIOU apopolv oTr dnuloupyia VEWV EUTIELPLWV YL TOV TTEALTN 1)/KalL TOV
avaoyxedlaopd Asltoupylwy kat Stadikaolwv Pe okomd TN Stadopotoinorn, TV avénon g
tkavoToinong, TN BeATiwong Tng ToLdTNTAG TWV TIAPEXOUEVWY UTINPECLWV KAL TN SHLoupyict GUVOAKA

peyoAuTtepNG agiag.
ANTIKEIMENO BPABEYZHZ: APAZH 'H MTPOrPAMMA

JUOTNHOTLKESG, OPYAVWHEVEG KAL XPOVIKA 0ploBeTnuéveg Spdaoelg TTou 0dnyouv otn Snpoupyia VEwy,
KOLVOTOUIKWYV EUTIELPLWV Ylot ToV TEAGTN. Ot eumelpieq pmopovv va adopolv Ce OTOLASTTIOTE
nep{mtwon oAAnAemidpaong tou TEAATN ME TOV OPYQVIOMO (TL.Y. ayopd, katavoAwon 1) xprion
TPOIOVTOG/ UTNPEDING, TPOOWTIKY 1| €§ QTMOOTACEWG €madr HE TPOOWTIKS 1] BeATIwHEVN Kat
€EATOUIKEVPEVT] CUUHUETOXT] TOU TIEAATN O€ SLadIKAO(EG).

3. AZlomowwvrtag tn ¢$wvrj Tou eAdrn — Voice of the Customer

NEPIFTPA®H BPABEIOY: Bpofelovtal GUYKEKPLUEVO CUOTHHATO TIOU @) OYET{OVTaL HE TNV
QVTLUETWTILOT) TINPATIOVWYV KAl ELSIKWV ATTALTIOEWY TWV TIEAATWV (TT.X. TtapdTovoa/ uTtoSe(EELG, aLTripaTa
eldkng petaxeiplong, emiduon mpoPfAnudtwy) kot B) mephapPdvouv  peBdSoug  yia  va
"apouvykpdlovtal" TIg avayKeg Kal Tig eTBupieg Tou teAdtn (feedback systems techniques or tools), pe
OKOTIO TNV QTOKOTAOTOOY) TNG LKAVOTIOMNONG TwV TEAATWV (customer recovery), tnv amoduyn
TIOPOHOLWV TIEPLOTATLKWY OTO HEANOV (process recovery), TNV KATAAANAN QVTLHLETWTILOT] TOUG ATIO TOUG
epyalopévoug (employee recovery) kat Tn BeATiwo) TNG CUVOALKT|G EUTIELPIOG TOU TIEAATN OTO HEANOV.

EAAHNIKO INZTITOYTO EZYMHPETHZHZ MEAATQN
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ANTIKEIMENO BPABEYZHZ: ZYZTHMA

JUOTNHOTIKA KOL OPYAVWHEVH CUOTHHOTA VIO TNV QVTLHETWTILOT TILPATIOVWY Kal ELSIKWYV ATIAUTHCEWVY
Tou TEPAAPAVOUY EVEPYELEG ylow TOV evtoTilopd, Tn Stayeiplon kot Vv emidvon mapamévwy 1
TpoPANpdaTwy Tou prtopei va opeihovtal og PAAPEG 1) TEXVIKA TIPOPAT T TIPOIOVTWY, {NTHHATA HE TN
oupmeptpopd Kot TNV amddoon TOU TPOOWTIKOU, €LSIKEG AVAYKEG CUYKEKPLUEVWYV TIEAQTWYV K.O.K.
EmumAéov, o Opyaviopdg mpémel va amodeifel mwg €xel avamtUgel Tépa amd amoSoTikd KavaAila
ETIKOVWVIOG PE TOUG TIEAATEG TOU Kal peEBASoug avdAuong twy TAnpodoplwy Touv AapBdavel (T.x.
oxOAla, Topdmova), wote va eival o B€on va BEATIWOEL TNV gumeLpial TOU TEAXTN OAAX KOl va
ONHLOUPYTOEL ETIXELPNHATIKA OPEAN YLl TNV eTityeipnon. Mo Tapddetypa, péoa amnd oxOAla TEAATWY
MTIOPOUV Vo TIPOKUYOUV 0ANQYEG OE TIPOTOVTA, UTINPECIEG Kot SLadIKAOLEG 1] AKOP KOL 1) aVATITUEN EVOG
VEOU TIPOLOVTOG 1] Ut peaiag ou Ba KOAUWEL P avaykn 1) emBupia Tou TTEAXTN.

4. KaAUtepog Zuvduaopog AtavAwyv EEuninpétnong MeAdatn — Best Omni-Channel Customer Service

MNEPIFPA®H BPABEIOY: Bpoafevovtol CUYKEKPLUEVA CUOTHHATO TIOU TepAapBdvouv Tn xprion
TIOAAXTIAWY KAVOALWV €TILKOVWVIaG/ StoadAwv yla Tnv E§utmpétnon Medatwy pe okomd v Ttapoxr
EVOAAAKTLKWYV YLO TNV LKAVOTIOMOT TWV OVOYKWV KOL TIPOTLUICEWY ETIKOLVWVIOG TWV TIEAATWYV KoL TNV
T POXT] HLaG VLG KO aSLEAELTTTNG (seamless) eumeLplog yla Tov TTeEAdTN.

ANTIKEIMENO BPABEYZHX: ZYZTHMA

2ZUOTHHOTA TIOU CUVICTAVTAL 0TO CUVSUACHO TIEPLOCOTEPWV ATIO VAL KAVOALWY EEUTINPETNONG
TEAXTWV (T.X. EvOTNTA/ integration TPOowWTILKYG EEUTINPETNONG OTO KATACTNHA, ZUXVWV Epwirjogwyv
FAQs o€ .ototomo kal live chat 1} aAAnAemidpaon pe meAdteg péow social media).

5. Opada tng Xpovidg: E§unnpétnon Nelatwv — Customer Service Team of the year

MEPIFPA®H BPABEIOY: Bpoafevetal 1 Aploteia otnv E&ummpétnon Medatwyv. Avayvwpiletal 1
umapén vPnAwv mpotunwyv E&ummnpétnong Mehatwv oe Opdda. H Apioteia otnv E&ummnpétnon
Medatwv yapoktnpiCet pia Opdda mou Ppioketal o€ Sapkr) apdidpoun emkovwvia Pe TOV TTEALTN,
OUMEyEL, avaAVel kat Staxelpiletal SeSopéva OXETIKA HE aUTOV, Tapdyel Kol SLaXEEL VEQ yvwon,
avaTITUOOETAL, AUTOBEATILVETAL Kot poBaivel cuveEXWG e OKOTIO T SMHLoUPYic EEALPETIKWIV EUTIELPLLOV
yla Tov TeAdTn ou utepPaivouy Tig TPoodoKieg Tou.

6. Opyaviopdg tng Xpovidg: EEutmpétnon MNedatwv — Customer Service Organisation of the year

MEPIFPA®H BPABEIOY: Bpofevetal 1 Aploteia otnv E&ummpétnon Medatwyv. Avayvwpiletal 1
unapén vPnAwv mpotunwyv ESunnpétnong Medatwv og Opyaviopd. H Aploteia otnv EEummpétnon
MNedatwv yapoaktnpilet €vav Opyaviopd mou Bpiloketal oe dtopkr apdidpoun emKovwvio YE TOV
TEAQTN), OUAAEYEL, avaAUeL kat StoxelpiCeTal SeSOUEV OYETIKA PE aUTOV, TTopAyEL Kol SlayEel VEX
yvwon, avamtuooeTal, aUTOREATIWVETAL Kot pobaivel ouveXWG e OKOTIO TN Snuloupyia eEXLPETIKWV
EUTIELPLWV YLa TOV TIEAGTN TTOL LTtEPBaivouV TIg TTPOTSOKIES TOV.

EAAHNIKO INZTITOYTO EZYNHPETHZHZ NEAATQN
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7. Kévipo TnAepwvikrig E§unnpétnong MNedatwv tng xpovidg — Customer Call Center of the year

MEPIFPA®H BPABEIOY: Bpafevetal n Aptoteia otnv padikr) E§umnpétnon Melatwy mou mapéyetal
amod opyavwpévo KEvIpo efutnpétnong etatpiag. Qg Aptoteio oty padikr) E§ummpétnon MeAatwyv
xopaktnpiletat n dtapkrig avolytr kot apdidpoun emkolvwvia pe Tov TEAATN, N €vatcOnoia otn
Stayeiplon dedopévwy Kat 1) SnULoVPYId EEUPETIKWV EUTIELPLWIV VLA TOV TIEAXTN TIOU UTIEPPaivouy Tig
Tipoodokieg Tov.

8. KoaAUtepn xprion Texvoloyiag otnv Epmelpia tou Xprjotn — Best use of Technology in User

Experience

MEPIFPA®H BPABEIOY: Bpafelovial OUYKEKPLUEVEG TEXVOAOYIKEG OPACELS 1] TIPOYPAHUHUOTA
avaoxedLAoHOU AELTOUPYLWYV TIOU apopoUV 0T SNULOVPYIN VEWY EUTIELPLWV Yo TOV TIEAATN 1j/KaL ToV
avaoyxedlaopo AslToupylwy Kat Stadlkaolwv Pe okomd Tn Stadopotoinorn, v avénon g
tkavoTioinong, TG BeAtiwong Tng ToLdTNTAG TWV TIAPEXOUEVWY UTINPECLWV KAL TN SNULoUpYic GUVOAIKA

peyoAUTePNG agiag.

9. KaAUtepn Zx€on Zuvepyaciog pe EEwtepikd Mapoxo — Best Outsourcing Partnership

MEPIFPA®H BPABEIOY: BpaPevetal n Aptoteia otnv E§umnpétnon Medatwyv. Autr n katnyopia
adopd EMUTUXNMEVEG CUVEPYAOIEG HETAEY OPYAVIOHWY KOL EEWTEPLKWV CUVEPYATWY OTOV TOHEN TNG
egummpétnong mehatwyv. Ot uttoyrdlol TPETEL va UTTOPoUV va amtodel§ouv WG HECA amd QUTH TN
ouvepyooia €xel emwdeAnBel 1600 o opyaviopdsg, 600 Kol 0 €§WTEPLIKOG OUVEPYATNG, OANL €xel
BeATlwOel kal 1 TTOLOTNTO OTNV EUTELPLO TOU TIEAGTN.

10. Epappoyr] Mobile App otnv Epmeilpia tov Xprijotn — Best Mobile App in User Experience

MEPIFPA®H BPABEIOY: Bpafevetat n Aptoteia otnv padikr) E§umnpétnon Melatwy mou mapéyetal
amé mobile app. Me ekatoppUpla epappoyeg Slabéatueg o€ GA0 TOV KOGHO, N TTPAYHOTIKOTNTA E(VaL OTL
Sev opkel va dnuiovpyeite amAwg pla epappoyr] tou eivat xpriotpn 1j mtpwtdtumm. Autr n ebappoyr] Ba
TIPETIEL TAUTO)X POV VA 00 BonBrioEL VO SN ULOVPYT|OETE KAAUTEPEG EPTIELPLEG VLA TOUG TTIEAATEG 0AG. ZTNV
TIPAYHOTIKOTNTA, Ol KAAUTEPEG EPAPUOYES EIVOL AUTEG TIOU E(VaL TOGO TIOAUTLUEG TIOU EVOWUOTUWIVOVTOL
TIAN}pwG 0T (W] TWV XPNOTWV KalL TIAPAPEVOUV £TOL TIPOCOETOVTOG CUVEXWG VEEG AELTOUPYIES.

11. KaAvtepn Wnorakr Epmnelpia MeAdtn — Best Online Customer Experience

MEPIFPA®H BPABEIOY: Bpafevetain Aptoteio otnyv tapoxr) YndLokrg ePmeLpiog oTov TTEAATN, H€oa
and kd&Be €idoug Swadiktuokd 1 Ynolokd péoa. Wndiakry eumelpia opiletar to oUvoAo Twv
OAANAETILOPACEWY TOU TTEAATT) HLE TOV OPYAVIOUO KOTA TNV TTAOT|yN oM, EEUTINPETNOT), AUTOEEUTINPETNON,
ETIKOLVWVIX 1] ayopd TTPOIOVTWY KAl UTINPECLWYV HECW UNPLakwV KavaAlwy (6Twg totooeAida, mobile
ebappoyég, live chat, email, social media, mAatdoppeg self-service k.4.).
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Kpitripta Omwg n €ukoAior ypriong, Tm OUVETELA Kal OAOKArjpwomn SloaUAwyv, 1N KalvoTopio, 1
TPOOWTIOTIONON, N ouVALoONUATIKY) oUvdeon HeE Tov TEAATN, n aflomoinon TEXVOAOYLWV Kal
Sdedopévwy, kat 1 Slopkrig BeATiwon, eival Bacikd CUOTATIKA TNG €§ALPETIKNG WNndLaKnG EPTELPLAG TIOU
e€etadeTal.

12. KaAVtepn Epappoyn] tng Texvntrig Nonpoovvng otnv epnelpio tov MeAdrn - Best Use of

Artificial Intelligence in Customer Experience

MEPIFPA®H BPABEIOY: Autr n katnyopio avayvwpilel opyaviopoug Tou alomolouv TV TexvnTi
VOTNHOOUVN yla va G€POuUV ETTAVACTOOT OTLG EUTIELPIEG TWV TTEAXTWV. ATtd Ta chatbots ou mapéyouv
€ENTOMIKEVPEVEG ATIAVTIOELG €WG TLG KOLVOTOWMEG TIPOTACELS, ylopTAloupe Tig AVoelg Tou Baoiovtal
OTNV TEXVNTH VONHOoUVN Kal eVioxYouv Tnv adociwon, dieukoAvvouy Tig dtadikaoieg kat BETouy véa
OTAVTOP OTNV TTIEAATOKEVTPLKY] APLOTEIQ.

XopoKTNpLoTIKA Tapadelypata:

= Chatbots kot elkovikoi BonBoi (Chatbots and Virtual Assistants): Autopatomoinon Twv
AAANAETIOPACEWY HE TOUG TEAGTEG yla TNV Tapoxr] duecwv amavtrjoewv kot Bor|Belag o€
TIPAYHATIKO XpOVo, xpnoLpoTotwvTtag oAydplBpoug eme&epyaaiag puoikrig yAwooas.

= AvdAuon ouvaioBrjpatog (Sentiment analysis): Aviyveuon kot avdAuon cuvatoOnudtwy amnd ta
OXOAL, KPITIKEG KOl QAANAETILOPACEL OTA KOWWVIKA HEoa yla Tnv €§aywyr] TPOKTIKWYV
TIANPODOPLWIV KL TNV EYKALPT] AVTLUETWTILOT) AVIOUXLWV.

* AutopatoTmonpéveg pogg epyaociog (Automated Workflows): BeAtiotomoinon twv dtadikaotwy
uttootrpLEng pe €§UTvn SPOoPOASYNON EPWTNOEWY Kol KALUAKWON {NTNUATWY, HELWVOVTAG TOUG
XPOVoug amoKpLoNgG.

= Xoptoypadnon tagdiov mehatwv (Customer journey mapping): AvaAuon Twv cAANAeTLOpAoEWY
TWV TTEAATWV yla TN BeATiwon TG epTELplag TOUG HECW aAyopiBuwy pnyavikrig pddnong.

=  [lpoyvwoTtikn umootrptén (Predictive Support): MpofAémnel kot avtipetwmilel mpoBArjpata
TEEAXTWV TIPOANTITIKA, avoAVOVTAG LOTOPIKA Sedopéva kat potiBa uTtootrpténg, BeEATiwvovTag tnv
LKOVOTIOLN O™ TWV TIEAATWV KAl JELLIVOVTAG TO KOOTOG UTIOOTHPLENG.

. KaAvtepog Opyaviopdg yia ESG Mapayovteg & Mpoaktikég otnv EEunnpétnon MNelatwv — Best

Organisation ESG Factors & Practices in Customer Service

NEPIFPA®H BPABEIOY: Autr n katnyopia avayvwpilel opyaviopoug ou £0Tid{ouv 0To UVSUACHO
NG TTOPOXTIG TIOLOTIKWV UTINPECLWV EEUTINPETNONG TIEAATWY Kal epappoyris ESG* mapaydvtwy kat
TIPOKTLKWV.

*ESG: (E (Environmental), S (Social), G (Governance)

MNapadeiypata

MNepiBorrovrikéc MpokTikéc (Environmental)

= Xprjomn avaveWOLUWY TINYWV EVEPYELNG OTA KEVTPA EEUTINPETNOTG TIEAQTWV.
= Xprion ¢kwv Tpog To TEPIPAANOV UAKKWV yla kdBe €vtumo UAkS 1 €§OTALOMO TIOU
XPNOLUOTIOLEITOL OTNV EEUTINPETNOT TTEAXTWV.
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MpoypPAPHATO AVOKUKAWOTG VLA TO UALKA TIOU X P1)OLLOTIOLOUVTOL KATA TNV EEUTINPETNOT TTEAATWV.

Kowwvikéc MpokTikEéc (Social)

Nopoxry Sikalwv MOBWY Kol KAAWV EPYNOLAKWY CUVONKWY ylo Ttoug epyaldpevoug otnv
€EUTINPETNON TTEAXTWV.

AodpdAion G LoOTNTAG KL TNG CUUTIEPIANYNG 0TV Epyacia.

Juvexrig ekmaidevon kat avdmtuén twv epyalopévwy ot Bépata Plolung avamTugng Kat
UTIELBUVNG ETILYELPTMATIKOTNTAG.

SUPHETOXT| OE€ TPOYPAUHUOTO TTIOU UTIOOTNPICOUV TIG TOTILKEG KOVOTNTE.

MpwTtoBoUAieg ETAULPLKTG KOWVWVLKTG EUBUVNG TIoU eMnped{ouv BETIKA TIG KOWVOTNTES.

Mpoaktikéc Etapiknc AtakuBépvnonc (Governance)

Avouyt kot Stadavrig ETILKOLVWVIN PLE TOUG TIEAATEG OXETIKA UE TLG TIEPLPBAANOVTIKEG KL KOWVWVLKEG
TIPOKTLIKEG TNG ETALPELQG.

Anpovpyio avadpopwv ESG kat SnoctoTioinoT Toug 0To KoLvo.

Yi00€tnon umevBuvwy TOAITIKWY TIOU TPOAYOUV TNV oKepadtTa Kot TNV Nk otnv
€EUTIMPETNON TIEAQTWV.

STPOTNYLKEG YLt TNV OVTIHETWTION TWV TEEPBAAOVTIKWV KAl KOWVWVIKWY ETITTWOEWY TWV
SpaoTNPLOTHTWY TNG ETALPELQS.

ZUPHETOXT TWV TEAATWYV OTLG Stadikaoieq Ayng amnodpdoswyv péow dnupookomrioewv 1} focus
groups.
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AITAAOTIATIATO EAAHNIKO INZTITOYTO EZYMHPETHZHZ MEAATQN

To EAANVLKO Ivotitouto E§umnpétnong MeAatwv (EIEM) gival évag pn kepSOOKOTILKOG OpYavIOUOG O
omoiog WOpUBNKe TO 2004 MPE TNV UTOOTHPLEN TIOAVEBVIKWY, HEYOAWYV EAMNVIKWYV E€TALPELWV Kol
ETILOTNHOVIKWY op€wv Tou AelToupyoUv otnv EANGSa. Zrjpepa, 139 €Taipeieg eivar péEAN TOU
IvotitoUTou.

Kowvr] memoiBnon twv WOpuTikwy PEAWV Tou IvoTiTouTou HTav 1 avoyvwplon Tng avaykng vo
avaBabuiotel kot vo uttootnpLyBei 0 pdAog dowyv, Aueoa 1} EUUEDQ, EpXOVTOL OE ETTAPT) LE TOV TIEAKTN.
Eival amapaitnto oAOKANpN N ETILXELPNUATIKT KOWOTNTA 0AAG Kat ot kpaTikol popeig otnv EANGSa va
dwooupe peyaAUTepn €udoaon ota Bépata mou adopolUv 0T oxEOT UE TOV TTEAXTN Kal 0T BeTIKN
EUTELplO TOV.

Kplowpo akdun eival va tpowBrjcoupe Eva eTiELPNMATIKO TAa{olo TTou Ba uTtooTnpileL TIG ATOMLKES
6e€1oTnNTEG 0NV E§UTINPETNON TTEAATWYV Kot B avayvwpiet 6ooug Tig edappdlouv pe emtuyia. To EIEM
MEOW TwV MEAWV TOU, O oplBuog Twv omolwv auv&dvetar ToyUTaTA, OmMeLVBUVETAL OTOV
«€EUTINPETOVHEVO» TIEAATN, TTOA(TN, AvOpwWTIO, pE TGO TN cuvexr| BeAtiwon Tng e§umnpEtnotig Tou.

MATMEPIZZOTEPEZ MAHPO®OPIEZ:

EAAHNIKO INZTITOYTO EZYTHPETHZHZ MEAATQN
Avaoctooia Mewpyomoviou
Zuvtoviatr EQvikwyv BpaBeiwy EEurnpetnaong MNeAatwv

Operations Executive

210 300 1023 | anastasia.georgopoulou@customerservice.gr
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