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13. KaAutepo¢ Opyaviopog yia ESG Mapayovteg & TMpaktikég otnv

E§unnpétnon NeAatwv
Best Organisation ESG Factors & Practices in Customer Service

Nepypadn BpaPeiov

AuTH n Katnyopia avayvwpilel opyaviopoUg Tou e0TLAloUV 6To cUVEUACGUO TNG TTAPOXHG TIOLOTLIKWY

UTINPECLWY £EUTINPETNONG TTEAQTWY Kal ebappoyng ESG* mapayoviwy Kol TPAKTKWV.

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

Noapadeiypota

NepBarlovtikéc Mpaktikée (Environmental)

Xpron avaveWOoLLWY TINYWYV EVEPYELG OTA KEVTPA EEUTINPETNONG TTEAATWV.

Xpnon ¢WKwv mpog To TePLBAAOV UAKWY ylo KaBe €viumo UAIKO 1 g€omAlopd Tou
XPNOLUOTOLE(TAL OTNV EEUTINPETNON TIEAATWV.

Mpoypdppata avakUKAWOoNG yLa Ta UALKA TTOU XPNOLUOToLoUVTaL KOTA TNV EumnpEtnon
TEEAQTWV.

Kowwvikec Mpaxtikec (Social)

Mapoyxn Sikalwv pobwy Kol KAAWV EPYACLOKWY CUVONKWY ylol Toug epyalOUEVOUC OTNV
efumnpEtnon meAaTwy.

AlaoddaAion Tng LOOTNTAG KaL TNG cupmnepiAndng otnv epyaocia.

JuvexnG ekmaideuon Kol avamtuén twv epyalopévwy oe BEpata BLLoLung avantuéng Kat
uTeVBUL VNG ETUXELPNLATIKOTNTOC.

JUMUETOXN O€ TIPOYPAMUOTO TTOU UTIOOTNPL{OUV TLG TOTILKEG KOLWVOTNTEC.

MPpWToPOUALEG ETALPLKAG KOWVWVIKNG EUBUVNG TTOU EMNPEAIOUV BETIKA TLG KOLVOTNTEG.

MNpaktikée Etatpkne AtakuBEpvnonc (Governance)

Avolyt kal Stadavig eMKOWwvio PUe TOUC TTEAATEG OXETIKA UE TIC TEPLBAANOVTIKEG Kol
KOLWVWVLKEG TIPAKTIKEG TNG £TALPELQC.

Anuoupyia avadopwv ESG kat dnpoolomoincn Toug 6To Kowo.

Yio0€tnon umelBuvwy TOALTIKWY TIOU TIPOAYOUV TNV OKEPALOTNTA Kal TNV nOwkn otnv
efunnpEtnon meAaTwy.

JTPATNYLKEG YLOL TNV QVTLLETWTILON TWV TEPLBAAAOVTIKWY KAl KOWWVLKWY ETIITTWOEWY TWV
5pOOTNPLOTATWY TNG ETALPELQG.

JUpHETOXN TwV TtEAaTWV otig Stadikaoie¢ APng anodbdcewy péow dnpookonroswv N focus
groups.
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ENOTHTA 1:

Ta keipeva auta &g Babuoloyolvral kat Ba Snuocleutouv.

(A) NepiAnyn untoPndrotntoag (Ewg 350 Aé€eig)

(B) Nnati aitel va BpoaPeutei (Ewg 50 AE€erg)

ENOTHTA 2: ANAAYTIKH TEKMHPIQZH YNIOWH®IOTHTAZ

MapakaAw TEKUNPLWOTE aVOAUTIKA TNV urtoPndLotnta, akoAouBwvtag tn Sour mou neplypadetal

TIAPAKATW.

2a: Napouoiaon

(A) ®Woocodia, Apactnplotnteg Kot ITeAEXwon TG OpAdag €§umMnpEtnong MEAATWV TOU
epappolel ESG factors & practices (£wg 400 A€€gLg)

Moo ivat To KUPLO AVTLKELEVO TNG opAdag e€UTINPETNONG MEAOTWY;

Molog eival o oKOTOC TNG opadag;

MNwc emAéyovtal kal aélodoyouvtal ta péAn tng Opadag;

Moleg elval oL yvwoelg, Oe€lOTNTEG KOl KAVOTNTEG TNG Opddog o6cov adopd otnv
E€untnpétnon Mehatwv Kat to ESG;

Moot eivat oL kUpLOL poAOL TwV PeAwyV TNS Ouadag;

M600 KOAQ EVOWUATWVETAL N OTPATNYLKI ESG OTIC TPAKTLKEG EEUTINPETNONG TTEAQTWY;

(B) AvBpwrvo Auvapiiko kat Eknaidsvon yia tnv Euninpétnon Neldatn (£wg 400 AégeLq)

MNwg ol epyaldpevol ekmatbevovtal Kot avarmtuooovtal otnv EEumnpétnon Mehatwy Kat o€
Bepatikég ESG;

Moteg elval oL yvwoelg, 6e€lOTNTEG Kal afleg TOU KAAAlEpyoUVTAL PECW TIPOYPOUUATWY
ekmaibevong;

Mwc ouvdéetal n EEumnpétnon MNelatwv pe tnv afloAdynon Tng amodoong kol Tnv

ermuPpaPeuon Twv epyalopEvwy;
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(r) Aedopéva, Kawvotopia kat Opyavwotakn Madnon (€wg 400 A€eLg)

Mota uotnuata kot Aladikacieg xpnoLlomnolouvTal;

Mwc avaAvovtal ta Sedopéva auTd Kol W XpNoLHomotlouvTal ya th Andn otpatnykwy
anodpAcswy;

Moleg KavoTtouieg elodyovrtal yia thn BeAtiwon tng EEumtnpétnong Nelatwy;

Mwg n Opada aflomolel Ta Sedopéva TOU CUANEYEL WOTE VO BEATLWVETOL CUVEXWG;
AvadEépeTe KALVOTOUEG TPOCEYYIOELG YLOL TNV QVTLUETWTILON TIEPLRBOAAOVTLIKWY, KOWVWVLIKWY
Kol SLaKUBEPVNTIKWY TIPOKANCEWV.

AvadEpeTe TPONYOUUEVEG SLAKPLOELG 1] aVayVWPLOELS TNG ETALPELAG YLa TLG TIPAKTIKEG ESG.

(4) Awadpacn, OAokAnpwon AtaAwv E§untnpétnong MeAdtn kot Ikavomnoinon MeAatwv (Ewg 400

AE€eLq)

MNwg n Opada svBappuvel, dlaxelpiletal kat aflomolel to feedback amo epyalopévoug kat
TEAATEG;

Mw¢ oAOKANPWVETAL N EMIKOWWVIA HECW SladopeTikwy StavAwy EEumnpétnong wote va
TIAPEXETOL L0l EVIOLA KL ASLAAELTTN EUTIELPLO OTOV TIEAATN;

Me motov tpdmo n Opdda mapakoAouBel to Babuod tkavomoinong Twv MeEAATWY;

MNwg éxetl BeATLWOEL N Lkavomoinon Twv MEAATWY SLAXPOVLKA;

(E) Frevikog Kavoviopdg yia tnv Mpootaocio Asdopévwv (GDPR) (Ewg 300 Aé€sig)

Meplypadte CUVOMTIKA Ta BrATA TIOU £XOUV TIpAYHATOTOLNOEL yla T CUUUOpdWON UE TO
levikd Kavoviopo yia tnv MNMpootaocia Asdopévwy (GDPR) (m.x. xaptoypadnon Sedouévwy,
mAnpodopnon GUCIKWVY TIPOCWTIWY yla TNV emnefepyacia Twv Se8oUEVwY TOUC, avVATITUEN

CUOTAMATOG K.ATL.).

2B: Anotipnon

(2T) Ynnpeoia (€wg 300 Aé€eLg)

Mota Atav n cuvelohopd amo tv opada otnv BeAtiwon TnNE MOLOTNTAC TWV TAPEXOUEVWV
UTINPECLWV N/Kal TG EUMeLplag Tou meAdtn;
MapakoAouBeite PeTpAOLUA QMOTEAECUATA QMO TNV £hAPUOYN TWV TPAKTIKWY ESG otnv

efumnpEtnon nehatwy; Av val, dwote pag napadeiypata.
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(2) QdéAsra — Asttoupyia (€we 400 Aé€erg)
e [lowa Atav n ouvelwodpopd tng Aplotelag otnv E¢unnpétnon MNelatwv otnv wdEAela Tou
OpyaviopoU (m.X. ocuvelopopd otnv kepdodopia, TA OLKOVOULIKA HeyEBn, 1 dalloug

OTPATNYLKOUC 0TOX0UC, BEATIWON TNG ATTOTEAECUOTIKOTNTAG KOl AIOSOTIKOTNTAG);

(H) Avamnrtuén (¢wg 300 Aé€eLq)
e [lowx Ntav n cuvelodopd tng Aploteiag otnv EEuntnpétnon Mehatwy otnv asidpdpo avarmtuén

KaL ovTaywvioTikoTnta tou Opyaviopou;

(©) Kowwvia (£wg 300 Aé€eLg)

e [lowa NTav n cuveloPopd oTNV KOLWVWVIO GUVOALKA;
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