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4, Akouyovtag tn pwvn tou nteddtn (Voice of the Customer)

Nepypadn Bpapeiov

BpaPelovtal CUYKEKPLUEVO CUCTAUOTA TIOU ) OXETL(OVTOL E TNV OVTLUETWIILON TOPATIOVWY Kall
£I0IKWV OmAITAOEWY Twv TieEAaTwy (m.x. mopdmnova/ unodeifelg, attpota el8LKAC HETAXEipLong,
eniluon npofAnudatwy) kat B) mephappfavouv pebodouc yla va "adouykpalovral” TIC OVAYKEG Kall
TI¢ emBupiec tou meharn (feedback systems techniques or tools), pe oKomoO TNV OMOKATACTOCN TNG
Lkavomoinong twv TeAatwyv (customer recovery), TNV oamoduyr TOPOUOLWY TIEPLOTATIKWY OTO
UEAAOV (process recovery), TNV KOATAAANAN QVTILETWITLON TOUC amod Toug epyalopévoug (employee
recovery) kat tn BeAtiwon tng OUVOALKAG EUTIELPLAG TOU TTEAATN OTO LEAAOV.

Avtikeipevo BpaBeuong: ZUoTnua

JUOTNUOTIKA KOl OPYOVWUEVA OCUCTAUATO Yl TNV OVTLUETWITLON TIOPATIOVWY KoL  ELSIKWV
QMALTAOEWY TIOU TIEPNAUBAVOUV EVEPYELEG YLOL TOV EVIOTILOMO, TN Olaxeiplon kal tnv emiluon
TAPATOVWY 1 TPOoPANUATwWY Tou Umopel va odeihovtal oe BAABeG 1 TEXVIKA TPOPARMOTA
npoloviwy, {NTAKATA UE TN CUUTEPLDOPA KAl TNV amoOd00n TOU TPOCWTILKOU, ELOLKEC QVAYKEC
OUYKEKPLUEVWY TIEAOTWVY K.0.K. ETmAEov, 0 Opyaviopog TIPETEL Va amodeifel mwg €xeL avamTugel
TEPA Ao amoSOTIKA KOVAALO ETUKOLVWVIOG HE TOUG TTEAATEG TOU Kal HeBOdouG avaAuong Twv
TmAnpodoplwv mou Aappavel (m.x. oxoAla, Tapdmova), WoTe va eival oe B£on va BEATIWOEL TNV
gUMELpila TOU TEAATN OAAQ KOl va SNELLOUPYNOEL ETIXELPNUATIKA O0dEAN yla TnV eTixeipnon. Na
TapASeLlyHa, LEoA amo oXOALO TTEAQTWY LITOPOoUV va TipokUPouv aAAQYEG O€ TTPOIOVTA, UTINPEGCLEC
Kot Stadlkaocieg N akOpa Kal N avamtuén evog VEOU TPOolovVTog | umtnpeoiag mou Ba koAUl pa
oavaykn f embupio tou meldtn.

ENOTHTA 1: NEPIAHWH YNOWH®IOTHTAZ

To keipevo auto be Babpoloyeital Kal umopet va SnNULOCLEVTEL.

MapakoAw mapabéote pia ouvtopn mepiAndn tng untoPndLotnTag, akoAouBwWVTaG TNV EVEELKTLKNA
Soun mou TePLYpAdETAL OTA EMOMEVAL.

ZKOTOG
Mota Atav N attia ylo To oXedLAoUO KOl TNV UAOTIOLNGN TOU CUCTAOTOG;

Nepypadn
Motol ATav oL oTOXOL KaL WG ETITELYXONKAY;

Suvelwodopd
Mola ATav T AUECA ATIOTEAECOTA ATIO TNV UAOTIOLNON TOU GUGTHLOTOG;
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Mowa NTav n cuvelodpopad TOU CUCTIUATOC:
e 0oTn Behtiwaon TG MOLOTNTAS TWV MAPEXOUEVWY UTINPECLWV /KL TNG EUMELploG TOU TEAATN;
e otnv kepbdodopia Tou opyaviouou;
®  OTNV AMOTEAECUOTIKOTNTO KO OTTOSOTIKOTNTO TOU OpyaVIGHOU;
e 0oTNV aeldbOpo avamTuén Kal avTaywvLoTIKOTNTA TOU OPYOVLOLOU;
e  OTNV Kowwvia GUVOALKA;

Adia
MNarti mpénel va BpaPeutel auth n ouykekplpévn uroPndlotnTo;

(ZUvolo nepypadng: Ewg 350 AE€eLg)

ENOTHTA 2: ANAAYTIKH TEKMHPIQZH YNIOWH®IOTHTAZ

MapakoAw TEKUNPLWOTE AVAAUTIKA TNV urtoPndLotnta, akoAouvBwvtag tn Soun mou meplypadetal
TAPAKATW.

2a: Napouociaon

(A) Ztoxol (€wg 450 A€eLg)

AnotUnwon Kal meplypacdr Twv oTOXWV TOU TPOYPAUUOTOC OTWE TT.X. dlatrpnon/ amokoatdotaon
NG lKavomoinong Twv MeAATWY, anoduyn TAPOUOLWY TIEPLOTATIKWY O0TO HEANOV, OTMOTEAECUATLKNA

QVTLUETWTTLON TIOPATIOVWY Ot TOUG gpYaloUEVOUG 1)/Kal Snutoupyia VEou Poiovtog/ umnpeoiag.

(B) Awadikaoio (Ewg 400 Aé€eLg)

Amotunwon Kol eptypadn:

() Twv peBOdwv mou akolouBnbnkav ylwo Tov eviomiopo, tn Slaxeiplon kot TNV emiluon
TIAPATIOVWV KOl ELSIKWY ATALTHCEWV KoL

(B) Tng oUVEEDHG TOUC UE TOUC OTOXOUG.

(r) ArtoteAéopata (Ewg 400 AE€sLg)

AmotUnwaon Kot Teplypadn TwV ONMOTEAECUATWY OE OXEON UE:

(a) TNV avramokplon Twv meAATWVY TL.X. Kavomoinon, riototnta (loyalty), cuotaocelg (referrals) n
dnuoola Ekdpaacn BeTknG yvwpng (WoM),

(B) evbeielg/ otolxeia yla TN HElwON EUPAVIONG TTOPATIOVWY KL ELEIKWV ATALTHCEWY,
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(v) amoteAeopaTIKOTNTA TNC AVTLUETWITILONG TWV TTOPATIOVWY KAl TWV ELSIKWV QTTALTHOEWY OO TOUG

epyalopEVoUuG KaL TNV a€lomoinon Twv MEPLOTATIKWY OO TOV 0PYOVLIOUO.

2B: Anotipnon
(A) Ynnpeoia (€wg 400 Aé€eLg)
e [lola NTAV N ouveloPOpA TOU CUCTAUATOC 0TN BeATiWGON TNG TOLOTNTAC TWV TIOPEXOUEVWV
UTINPECLWV H/KOL TNC EUMELPLOC TOU TIEAQTN;
e [lpogkuav aAlayEg os polovta, untnpeoieg kKot SladLlkaoleg N aKOUA Kal N avamtuén evog

VEOU TIpolOVTOC N UTNpEsiog;

(E) QdéAela — Asttoupyia (€wg 400 A£€eLG)
e [lola Atav n cuvelodopd TOU CUCTHOTOC 0TNV WhEAELD TOU 0pYaVIOHOU (TT.X. cuvelodopd
otnv kepdodopia, Ta oKOVOULKA HEYEDN, | AANoUG oTpaTnylkolg otdxouc, BeAtiwon TG

QTITOTEAECATIKOTNTOG Kol Ao SoTIKOTNTAG Tou Opyaviouou);

(XT) Avamnrtuén (€wg 300 A€eLg)
e [lola NTav n cuveloPopd TOU CUCTHIATOC OTNV AELPOPO AVATITUEN KoL QVTAYWVLOTIKOTNTA

TOU OpyavLopOU;

(Z) Kowwvia (Ewg 300 Aé€eig)

e [lola ATav n cuvelodopd TOU CUCTHLOTOCG OTNV KOLVWVIA CUVOALKQ;
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