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ENIMOPOQTIKA NPOrPAMMATA

«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX)
FOR THE TOURISM SECTOR » To véo ospvdpio tou KEBE (100% Emixopriynon omé tnv AvAA)

Huepounvieg Ate§aywyng:
24 & 31/05/2017
(Zevodoxeio NAPA PLAZA, Ayia Nana)

ANATKH KATAPTIZHZ:

‘EPEUVEG OXETIKA He ayopég OSeixvouv v OAO KoL
avfavopevn Ttaon Twv Touplotwv va Slevepyolv
SladlkTuakn £peuvo Oyopag TPV amod omnoLadnmote
Qyopa KATTOLOU TOUPLOTIKOU TIAKETOU KOl T(POOPLOUOU.

MAnpodoplieg, KPLTIKEC BETIKEG 1 OPVNTIKEG elval TALoV
SlaBéolpueg o TOMAEG NAEKTPOVIKEG TAATPOPUEG LE
OMOTEAECUA VO EMNPEAIOLV TIG AMOPACEL TOUPLOTWY -
eAQTWV.

Eilvat TmA€ov avaykalotnta yio  KAOe  TOUPLOTIKA
emyelpnon va €xel Pl MARPN Kol KOAQ OPYOQVWHEVN
Online mapoucio ToU va avTamokPIVETAL OTLG AVAYKEG KOl
TPooSoKieC TWV TTEAATWV TNG.

Ol TOUPLOTIKEG ETUXEPNOELG Ba Tpémel va avtiAndBouv
OtL To Olabiktuo €xel aAldfeL PUIKA T LOOPPOTILEG
Suvapewy kat otL umtoPAdLotL TTEAATES KATEXOUV TTAEOV TO
mavw X€pL 6oov adopd tv afloAdynon Kol TNV TeAKN
emhoyn. H gumelpia Aowmov tou mehdtn otov sival KoAn
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Kal aflomoleltal amd tnv TOUpPLOTIKA €MXeipnon Umopsl
va BeATlwoel TV amotedeopatikotnta tng. H dtadikaoia
outn elvat yvwotn pe tv ovopoacia Customer Experience
Management (CEM) kaL okomd €xeL tnv evioxuon tng
TUOTOTNTAG TwV TEEAATWY, TNV alfnon tng MEAOTELAKNAG
Baong kat Kat’ eméktacn Thv avénon tng kepdodopiag Tng
TOUPLOTLKNG EMLXELPNONG.

O Baolkdg oKOTIOG TOU TIPOYPAMUATOC ival akplpwe va
BonBnBouUv oL TOUPLOTLKEG ETILXELPNOELG TIWG VAL ETILTUXOUV
VO €X0UV EVOl OMOTEAECHATIKO cloTnUA Slaxelplong tng
gunepiag  TOou  meAdtn  (Customer  Experience
Management, CEM) kal mw¢ va BeATlwoouv Kol va
Slaxelplotolv cwotd to Bépa tng Online ¢nRung kot
enwvupiag toug (Online Brand and Reputation). Ot
£pyodoteg Ba mpémel va katavornoouv OtL n Online ¢drun
KOL EMWVUMLO TNG TOUPLOTIKAG €TXeipnong toug Ba
TMpEnNel va  enavakepdiBel edpopuodloviag ocLYXPOVEC
HeBOS0UG MPOCEYYLoNG TEAATWV.

META THN OANOKAHPQZH TOY NMPOTPAMMATOZ Ol KATAPTIZOMENOI OA EINAI ZE OEZH NA:

Katavoouv tnv Puyoloyio Twv KotavoAwtwy / TOUpLoTWY TIou ayopdlouv pEcw tou Sadiktiou (online) kabwg kat
KWATPWV yla ayopd. Auto mepAapBAavel TNV KoTavopu Twv meAatwy / Touplotwy o Snuoypadikég opadeg kabweg Kat
v Slepelivnon TNG cumePLdOPAC TwV UTIOYRPLWY TTEAATWV.

Afloloynoouv tnv eunelpia twv online meAatwv OMw¢ auti ¢aivetal PECW TWV KAVOALWY KOWWVIKAG SIKTUWGONG
(Tripadvisor, Booking.com, Facebook Reviews, Google+ Reviews, and LinkedIn)

Katavonoouv tnv pebobdoloyia mou Ba mpemel va akohouBrjoouv yla oxediaon Kot OVATTUEN EVOC TIPOYPAUUATOC
owotn¢ Slaxeiplong tng epmelpiag tou melatn (Customer Experience Management, CEM)

Katavorjoouv tnv dladikacia tou Customer Experience Management (CEM) péoa amd Tnv OnMTIKNA ywvia Twv meAatwy
TouG. Auto mou Sladopormolel plo emtux edappoyn evog mpoypdppato¢ CEM amd pia amAn edoppoyn sivat n
KOTAVONGCN TNG CUUTTEPLPOPAG TOU TIEAATN-KATAVAAWTH
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e [vwpilouv mwg va avamtuéouv 1 Kal va BeAtiwoouv ta udlotaueva cuotiuata online mwAnoswv toug (eyypadn,
nwAnon, dieknepaiwaon)

e [vwpilouv mw¢ va PBeAtlwoouv tnv online touplotik enwvupia (brand) kKaBw¢ Kol TO OXETIKO TEPLEXOUEVO TNG
LoTooeAISaG TOUC WOTE VA OVTATTOKPIVETAL OTIC AVAYKEG TWV TIEAATWY TOUG

e Avarmntuéouv mAaiolo dlaxeiplong tng online dnung toug (online Reputation Management) kaBwg kat online meplexopevo
TIOU VOL OVTOTTOKPLVETAL O TOUPLOTEG - TTEAATEC

e Xpnouwomowolv dwpedv Sladiktuaka epyaleia cupnepllappavouévou tou Google Keywords Tool Finder, Google
Analystics, Mailchimp kat dAAa yia Staxeipton tng online ¢rung Kot mepLEXOUEVOU TOUG

AMNEYOYNETAI
To npdypappa ansuBuvetal oe 18loktnTeG, MNevikoug AleuBuvtég Kat urmteUBuvoug Tunuatwyv MAnpodopikng, MAPKETLVYK,
MNwANCEwWV Kal oTPOTNYLIKOU OXESLOCUOU TOUPLOTIKWYV ETILXELPACEWV.

H AOMH TOY MPOTPAMMATOZ

To mpoypappa mou eivol mpaktikng ¢uvong mephappavel toco SpupaTiky (14 wpeg) (EMIOUVATTETAL AVAAUTIKO
Tipoypappa) 6oo Kal evdoemixelpnotakn (7 wpeg) kotdption. H akplBng nuepopnvia eniokePng oe kabe emiyeipnon Ba
KoBoploBel kata tn SLdpKela Tou oepwvapiou.

AIAAZKAAIA
Y10 npoypappa Ba S16ael o EAANVoouEPIKAVOG epmelpoyvwpovag Philip Ammerman. To npoypoppa Ba Sie€oyxBei otnv
AyyAlkn yAwooa.

AIKAIOMA 3YMMETOXHZ (€1785+ €339,15 @®.M.A.)

To mpoypappa €xel eykplBel and tnv Apxn Avamrtuéng
AvBpwritvou  Auvauikol ocav  TPOYpOppa  {WTLKAG
onuaociag. To mpoypappo emnixopnyeital €€ oAokArnpou
and v AVAA Kal wG €K TOUTOU BEV_UMAPYEL
OTOLXSNTOTE oOlKoVoulkT) emBAPUVET Yl TIG
emelpnoelg egapovpévou tov O.ILA. Na onpelwdel
O0TL Kot To P.ILA. EMOTPEPETAL OTIG ETALPELEG KL SEV
QTIOTEAEL KOGTOG Y1 TLG ETIYELPT|OELG.

NIZTONOIHTIKO NAPAKOAOYOHZH2

MPOKEITAL TPAYUATIKA Ylo HLO  OVEROVAANTITR Kol
OLKOVOULKA ocupdEépouoa cukalpia Tou mpoodépetal
yla avaBabpuiwon twv Kumplakwv Emyeprnoswv adol to
TIPAYUATIKO KOOTOG OCUMMETOXAG ov &gV UTAPXE N
gnyopnynon tng Apxng Ba ntav touAdyloto €1785 kot
TPOTPEMOVTOL OAOL OMwG TNV eKpetoAAeuBolv oTo
£TTAKPO.

To KEBE Ba edpobLdosl 6AoUC TOUG CUPUETEXOVTEC Ue MioTomolntiko MapakoAouBnong.

AHAQZEIZ 3YMMETOXHZ

Ot AnAwoelg Zuppetoxng va anootéAovtal oto KEBE, e-mail: gvenizelou@ccci.org.cy dat. 22668630 to apyotePO MEXPL

v Népmtn 18 Mdiou 2017.

MNa neploocotepeg nAnpodopieg napakaleicBe Omwe eMKOWWVEITE He ToV K. Xpioto TavteA£ oto KEBE, tTnA. 22889840,
daf: 22668630, T.K. 21455, 1509 Asukwoia i pe tov Mpappatéa tov EBE Appoxwotou tnA. 23829264 ) 25370165.

Me ektipnon,
Xplotog TavteA£g
yla Feviko Mpappatéa

/TB
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AvaAuTtiko QpoAdyio Mpoypappa

Introduction to CEM

WEDNESDAY 24/05/2017

08.45-10.45 (2.00) Online Consumer Behaviour
This Introductory session reviews how different customer demographics use the internet and interact online with different
media channels and products. Definition of consumer demographics and the three main generations:
-Millenials
-Generation X and Baby Boomers
- Differentiation of Cypriot and international tourists and customers
- Most frequent online activities while travelling: Sharing photos, posting reviews, etc. Impact of TripAdvisor,
Booking,com Reviews, Facebook & Facebook Reviews, Google Hotel Finder, Google Reviews and other sharing and
evaluation platforms on traveller and consumer behaviour
- Online browsing and purchase behaviour using data from the United States and Europe, with specific examples of
successful CEM drawn from Cyprus
-Social media trends and technology, including the rise of mobile and mobile apps
and The online sales funnel, including both linear and non-linear interpretations of how consumers interact with brands
online.

Case Study: Self-assessment of customer demographics and segments
10.45-11.00 (0.25) Coffee Break

11.00-13.00 (2.00) Managing Customer Experience at Online Registration and Checkout
This module will review the main online issues in Tourism customer experience, focussing on:
-The linear sales funnel
-The iterative sales process
-B2B versus B2C selling online
-The strategic selling process
-Effective user registration, Effective wishlist
-Effective checkout and payment processes
-Sales fulfilment (delivery, other forms)
-After-sales service
-And Returns and defective product policies.

Case Study: Definition and Evaluation of Registration and Checkout
13.00-14.00 (1.00) Lunch

14.00-15.45 (1.75) Managing Tourism Customer Expereince on Social Media
Social Media channels are rapidly evolving into an active consumer mechanism for evaluation, sharing and self-validation.
This module will review the main online isues in customer experience, focussing on main online evaluation channels:
-Facebook, Google+, LinkedIN, Glassdoor,
-TripAdvisor
- Booking.com

Case Study: Claiming social media profiles / developing policy
15.45-16.00 (0.25) Coffee Break

16.00-17.15 (1.25) The Tourism Customer Experience Roadmap
This module provides a practitioner’s methodology towards establishing a strategic roadmap for CEM in Tourism
enterprises. This is adapted to both B2B2C and B2C clients. Key points in this module include:
-Key drivers of value for your Tourism enterprise / for your consumer
-Charting the value stream from supplier to B2B customer to B2B2C end-user
-Key performance standards: What do you want to achieve?
-How do consumers and customers interact with you?
-What features and experiences do they evaluate?
-What gaps or challenges and opportunities exist?

Case Study: Drafting a Customer Experience Mission Statement
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Advanced CEM / CZ

WEDNESDAY 31/05/2017

08.45-10.45 (2.00)

10.45-11.00 (0.25)

11.00-13.00 (2.00)

13.00-14.00 (1.00)

14.00-15.45 (1.75)

15.45-16.00 (0.25)

16.00-17.15 (1.25)

The CEM/CX Workstream

A workstream is defined as the stream of interaction between customer and suppler for a specific product/service.
Documenting a workstream procedure includes:
-Workstream title

-Customer / Tourism segment
-Communications channel

-Activities and objectives

-5-10 step description of each activity

-Metrics for success / KPls

-Cost per activity

-Timescales

-Responsibilities

Case Study: Designing Workstreams
Coffee Break

Designing Emotionally-Engaging CEM/CX

We will use the adapted FFF model (2012) of online Tourism consumer behaviour to illustrate the role of emotional
customer experience online. This includes: a) External Factors, b) Internal Factors, c) Buying Motives, d) Filtering Elements,
e) Filtered Buying Motives and f) Buying Procedure. This will be adapted with specific reference to successful Cypriot, Greek
and other Tourism websites for illustration.

Case Study: Definition of Consumer Behaviours and Responses
Lunch

Branding and Content Development for Online CEM
This module explores the principles of branding as they apply to Tourism enterprises online. Subjects include: Technical
Branding issues Online: Brand Positioning, valuation and promise; And Website Content Components for Online Branding

Case Studies: Keyword Testing on Brands/Listing of Website Content for Brand Differentiation
Coffee Break

Branding and Online Reputation Management (ORM)
This module explores how Cyprus Tourism enterprises can improve and manage their online reputation management in

terms of CEM, and when problems with CEM include. Subjects include: Policies for dealing with complaints or criticisms on
social media: Focus on Facebook, Linkedin and Google+; other sites such as TripAdvisor or Glassdoor may be covered,
depending on participant composition; Procedure for negative search engine result removal requests and removing
offensive content from Facebook, including legal take-down requests; Balancing negative comment and ratings with
positive ones and pushing negative comments off the viewer screen; Publishing testimonials and press releases on
authoritative sites; paying for press releases; continual online monitoring and keyword monitoring; and Legal and
malpractise issues in dealing with customer / consumer complaints.

Case Study: Participants will be asked to develop a step-by-step policy for dealing with negative comments based on
different scenarios, starting with Facebook.

Discussion and Closing
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AAwon Zuppetoxrg

EmiBupovpe va 6ag TANPo@op1|coUIE OTL EVOLAQEPOUATTE VO CUUUETACYOVE GTO ZEULVAPLO TTOV SLOPYAVWVEL TO
KEBE pe 0¢ua:

«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX)
FOR CYPRUS TOURISM SECTOR »

Iroeia Emyeipnong / Opyaviopov

‘Ovopa Emtiyeipnong:

Ap. Mntpwov Epyodotn Kowwvikwv Ac@aricewv:

TnA. das.
AebBuvon:

T.O. T.K.
E-MAIL:

Ap. EpyoSotouvpévwv:

[] Ayia Nana, 24/05 & 31/05/2017 (=svodoxeio NAPA PLAZA)

Iroela TUPPETEXOVT WV

Ovopata TVPUUETEXOVTWV: ®fon otnv ETtaipsia:
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