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ENIMOPOQTIKA NPOIPAMMATA

«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX) FOR CYPRUS SMALL
ENTERPRISES » To véo oepvdpio tou KEBE (100% Emixopriynon amo thv AvAA)

Huepounvieg Ate§aywyng: 26&27/06/2018
(Zevodoxeio HILTON)

ANATKH KATAPTIZHZ:

‘EPEUVECG OXETIKA PE aYopEG Selxvouv TNV 0Ao Kal augavouevn
TAON TWV KOTAVOAWTWY Vo Slevepyolv SLabLKTUaKr €peuva
ayopdg mpwv and omoladAToTeE ayopd KArmolou mpoidvtog /
umnpeaoiag.

MAnpodopleg, KPLTIKEG BEeTIKEC N aApVNTIKEG elval TAEov
SlaBéolueg oe  TOAMNEG nAektpovikéG TAATHOpHEG pe
QMOTEAECUA VO EMNPEATOLV TG ATOPACELS KATAVAAWTWY —
TEEAQTWV.

OL UIKPEG emixelpnoelg Ba mpémel va avtiAndBolv otL TO
Sladiktuo £xel aAAGEEL pLULKA TIG LOOPPOTTLEG SUVAUEWVY KOl OTL
Ol KATOVOAWTEG KOL OL XPHOTEG KATEXOUV TTAEOV TO TIAVW XEPL
oocov adopd TNV aflodoynon kat TNV TEAKN emAoyn. H
eumelpio AoUmov Tou MEAATN-KATAVAAWTH OTav elval KaAn Kot
aflomoleital and tnv enixeipnon Unopel va PeAtiwoel TNV
anoteAeopatikoTnTa TNG. H dtadikacia auth eival yvwotr pe
Vv ovopooia Customer Experience Management (CEM) kait

OKOTIO €XEL TNV €vioxuon TNG TLOTOTNTAC TWV TMEAATWY, TAV
avénon tng meAatelakng Baong kat kot eméktaon thv avénon
™¢ kepdodopiag tng emixeipnong.

O BaolkdG OKOTIOG TOU TPOYPAMMATOC elval akplpwg va
BonOnBolLV oL ULIKPEG ETUXELPNOELG TTWGE VA ETULTUXOUV VO £XOUV
€val amoTeEAEOUATIKO oUoTnua Slaxeiplong tng eumelpiag Tou
nieAatn (Customer Experience Management, CEM) kal nw¢ va
BeAtlwoouv kat va Slaxelplotovv cwotd to Bépa tng Online
$nung kot emwvupiag toug (Online Brand and Reputation). Ot
epyodoteg Ba mpémel va katavoroouv Ot n Online drun kat
eENMwvupia tng emxeipnong toug Ba mpémel va emavakepSLBel
edapuolovrag oUYXPOVEG peBodoug T(POCEYYLONG
KATOVOAWTWY - TTEAQATWV.

META THN ONOKAHPQZH TOY MPOTPAMMATOZ Ol KATAPTIZOMENOI OA EINAI ZE OEZH NA:

Meta tnv oAokAfnpwaon TNG KOTAPTIONG Ol KatopTl{opevol
TPEMEL va elval og Béon va:

e Katavoouv tnv Puxoloyla Twv KATAVOAWTIWV TOU
ayopdlouv Héow Tou OSladiktuou (online) kabBwg kat
KLVATPWV yla ayopd. AUTo Mep\aUPBAVEL TNV KOTAVOUN TWV
nelotwyv oe  Onuoypadlkeg oudadeg kobBwg KAl TNV
Slepelivnon tng oupnepldopd Twv umoPrdlwy meAatwy.

o Aflohoynoouv thv gumelpia Twv online meAatwv Onwe autn
dalvetal PEOW TWV KAVAALWV KOWWVIKAG SIKTUWOoNG
(Facebook, Google+ and LinkedIn)

e Katavonoouv Ttnv uebBodoloyia mou Ba mpémel va
okoAouBrijcouv yla oxeblaon kat avamtuén  evog
TPOYPAUMOTOC OWOTNG Sloxeiplong g eumelplag tou
KatavoAwtn-nieAatn (Customer Experience Management,
CEM)

e Katavorjoouv tnv Sladwkaoia tou Customer Experience
Management (CEM) péoa amd TNV OMTKN ywvia Twv
MEAOTWY TOUuG. AUTO Tou Oladopomolel [l EmLTUXN

edapuoyn evog mpoypaupato¢ CEM amo pa  amin
ebapuoyn elval n karavonon tng cuumepldbopdg Tou
TEAQTN-KATAVOAWTH)

M'Vwpllouv Mwg va avartuéouv R Kal va BeEATIWoouV Ta
udlotapeva cuotiuata online mwAnoswv toug (eyypadn,
nwAnon, dlekmepaiwon)

M'vwpifouv nwg va BeAtiwoouv tnv online emwvupia (brand)
KOBWG KoL TO OXETLKO TEPLEXOUEVO TNG LOTOOEALSAC TOUG
(WOTE VO OVTATIOKPLVETAL OTLC AVAYKEC TWV TIEAQTWY TOUC
Avantuéouv mAaiolo Slaxeiplong tng online dRUNg toug
(online Reputation Management) kaBw¢ kat online
TIEPLEXOUEVO TIOU VO OVTOTTOKPIVETOL OE KATAVOAWTEG -
TEAATEC

Xpnotipomnololv Swpeav Sladiktuaka epyoleia
ouuneplapBavouévou tou Google Keywords Tool Finder,
Google Analystics, Mailchimp kat dA\a ywa Staxeipton tng
online ¢UNG KAl TEEPLEXOUEVOU TOUG
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AMNEYOYNETAI

To mpoypappa ansuBUvetal oe ISloktnteg, MNevikoUg AleuBuvtég kat YodleuBuvteg Tunuatwy NMAnpodopikrg, MAPKETIVYK
KOL OTPATNYLKOU OXESLAOHOU ULIKPWV ETILXELPNOEWV (UEXPL 49 epyoSoTolLevouC).

H AOMH TOY NPOTPAMMATOZ

To mpoypappa mou eival mPakTkng ¢puong nepthapPBavel tooo Wpupatiky (14 wpeg) 600 Kal evdoemiyelpnolakn (7 wpeg)

KOTAPTLON.

AIAAZKAAIA

Y10 mpoypoppa Ba S1dafsl o EAAnVoaUEPIKAVOG gumelpoyvwpovas Kog Philip Ammerman. To npoypappa Ba Sie€oyBel
otnv AyyAwn yYAwooa Opwe epwthosls / oulitnon popst va die€axBouv kat otnv EAANVLIKA yAwooa.

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

To mpoypappa €xel eykplBel amd tnv Apx Avamtuéng
AvBpwriivou  AuvaplkoU  cav  TpOypappa  {WTLKAC
onuaoiac. To mpoypappa emxopnyeitatl € ohokArnpou
and v AVAA Kxal w¢ €K TOUTOU 8eV LTAPYEL
OTOLASNTIOTE _olKovouky) emPBApuven yur TG
emyelpnoels eapovpévou tou O.ILA. Na onpelwdel 6Tt
kot to P.ILA. EMOTPEPETAL OTIS €TALPElEG KAl SV

[pOKEITAL TPAYHUATIKE YA IO QVETIAVAANTITY KAl
OLKOVOMLKX GUULPEPOVGA EVKALPIA IOV TIPOCPEPETAL
v avaBaduion twv Kumplakwv Emiyelpricewv agol
TO TIPAYUATIKO KOGTOG GUUUETOXNG v OV LTNPXE M
eMyopnynon s Apxns Ba ntav tovAdyloto €1785 kal
TPOTPETOVTIAL OAOL OTIWG TNV €KUETAAAELBOVV ©TO
ETAKPO.

QTIOTEAEL KOGTOG Y1 TLG ETILYELPT|OELG.

NIZTONOIHTIKO NAPAKOAOYOHZ2HZ
To KEBE Ba edpobLdoel OAOUG TOUG OUUETEXOVTEG e MioTomolntiko MapakoAouBnong.

AHAQZEIZ ZYMMETOXHZ2
Ot AnAwoelg Zuppetoxng va arnootéAovtal oto KEBE, e-mail: gvenizelou@ccci.org.cy daf. 22668630 to apyotepo UEXPL
v Napackeun 22 louviou 2018.

MNa neplocotepeg mAnpodopieg mapakaleiode onwe enikowvwveite e tov K. Xpioto TavteAé oto KEBE, thA. 22889840,
daf: 22668630, T.K. 21455, 1509 Asukwoia.

Me ektipunon,

Xplotog TavteAEg
yla Feviko Mpoppatéa

/TB n

To mpoypauua sykpifnke and Tnv AvAA. O1 emMIXEIpHiOEIC TOU
CUUHETEXOUV UE EPYOSOTOUHNEVOUS TOUG, O ONMOIO! IKAVOIToIouv
Ta kpiTrpIa Tng AvAA, 8a TUXOUV TrS OXETIKIG EMIXOopPrRynons.

Apxrn AvanTugEncg
AvBpconivou
Avvapikou
KOonpou
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AvaAuTtiko QpoAdyio Mpoypappa

Introduction to CEM

Tuesday 26/06/2018

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
-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) CEX/CX at Online Registration and Checkout
This module will review the main online issues in 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) CEM/CX 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

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

16.00-17.15 (1.25) The Customer Experience Roadmap
This module provides a practitioner’s methodology towards establishing a strategic roadmap for CEM in Cypriot small
enterprises. This is adapted to both B2B2C and B2C clients. Key points in this module include:
-Key drivers of value for your small 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 Custoemr Experience Mission Statement
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Advanced CEM / CZ

Wednesday 27/06/2018

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 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 FFF model (2012) of online 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
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 small 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 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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AfiAwon Zuppetoxig

EmiBupovpe va ocog TANPO@OPNGOUHE OTL EVOLAPEPOUACTTE VU CUUUETACXOVIE OTO ZEUIVEAPLO TIOU SLOPYAVWOVEL TO
KEBE pe 0¢ua:

«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX)
FOR CYPRUS SMALL ENTERPRISES »

Iroyeia Emyeipnong / Opyaviopov

‘Ovopa Emyeipnong:

Ap. Mntpwov Epyodotn Kowvwvikwv Ac@aricewv:

TnA. das.
AwevBuvon:

T.0. T.K.
E-MAIL:

Ap. EpyoSotoupévwv:

O Aevkwoia, 26-27/06/2018 (Zevodoxeio HILTON)

Zroela TUPPETEXOVT WV

Ovopata TVPUUETEYOVTWV: 0fomn otnv ETaupeia:

1
/PSRRI

1 7T
HUEPOUNVIO vttt YTOYPOPN coveveeieee e
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