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ENIMOPODQTIKA N

POrPAMMATA

«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX) FOR CYPRUS SMALL
ENTERPRISES » To véo oegpvapto tou KEBE (100% Emuxopriynon armoé tnv AvAA)

ANAIKH KATAPTIZHZ:

‘Epeuveg OXETIKA Pe ayopég Seixvouv tnv OAo Kal auvfavopevn
TAoNn TWV Katavalwtwv va Slevepyolv Sladlktuakn £psuva
Qyopac¢ TP amod onoladnmote ayopd kdamolou mpoiovtog /
umnpeoiag.

MAnpodopleg, KPLTIKEG O€TIKEG N OpPVNTIKEG €lval TAEov
SloBéolueg o TOANEC  nNAEKTPOVIKEG TAATHOPUEG e
AMOTEAECUA VO EMNPEAlOUV TI( amMOPACEL( KATAVOAWTWY —
meAQTWV.

Ol pIKpEG emuyelprioelg Ba mpémel va avtiAndBolv OtTL TO
Slabiktuo €xel aAAAgel pLIKA TG LooppoTIieG SUVANEWY KAl OTL
Ol KATOVOAWTEG KaL OL XPOTEC KATEXOUV TIAEOV TO TIAVW XEPL
ooov adopa tnv afloAdynon kat tnv TeAKn emdoyr). H eumnetpia
Aoutov  Tou  meAdtn-katovaAwty Otav  eival  KaAn  Kal
aflomoleital amod TNV emnixeipnon umopel va PBeAtiwoel v
anoteAeopatikOTNTA TNG. H Sladikaoia auth eival yvwotn Ue

Huepopnvieg Ate§aywyng: 11-12/12/2018
(Zevodoxeio GOLDEN BAY)

v ovopaocia Customer Experience Management (CEM) kot
OKOTIO €XEL TNV evioxuon NG TLOTOTNTOC TWV TEAOTWY, TNV
avénon tng meAatelakng PAong Kal Kot €MEKTACN TNV avénon
¢ kepdodoplag tng emxeipnong.

O BaockdGg OKOMOG TOU TPOYPAUMUATOG E€lval akplpwg va
BonBnBoULV oL UIKPEG ETIXELPAOELG TTWE VO ETTUXOUV VAL €X0UV
£€Va OMOTEAEOUATIKO cUoTnUa Slaxeiplong tng eUnMeLplag tou
nieAatn (Customer Experience Management, CEM) kal mwg va
BeAtuwoouv kal va Slaxelplotolv ocwaotd to Bépa tg Online
éNuNg kat emwvupiag toug (Online Brand and Reputation). Ot
epyodoteg Ba MpEMEL va Katavorioouv OtL n Online ¢Run kat
eNwVLULa TNG emxelpnong toug Ba mpémel va emavakepSBel
edapuolovrag olyxpoves HeBOSOUG TPOCEYYLONG KATAVOAWTWY
- TIEAQTWV.

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

MeTta TNV oAoKANPWON TNG KATAPTLONG Ol KOTAPTI{OUEVOL TIPETIEL
va gival o Béon va:

e  Katavoouv tnv Puxoloyia Twv Katavalwtwv nmou ayopalouvv
pEow tou Sladiktuou (online) kKaBwg KAl KIVATPWY yla ayopd. ®
AuTtO nepllapfBavel TNV KOTAVOUN TWV TEAATWV OF
Snuoypadikéc opadeg kabBwg kalL tnv Slepelvnon NG
cupnepldopdc Twv urtoPrdlwy mehatwy. °

e Aflohoyrioouv TNV gumelpia Twv online MeEAATWVY OMWE AUTH
dalvetal HEOW TWV KAVOALWV KOWWVIKNG  SIKTUWOoNG
(Facebook, Google+ and LinkedIn) °

e Katavorjoouv tnv pebBoboloyioan mou Ba mpémel  va
okoAouBrijcouv  ylwa  oxeblacn KalL  ovATTUEN  EVOG
TPOYPAUMOTOC OowoThHG OSlayxelplong TG eumelplag ToUu
KatavaAwtr-mteAatn (Customer Experience Management, e
CEM)

e Katavorjoouv tnv &ladikacio tou Customer Experience
Management (CEM) péca amd TNV OMTKN Ywvia Twv
MeEAQTWV Toug. Autd mou OSladopomolel pla  emtuxn
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edappoyn evog npoypappatog CEM amo pia anin edapuoyn
elvat n katavonon 1InG ouumeplpopdc TOU TEAATN-
KOTAVOAWTN

'Vwpilouv mwg va avamtufouv 1 Kol va BeAtuwoouv ta
udlotapeva cuotipata online mMwAnoewv toug (eyypadn,
nwAnon, Steknepaiwon)

M'Vwpilouv weg va BeAttwoouv tnv online emwvupia (brand)
KABWG KoL TO OXETLKO TIEPLEXOMEVO TNG LOTOOEALSOG TOUG
WOTE VO OVTATIOKPLVETOL OTLG AVAYKEG TWV TTEAATWY TOUG
Avantuéouv mAaioclo Siaxeipiong tng online énQuUnNg toug
(online Reputation Management) kabw¢ «kat online
TIEPLEXOUEVO TIOU VA OVTOTOKPIVETAL O KOTOVAAWTEG -
TEAQTEG

Xpnotpomnotouyv Swpeav Sadiktuaka epyaleia
ocuuneplapPavopévou tou Google Keywords Tool Finder,
Google Analystics, Mailchimp kat aMa yla Staxeiplon t™ng
online ¢rUNG KOL TIEPLEXOUEVOU TOUG
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AMNEYOYNETAI
To mpoypappa ancvBuvetal oe ISloktnTeg, MNevikoug AleuBuvtég kal YrioSleuBuvtég Tunpatwy NAnpodoptkig, MApKeTIVYK
KOlL OTPATNYLKOU OXESLAOUOU UIKPWV ETLXELPROEWV (LEXPL 49 epyoSoToUEVOUG).

H AOMH TOY MPOTPAMMATOZ
To mpoypappa mou eival mPakTkng ¢puong nepthapPBavel tooo Wpupatiky (14 wpeg) 600 Kal evdoemiyxelpnolakn (7 wpeg)
KOTAPTLON.

AIAAZKAAIA
Y10 npoypappa Ba S16atel o EAAnvoapueplkavog epmelpoyvwiovag Philip Ammerman.

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

To mpoypappa €xeL eykplBel amod tnv Apxr Avamrtuéng [IpOKEITAL TIPAYUATIKA YIX A XVERMXVAANTITY Kol
AvBpwrilvou  AuvoplkoU ooV TIPOYpPOUMA  {WTIKAG OLKOVOULK& oUp@Epovoa evkatplo oV
onuaociog. To mpdoypaupa emyopnyeital €€ oAokAnpou MpooE@EPeETAL Y avafdabuion twv  Kumplakwv
andé v AVAA Kol w¢ €K TOUTOU SEV UTAPYEL Emixepricewv  apol  T0  Tpaypatikd  KOoTOG
OTOLXSNTOTE olKovouiky) emfBApuven yux Tig OUHUETOXNG av Sev LTpXE N eTopriynon e Apxiig
emyelpnoelg efatpovpévov touv P.ILA. Na onuelwdel Ba ftav tovAdyloto €1785 kal TpoTpémovTal 6Aot
otL kat to P.ILA. emoTpé@eTal 0TS eTapEleg Kot Sev OTLWG TNV EKUETAAAEVBOVY 0TO ETtaKpO.

ATOTEAEL KOOTOG YA TIG ETLXELPT|OELS.

NIZTONOIHTIKO NAPAKOAOYOH2HZ
To KEBE Ba edpobLdosl OAoUG TOUG OULUETEXOVTEG He MioTomolntiko MapakoAouBnong.

AHAQZEIZ ZYMMETOXHZ
Ot AnAwoelg Zuppetoxng va anootéAovtal oto KEBE, e-mail: gvenizelou@ccci.org.cy dat. 22668630 to apyoteEPO MEXPL
v Napackeur 07 Aekepppiov 2018.

MNa neploocotepeg nAnpodopieg napakaleicOe Omwe eMtkowwveite e tov K. Xpioto TavteAé oto KEBE, tTnA. 22889840,
dat: 22668630, T.K. 21455, 1509 Aeukwoia. -y, \Y
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To mpoypauua sykpifnke and Tnv AvAA. O1 emMIXEIpHOEIC TOU a a
CUBUETEXOUV UE EPYOSOTOUNEVOUS TOUG, OI ONOIOI IKAVOTIoIoUV ApA):lnef;\;?:r:‘fsq
Ta kpiTrpia Tng AvAA, 8a TUXOUV TINS OXETIKIS EMIXopriynons. A AuvvapikoU

KOonpou
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AvaAuTtiko QpoAdyio Mpoypappo

Introduction to CEM

Tuesday 11/12/20187

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 12/12/2018

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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AtAwon Zuppetoxrg

EmiBupovpe va 0ag TANPO@OPCOVHE OTL EVOLAPEPOUACTE VO CUUUETAOXOUIE OTO ZEUIVAPLO TTOU SLOPYAVWOVEL TO
KEBE pe 0¢ua:
«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX)
FOR CYPRUS SMALL ENTERPRISES »

Iroweia ETyyeipnong / Opyaviopov

‘Ovopa Emtiyeipnong:

Ap. Mntpwov Epyodotn Kowwvikwv Ac@aricewv:

TnA. das.
AebBuvon:

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

Ap. EpyoSotouvpévwv:

O Adpvaka, 11-12/12/2018 (Zevodoxeio GOLDEN BAY)

Iroela TUPPETEXOVT WV

Ovépata Tvupetexdviwv: 0<omn otnv Etaipeia:

L o e s nnrnnnie eeesiesteeseseeseesenaeaeeeeeeesea e arraeeeaneanns
/P

1

«Eyw o/n , NAwvw 6Tt gipat dvw Twv 18 etwv. E¢ovolodotw to KEBE va xpnowomolovv 6Aa ta o

TAVW TIPOoWTIKA SeS0UEVA LE GKOTIO TNV GUUHUETOXT] OTO TILO TTAVW GepVEpLo. []

E€ovol080tw to KEBE va pov amootéAAouy TTapdoLag @UoNG e TNV TILo TTAVw EKSNAWOT EVIIHEPWTIKO VAIKO o€ peAlovTikd xpovo. [
Evnuepwvopat 0tt SVvatal va avaptnBolv oe 10TooeAiSeg 1/Kal 0T péCA KOWWVIKNG SIKTVwoNG @wToypagies N/kat Bivteo amd
OUYKEKPLUEV eKSAwON OTLG oTtoleg eppavilopat, yia okomoUs TtpooAng ¢ ekdnAwong. Edv Sev mpofeite otn oxetikn e§ovolodotnomn mpog
7o KEBE yia T Statnpnon twv Sedopévmwy oag yla LEAAOVTIKY] ETLKOLVWVIN, AUTE B KATAOTPAPOVVY HE TO TEPAG NG ekSNAwonG. [Tépav tou
SIAL®WPATOG amOcVPoNG NG OoLYKaTdBeons oag, Swabétete emiong ta Sikauwpata mpocfacng, SW0pbBwong, Sitaypagng, @opnTdTnTA,
TEPLOPLONOV 1) avTitagng otny emedepyaoio Twv Sedopévwy oag, Ta omoia pmopeite va e§aoknoete péow ypantig aitnong oto KEBE. AtaBétete
emiong to Sikailwpa katayyeiiag oto Mpageio Emitpomov [Mpoowtik®v AeSopévwv».

HUEPOUMVIO et e YTTOYPOUPI ceeneeeeeeeeee e e
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