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Yepwdapio Zwtikng Inuaciag KEBE

«BRAND EXPERIENCE MANAGEMENT - AN INNOVATIVE APPROACH TO KEEP
YOUR CUSTOMER STRATEGY ON TRACK AND YOUR ORGANISATION FOCUSED
ON SUSTAINABLE GROWTH »

(100% Emyopriynon amno tnv AvAA)
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ANATKH KATAPTIZHZ

Ol meAATeg pag Kpivouv Kat [AOUV yla pag BETIKA 1) apvnTIKA
ME BAON TWV EUMELPLWV TIOU €XouV pall pag otav Epxovial o€
enadn pe ottdnmote mnyaleL anod tn etalpio pog Kal cuveEetal
UE TN papka pag -“the brand experience”. XUpdpwva pe tv
McKinsey, ol eumelpieg pe tn papka pog (brand experiences)
aroTteAoUV TO TILO LOXU PO KIvNTPOo TTou 08nyel Toug MEAATEG OG
va WA ooUV o€ AAAOUG YLa LG,

Autn n ‘ouvnyopia’ Twv MEAATWV OTO Va HIAOUV DETIKA yLa Log
(Brand Advocacy) eivol autod TOU PETATPEMEL TIC KAAEC Of
e€AUPETIKEG €TOLPIEC KOL TOUG TIOPEXEL LOXUPH QVATTUEN Kal
Buwotpdtnta. Eva dpBpo pe titho "The One Number You Need
to Grow" oto Harvard Business Review (amo tov Fred Reichheld
T0 2003) €ixe peyaAn emppor| OTo va KAVEL TAEOV AIMOSEKTO OTL
Ol OUOCTACEL TWV TEAATWY aMOTEAOUV TO TIO LOYUPO
OUVTEAEDTH avamtuén uLog emyeipnong.

H mapoyn €€alpeTIkWV EUTIELPLWV UE CUVETELA O KAOE onueio
enadng pe tov meldtn (touchpoint) mapéxel to MO WOYXUPO
térno Sladopomoinong amdé TOV AVIOYWVIOUO — uia
Sladopormoinon mou dev pnopel va avtypadei and GAloug.

To Brand Experience Management ayyilel OAEG TIG MTUXEG HLAG
€TUXElPNONG: TOUG AVBPWTIOL TNG, TOUG TOPOUG TNG, TN SoMN TNG
Kal tnv avamtuén tng. Exel koBiepwBel amd mapa MOMEG
ETUXELPNOELG AVA TO KOOUO (UEYAAEG KaL ULIKPEG) OTO ETIKEVTPO
™G ebappoynG KoL EKTEAECNC TNG OTPATNYLKAC TEAQTWV.

H owot edapuoyr tng dthocodiag tou “Brand Experience
Management” mapgxelL otnv €talpia €otiaon otn oTpaATNYLKN,
AQueon avtamokplon amd OAoug, cuvepyaocia (organisational
collaboration) kat uneuBuvotnta oe OAa Ta enineda: and t™
TPWTN YPOuun, otn untoothpLén (back-office) kat StevBuvon.

META THN OAOKAHPQXH TOY IPOTPAMMATOX OI KATAPTIZOMENOI ©A EINAI XE OEXH NA

KatavooUv tnv évvola tou “brand experience management”, To MOCO GNUOVTIKO £lval OTn EKTEAECN TNG OTPATNYLKNG TEAQATWVY
(customer strategy) kat o nwg cupPBAaAAeL otn Stadopormotron, otabepn avamtuén Kat Tn PLWoLUOTNTA LLaG ETUXELPNONG

I'vwpilouv mia gival Ta Bacikd oTolela KoL apXEG EVOG cuoThatog Brand Experience Management

N'vwpilouv nwg va kataypadouv oe Aemtopépela tn Stadpoun mou akoAouBel o meAdtng (customer journey) Kal Ta onueia ta
omola eival kaBoplotikad (moments of truth and moments of pain)

MapaAAnAa va katavoouv Mwe to ‘customer journey’ emnpedletal and tn cuvepyacia (organisational collaboration) petal
NG MPWTING YPAUUAG, TG umootnpéng (back-office), tng SlevbBuvong kat 6An tn opydvwon kat Stadikaoieg tn etalpia. Kat
Baon autoUl va ylvetal ‘Yaptoypadlon’ Twv Sladikaclwy oe OAa Ta enineda mou kabopilouv TNV eumnelpia ToU €xeL 0 TEAATNC.

Katavoolv Tw¢ n ouvexng evtomion aduvaulwv xpeldletal cuvexne ‘Stahoyo’ (feedback) pe toug meldrtec. EmumAéov Ba
Umopouv va epapuooouV £va cuothua avamAnpodopnong omwg eivat to NPS (Net Promoter Score - System) mou
XPNOoLHomoLELTal arnd MOAAEG UEYAAEC KL ULKPEC ETILXELPI OELG

KatahaBaivouv tn pebBobdoloyia kol to TwE va SnULOUPYNOOUV £val CUCTNUA Kal Ta avaykaio epyaleio yla Th owoth
Slaxeiplon g epnelpiog mou BEAeL n eTatpia va mapExeL oToug eAATeG TnG — Brand Experience Management
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AMEYOGYNETAI
To mpdypappa KAAUTITEL TIC AVAYKEG OPYAVIOUWY / ETUXELPAOEWV TIou BEAOUV va DOPUOCOUV EVO OTTOTEAECUATIKO TPOypappa “Brand
Experience Management”. To mpoypappa ancuBuvetal oe ALleVBUVTIKA Kol AvwTtepa ZTEAEXN KABWG KoL OE EMLOTNUOVIKO TIPOCWIILKO
ETIUXELPACEWVY KOL OPYOVIOUWY TIOU €Xouv guBlvn o Béuata MApPKETIVYK Kal NMwARCEwY, TwWV avOpwWIvwV TIOPWY TWV ETLXELPHOEWV
TOUG I} TO OTPATNYLKO OXESLACUO.

H AOMH TOY NPOrPAMMATOZ
To mpoypapua IOV gival MPAKTIKAG dUong meptAapBavel Tdoo ISpupatikr doov Kal EvooemixelpnoLlokn KaTaptTLon.

AIAAZKAANIA
EyyUnon yla tnv enttuxio tou Empopdwtikol mpoypAapaTog anoteAel To yeyovog OtL ¢” auto Ba S18AouV oL EUNELPOYVWHOVES K.K.
Elie Wakil kat AvSpéag XplotOmouAog. InUELWVETAL OTL TO Ttpoypapua Ba Sie€axBel otnv AyyAlkn yAwooa OpwG mapeUPATELS KOl
oulNTNOoELS PrtopolV va yivouv Kat otnv EAANVIKA.

AIKAIQMA YMMETOXHZ (€1530 + €290.70 ®.N.A.)

To mpoypappo €xel eykplBei amd tv Apxi Avamtuéng  lMpOKelTal TPAYLOTIKA YL L0 OVETTOVAANTITN KOl OLKOVOMLKAL
AvBpwritvou Auvapikol cav mpoypappa (wtlkAg onuoociag. To  cupdépouca sukalpiao mou mpoodépetal ylo avaBaduion twv
TipOypappa enyopnyeital €€ oAokAnpou amo tnv AVAA kal wg ek Kumplakwv  Emixelpnioewv  adol TO TPAYHUATIKO  KOOTOG
ToUTOU €V UTIAPYEL OTIOLOGNTIOTE OLKOVOULKN EMLBAPUVON yld  CUMMETOXNAG av 6EV UTINPXE N emxopriynon tng Apxng Ba nrav
TG emyelpnoelg / opyoviopoug, sfatpoupévou tou @.M.A. Nao  touAdyloto €1530 koL Tpotpémovial  OAoL  Onmwg TtV
onuelwBel otL kat to D.M.A. emotpédetal oG etalpeieg Kot dev  eKUeTaANEUBOUV OTO £MAKPO.

aroTteAel KOOTOC yLa TLG ETILXELPHOELG.

NIZTONOIHTIKO NAPAKOAOYOHZHZ
To KEBE Ba edpobLdoel 6AoUG TOUG GUUUETEXOVTEC Le MioTomotnTiko MapakohouOnong.

AHAQZEIZ ZYMMETOXHZ
OL AnAwoelg Zuppetoxng vo amootéAovtat oto KEBE, e-mail: gvenizelou@ccci.org.cy ¢paf. 22668630 t0 apydtepo HEXPL TRV
Mépntn 02 Maiou 2019.

Ma neplocdtepeg nAnpodopieg mapakaleicBe ONMwe emkowvwveite pe Tov K. Xpioto TavteAé oto KEBE, TnA. 22889840,
da&: 22668630, T.K. 21455, 1509 Aevkwoia.

Me ektipnon,
Xpiotog TavteAég

yla Feviko Mpappatéa

/TB

To npoypappa seyxkpilnke and vnv AvAA. O1 emxXEIprioeIs mou APXh AVANTUENG
CUHUETEXOUV UE EPYOSOTOUNEVOUS TOUG, O ONMOIO! IKGAVOmoIouv e\vepcbnnvou
Ta KPITRpIa TNG AvAA, 8a TUXOUV TINS OXETIKIG EMXOPNynons. A AuvvapikoU

Konpou
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ANAAYTIKO ITPOTPAMMA

TUESDAY 07/05/2019

09:00-09:30 (00:30)

Introduction and Objectives

09:30-11:00 (01:30)

- Introducing the delegates
- Expectations of the delegates

Brand Experience Management: importance and rational

11:00-11:15 (00:15)

11:15-12:15 (01:00)

- Group task: brand experience knowledge & perception

- Successful brand experience management: the areas of focus

- Why is brand experience important

- History and Development of brand experience: from the age of manufacture to the age of the
customer

- What happens when brand experience management is applied: a real story — sustaining growth
through customer focus

COFFEE BREAK

Basic Elements and Principles of Brand Experience Management

12:15-13:30 (01:15)

- What does it take to build a successful brand experience
- People - Leadership & Executive buy-in

- Insights — Building Customer Centric Goals

- Technology with human overlay

Designing the Brand Experience

13.30-14.30

14.30-16.00 (1:30)

- Measuring the experience and obtaining customer insights

- Overview of customer engagement — setting the priorities and the customer value proposition
- What brand experience for our customers

- Group work: understanding segmentation

LUNCH

The Buyer/Customer Journey

- Buyer Journey the Customer Journey and Brand Experience
- Moments of truth

- The airline case study

16.00-16.15 (0:15) COFFEE BREAK

16.15-17.30 (1:15)

Case Study 1: Customer stages of brand experience (hypermarket)
- Preparation for board meeting: review brand experience
- ldentify stages and moments of truth of brand experience currently delivered
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WEDNESDAY 08/05/2019

09:00-10:00 (01:00) First day overview group work
- Summary and feedback
- Prepare presentation for day 1 learning points
- Plenum discussion
10:00-11:00 (01:00) Organisational collaboration and responsibility:
- The tools for organisational collaboration
- Group work: Organisational collaboration a necessity for brand experience — finding your own
formula
- Plenum discussion

11:00-11:15 (00:15) COFFEE BREAK

11:15-13:00 (01:45) Process mapping and the buyer/customer journey
- Internal mapping of responsibilities
- The customer, the frontline and the back office
- Case Study 2: Process mapping (hypermarket)
o Build on Case 1 to develop a process mapping diagram
o ldentify importance of responsibilities and organisational collaboration in delivering
the required brand experience
- Plenum discussion on key learnings

13:00-14:00 (1:00) LUNCH

14:00-15:00 (1:00) Customer feedback process driving Organisational collaboration:
- Need for simple regular feedback process
- Net Promoter System
- Closing the loop —tactical level
- Closing the loop — strategic level
- Group work: Implications of implementing a regular customer feedback system in a company.
Discuss drivers and barriers
15:00-15:30 (0:30) The use of technology as an enabler:
- Creating responsibility and accountability across the organisation

15:30-15:45 (0:15) COFFEE BREAK

15:45-16:30 (0:45) Causes of failure in implementing a Brand Experience program:

- Group work: discuss possible causes of failure within your own system
16:30-17:00 (0:30) Company readiness:

- The dimensions

- Individual exercise to evaluate own company readiness

- Plenum discussion

17:00-17:30 (0:30)  Follow up workshop
- Explanation and homework
- Discussion
- Closing remarks

EW:  Elie Wakil

AC: Andreas Christopoulos
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AMAwen Zvppetoxiig

EmiBupovpe va cog TANPOQPOPNGOUUE OTL EVOLAQEPOUACTE VA CUUUETATYOVHIE OTO LEUVAPLO TIOU SLOPYAVWOVEL TO
KEBE pe 0éua:
«BRAND EXPERIENCE MANAGEMENT - AN INNOVATIVE APPROACH TO KEEP YOUR
CUSTOMER STRATEGY ON TRACK AND YOUR ORGANISATION FOCUSED
ON SUSTAINABLE GROWTH »

Iroyeia Emyeipnong / Opyaviopov

‘Ovopa Emyeipnong:

Ap. Mntpwov Epyodotn Kowvwvikwv Ac@arioewv:

TnA. das.
AebBuvon;:

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

Ap. Zuppetexdvtwv:

O Asvkwoia, 07 & 08/05/2019 (Esvodoyeio HILTON)

Iroela TUPPETEXOVTWV

Ovépata Tuupetexdviwv: 0<omn otnv Etaupeia:

L e e nnnie eiemiereeeeeeeseeraa——ereeesaa e aeeeananran
/O
P

«Eyw o/n , ONAwvw OTL elpat dvw Twyv 18 etwv. E€ouatodotw to KEBE va xpnoluomotovv oAa

TA TILO TIAVW TIPOOWTILKA SES0UEVA UE OKOTIO TNV CUMUETOXH OTO TILO TTAVW ogpwvapLo. [

E€ouotodotw to KEBE va pou amootéAAOUV TapopoLog GpUoNE LE TV TILO TTAVW EKSAAWGCT EVNUEPWTIKO UALKO o€ peAovtikd xpovo. [

Evnuepwvopat otL Suvatal va avaptnBolv o LoTooeAibeg 1/Kal ota HECO KOWWVLKAG SIKTUwong dpwtoypadieg f/kat Bivteo amd tn CUYKEKPLUEVN
ekdnAwon ot onolieg gpdavidopat, yia okomoug npoBoAng tng ekdnAwong. Eav dev mpoPeilte otn oxetkr g€ouctodotnon mpog to KEBE yia tn
Slatripnon twv edopévwy oag yla LEANOVTLKA emikovwvia, autd Ba kataotpadoly Le To Epag TS ekdAAWoNG. Mépav Tou SIKALWUATOC AOCUPONG
™G ouykatdBeong coag, Slabétete emiong ta Sikalwpoata mpocPacng, Sopbwong, Swaypadng, dopntodTNTOC, MEPLOPOUOU R avtitaéng otnv
enegepyacia Twv Se60UEVWVY OAG, TA OTOLA UIMOPELTE va eEAOKNOETE HECW ypartthG aitnong oto KEBE. AlaBétete eniong To Sikalwpa katayyeAiog oto
Ipadeio Emtpomnou Npoowrikwv AESOUEVWVY.

HUEPOUNVIO vt YTmoypaen ... e
New®. piBa Ayevy 38 & Aehnyiwpyn 3, T.0. 21455, 1509 Acukwaia, Kunpog, TnA. + 357-22889800, (DGE + 357-22668630,
E-mail: chamber@ccci.org.cy



mailto:chamber@ccci.org.cy

