KYMPIAKO

EMMOPIKO KAI
BIOMHXANIKO
EMIMEAHTHPIO

ENMNIMOP®QTIKO NMPOrPAMMA KEBE

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

(100% Enixoprijynon ano Tnv AvAA)

Huepopnvia Ate§aywyng:
NoAn & Xwpog Ale§oywyng:

03 & 04/ 11/ 2020

Neukwoia, Zevodoyeio The Landmark Nicosia

Avaykn KarapTtiong:

O1 neAdTeC Kpivouv BeTIKG ) apvnTikG Hia €Taipsia Pe
BAon TIC EPNEIPIEC MOU AMOKTOUV OTAV £pXOVTAl OE ENAPN)
ME oTIdnnoTe nnyadlel and Tnv €TAIPEIA QUTH KAl OUVOEETAN
ME TN enwvupia Tng —«the brand experience». ZUppwva
ME TNV McKinsey, ol euneipieC nou ouvdéovtal PE TNV
enwvupia (brand experiences) anotehoUv TO Mo I0XUPO
KivNTpo mnou odnyei Toug NeAATEG va npowbrigouv Tnv
£TAIPEIQ OE TPITOUC,.

AuTn n «ouvnyopia» TWV NEAAT®WV OTO va MIAoUV BeTIKA
yia uia eraipeia (brand advocacy) eivai autd nou
HETATPENEl TIG KAANEG O€ €EQIPETIKEG ETAIPEIEG KAl TOUG
napexel 1Ioxupn avanTtuén kai BiwoiydtnTa. ‘Eva apbpo pe

To «Brand Experience Management» ayyilel OAeC TIG
NTUXEG MIAOG EMIXEIPNONG: To avBpwnivo OUVAMIKO, TOUG
nopouc, Tn doun Kai Tnv avanTtuén TnG. 'Exel kaBiepweei
ano ndapa NoAAEC ENIXEIPNOEIG ava Tov KOOHO (MEYAAEC Kal
MIKPEG) OTO €MIKEVTPO TNG EPAPHOYAG KAl EKTEAEONG TNG
oTPATNYIKNG NEAATWV.

H owort eeappoyny TnG @lhogogiac Tou «Brand
Experience Management» napéxel oTnv €Taipia £0TiAoN
oTn  oTpaTnyikn, d4geon avranokpion and  o6Aoug,
ouvepyaaia (organisational collaboration) Kai
uneubuvoTnTa o€ OAa Ta €nineda: and Tnv NpwTN
ypauun, otnv unootnpiEn (back-office) kar dieuBuvan.

TiTA\0 «The One Number You Need to Grow» (Tou Fred
Reichheld), nou onuooieltnke To 2003 oTO Harvard
Business Review, gixe peyaAn enppor] oTto va kavel nAéov
anodekTO OTI O CUCTACEIG TWV NEAATWV anoTeAolV Tov
Mo I0XUPO COUVTEAEDTN avanTuEng HIag enixeipnong.

= Brond

Y 2iperieNt

g\,\ooe%%.

H napoxn €EaipeTikwv E€UMEIPIV, PE OUVEMEID OE KABE
onueio enagnc Pe Tov neAaTn (touchpoint) diagpoponoiei
Tnv €Taipeia and Tov avraywviopd — pia diagpoponoinon
nou Ogv Pnopei va avTiypagpei ano aAhouc.

srowm

aTog o1 KaTtapTI{OPEVOI NPENEI va gival o€ BEon va:

e MEPIYPAPOUV TNV £vvola Tou «Brand Experience Management», To NOC0 GNUAVTIKO €ival oTn €KTEAEON TNG
oTpaTnyikng nehatwv (customer strategy) kar To Nwg cupyBaiel otn diagoponoinon, Tn oTabepr] avanTugn
Kal T BIwoIPdTNTA HIAg enixeipnong

e avayvwpilouv Ta Bacika OTOIXEId Kal apxEC EvOG ouaTnuaTog «Brand Experience Management»

e  KaTaypagouv e AenTopépela Tn diadpour] nou akoAouBei o neAaTng (customer journey) kal Ta onueia Ta
onoia ival kabopIoTIKA YIa TO NWE 0 NEAATNG BIWVEI AUTEC TIG epnelpiec (moments of truth and moments of
pain)

e MEPIYPAPOUV TOV TPOMO HE TOV 0OMoio TO «customer journey» ennpedleTal ano Tn cuvepyacia (organisational
collaboration) peTa&u Tng NnpwTNG ypauune, Tng unooTnpiEng (back-office), kai Tng dielBuvong kabwg kai anod
0An Tn opydavwon kai diadikacieg TnG eTaipeiac. Kar Bdon autou, va yiverarl ‘xapToypdpnon’ Twv d1adikaoimv
o€ OAa Ta enineda nou kaBopilouv TNV €UNEIpia NOU NPOCQPEPEI N ETAIPEIQ OTOUG NEAATEC TNG KABWCS kal Tn
OUVEXN EVTONION aduvapinv

e evronifouv aduvapieg pECow ouvexoug «diahoyou» (feedback) pe Toug neAdTeg pe okond va AapBavovral
OIOPOWTIKEG EVEPYEIEG MOU va KIVNTOMOIOUV TOUG NEAATEG OTO va MPOTEIVOUV/OUCTHAVOUV Tn €TAIpEia O€
aMouc. EnminAéov, Ba pnopolv va spapuolouv éva oUoTnUa avaninpo@opnons onw sival To NPS nou
Xpnoidonoleital and NoANEG HEYAAEG Kal HIKPEC EMIKEIPNOEIG

e opyavwvouv Tn pebodoloyia kabwg kal éva ouoTnua WE Ta avaykaia epyaleia yia Tn owaoTn diaxeipion Tng
gunelpiac nou n eTaipeia eNISIWKEl va NApPEXEl OTOUC NEAATEC TNG — «Brand Experience Managements»

MEeTA ThV OAOKANPWGON TOU npoypd

Apxrn AvanrTugEncg
: \v 8pcnivou
A Avvapixkouo
KoOonpou

To Npiypappua sykpiBnke and Tnv AvAA. O1 EMIXEIPHOEIS MOU
OCUHUETEXOUV UE EPYOSOTOUNEVOUS TOUG, O ONOIOI IKAOVOIoIoUV

Ta KpITripia TNG AvAA, 6a TUXOUV TNG OXETIKIG EMXOPHynons.
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Nepiypa@n Ynowneiwv:

To npoypaupa ansuBuveral os AIEUOUVTIKG Kal AVOTEPA ZTEAEXN KAOW®G KAl OE ENICTNHOVIKO NPOCWNIKO
ENIXEIPNOEMV KAl OPYAVIOH®V NOU £XOUV TNV guBUvVN o€ 0épara MapkeTivyk kai MwAnoswv, Avoponivov
Mopwv TV Enixeiposwv i ZTpaTnyikoU ZXeS1aopoU. To Npoypauua KAAUNTEl TIC avayKeS opyavioHwv /
ENIYXEIPNOEWVY Nou BENOUV va eQapuOCoouV €va anoTeEAEOUATIKO Npdypappa «Brand Experience Managements.

Aopn Tou MNMpoypauparoc:
To npoypaupa ivai NpakTIKAG puong kai nepiappavel Tooo Idpupatikn 0oov Kal Evioenixelipnaoiakn katapTion.

Aidaokalia:

To EmpoppwTikd npdypaupa 6a diddEouv o euneipoyvwpove k. Elie Wakil kal k. Avdpéag XpioTonouAog.
Snueiwveral OTI To npoypappa Ba disEaxBei oTnv AyyAIKn YyAwooa OPwc napePBAcelc kKal culnTAOEIC KUnopouv va
yivouv kai atnv EAAnvikn.

Aikaiopa FuppeToxng (€1530 + €290.70 ®.M.A.)

To npdypappa €xel eykpiBei and Tnv Apxn Avantuénc AvBpwnivou AuvapikoU oav npoypappa {wTikng onuaociac. To
npoypappa enixopnyeitar €5’ oAokAfpou and Tnv AvAA Kdl ®G €K TOUTOU OEV UNAPYXEI ONOIAdHNOTE
OIKOVOHIKI €nIBapuvon yia TIG ENIXEIPNOEIG / opyaviopoug, eEaipoupévou Tou D.M.A. (€290,70). Na
onuelwBei OTI kal To @.MN.A. EMNICTPEPETAI OTIC ETAIPEIEC Kal OV ANOTEAEI KOOTOG YIA TIC ENIXEIPNOEIC,

MpokeITal npayuaTikad yid HId avenavaAnnTn kal OIKOVOHIKA CUHQEPOUCA cukaipia Mou npoo@EPETAl yid
avaBaduion Twv Kunpiakwv Enixeiprioewv ag@ol To npayuaTikd KOOTOC CUMKETOXNC, av eV UNNPXE N ENIXOpnynon
™G Apxng, 6a fTav Touldxioto €1530. Enopévwg, npoTpénovtal OAEC ol ETAIPEIEC ONWE TNV eKUETAAAEUBOUV OTO
£nakpo.

AnA®OEIG ZUPPETOXNG:
O1 evdiapepOPevol NapakalouvTal ONwe GUPNANPWOOUV T OXETIKN ONAWON CUPHETOXNG KAl va TNV ArnooTEiAouv oTO

KEBE (Acw. Mpia Ayevr) 38 & AeAnyiopyn 3, T.K. 21455, 1509 Acukwoia, TnA. 22889840, dat: 22668630)
oTo e-mail: z.pieridou@ccci.org.cy To apyoTepo HEXPI ThV TpiTn 27 OkTwWRpiou 2020.

H nipakTikii UON Kai 0 TUMOG TOU POYPaULATOC BETOUV MEPIOPIOLIOUS OTOV ApIBLO TWV OUULETOXWYV, Vi’ auTo
oI aITrioeIc 6a yivovral OEKTEG LIE OEIPd MPOTEPAIOTTAG.

Aoyw TnG kardoraong He 1o Covid-19, 6a OEAape va oag EVNUEPWOOUHE NwG 6Oa
TnPNOoUV auoTnpd Ta anapaiTnTa HETPA yia TV NPOOTACIA TWV CUHHETEXOVTWV
oUHPwva HE TIG 0dnYieg Tou Ynoupyeiou Yyeiac.

H Xpnon npoOTATEUTIKAG HAOKAG E€ival UnoXpewTikn. EvnuepwTika, Oa yiveral
OEPUOHETPNON TWV CUMHETEXOVTWV KATA Tnv €i0od0 TOUuG oTnVv aibouca ToU
GEpIVapiou.

Fa nepIooOTEPEG MANPOPOPIEG N DIEUKPIVIOEIG NMAPAKAA® EMIKOIVWVAOTE WE TNV ka. Zwn Mepidou,
Aeiroupyo KEBE, ota TnA. 22889746/ 22889840, email: z.pieridou@ccci.org.cy.

Mg ekTiunon,

XpioToc TavTeAég
AvaTepog Aeiroupydg KEBE

TPOMOI NAHPQMHZ
1. Mg EniTayn) oTo dvopa Tou KEBE
2. KatdBeon aToug nio KaTw Aoyapiaououg:

TPAMEZA KYNPOY EAAHNIKH TPAMNEZA

AP. AOTAPIAZMOY: 0194-12-006537 AP. AOFAPIAXMOY: 121-01-013924-01
IBAN NO.: CY 16 0020 0194 000 000 12 0065 3700 IBAN NO.:
CY25005001210001210101392401

BIC: BCYPCY2N BIC: HEBACY2N

3. Méow Tng Ynnpeoiag JCC SMART naTtwvTag oTov oUvdeopo: https://www.jccsmart.com/e-bill/32522039
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ANAAYTIKO NMPOrpPAMMA
TUESDAY 03/11/2020

09:00-09:30 (00:30) Introduction and Objectives
- Introducing the delegates
- Expectations of the delegates

09:30-11:00 (01:30) Brand Experience Management: importance and rational

- 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

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

11:15-12:15 (01:00) Basic Elements and Principles of Brand Experience Management
- What does it take to build a successful brand experience

People - Leadership & Executive buy-in

Insights — Building Customer Centric Goals

- Technology with human overlay

12:15-13:30 (01: 15) Desmmnq the Brand Experience
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

13.30-14.30 (1:00) LUNCH

14.30-16.00 (1:30) 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
- Identify stages and moments of truth of brand experience currently delivered
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WEDNESDAY 04/11/2020

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 Identify 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
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AHAQZH 2YMMETOXH2

EmBupolpe va oag nAnpoQoprooupE OTI evOIAQEPOPACTE VA CUMHPETAOXOUME OTO Empop@wTikd Mpdypappa ZwTIKNG
>nuaociag nou dlopyavwvel To KEBE pe B€ua:

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

Neukwaia, 03 & 04/11/2020 (Zevodoyxeio «THE LANDMARK NICOSIA»)

Zroixeia Emixeipnong / Opyaviopou

'Ovopa Enixeipnong:

Ap. MnTpwou Epyodotn Koivwvikav ACPalioewy:

TnA. dat,
AigBuvon:

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

Ap. SUPUETEXOVTWV:

ZTOIXEId ZUPHETEXOVTOV

Oovopara SUPHPETEXOVTWV: ©¢on oTnv ETaipeia:
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«Eym o/n , ONAwvw OTI gipal avw Twv 18 eTwv. EEouciodot® To KEBE va

XpnaolponoloUv OAa Ta Mo NAve NPocwnika dedopéva e okond TNV CUUHETOXN OTO Mio NAvw ogpivapio. O

E&ouciodoTw To KEBE va pou anooTéAouv napdpolag eUonG Ke TNV Nio Navw ekdNAwon evUEPWTIKO UAIKO 0€ HEANOVTIKO Xpdvo. O
Evnuepwvopar ot duvatal va avaptnBolv o€ I0TOCENIDEG Nn/Kal OTa PECA KOIVWVIKAG JIKTUWONG GwToypagieg f/kal Bivreo ano
OUYKEKPIJEVN €KDNAWON OTIC OMoieg elgavidopal, yia okonoUg npoPoAng TnG ekdnAwong. Eav dev npoBeiTe oTn OXETIKN £E0UCI000TNON
npo¢ To KEBE yia Tn diaTrpnon Twv dedOHEVWV 0aG yia MEANOVTIKY EMIKOIVWVIA, auTa Ba KataoTpa®olv HE TO MEPAG TNG eKINAWONG.
Mépav Tou OBIKAIMUATOG aANOOUPONG TNG OUYKATABEoNG oag, dlaBéTeTe emiong Ta dikaiwuaTta npdopacnc, diopBwaong, dlayparc,
(PopNTOTNTAG, MEPIOPICKOU i avTiTagng oTnv enefepyacia Twv deSOPEVWY 0AG, TA OMoia PNOPEITE va EEACKNOETE PECW YPANTAG aitnong
oTo KEBE. AlaBéTeTe eniong To dikaiwpa katayyeAiag ato Mpageio Enrpdnou Mpoownik®mv AESOPEVWVS.

HUEPOUNVIA ...vviiiici e YIOYPAPN vt
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