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EMPLOYEE EXPERIENCE MANAGEMENT

«BUILDING AN EX CENTRIC ORGANISATION>»
(100% Emxoprijynon ano tnv AvAA)

/
Hpepopnvies Aictayoytis: 10 & 11/ 11/ 2021

ToTog Ateaywyng: Zevodoyesio «<HILTON NICOSIA»

AHAQYH
LYMMETOXHZ
INATHXTE EAQ

*To ISpupatiko pépog tov Ekmaidsutikov [poypdppatog, To omolo £xet
KSlécplcsw( 14 wpeg, O SietayOsei o€ Vo Nuépec.

H noiotnTa TnG epneipiag nou Binvouv ol epyalopevol €ival €vag and Toug M0 OnUAvTIKoUG GUVTEAEOTEG
avanTuéng kai BIiwoipoTNTAC KIag eTaipeiac. Or EAIPETIKECG EPNEIPIEG OTN €pyaacia dnuioupyolv pia 101aITepdTNTA
oTn ETAIPIKI KOUATOUPA nou nNpoaeAkUel kal diaTnpei apoainPEVOUC TOUG UNAAARAOUC, o1 ornoiol oav anoTéAeoua
NPOC(REPOUV HIA EEAIPETIKA UNEIpia oTOUC 1IBIAITEPA ANAITNTIKOUC NEAATEG TOU GNHEPA.

O1 epyaldpevol avapévouv and Tnv €TAIPEId TOUC va TOUC NAPEXEl MIA EUMEIPIA MOU VA aVTAMNOKPIVETAl OTIG
NPOCOOKIEC TOUC OE £va EEATOMIKEUPEVO Kal PIAIKO £pyaciakd nepiBaihov.

O1 avTIANWEIC Kal Ta aloOnuaTa Twv pyalopevav dev ennpealovTal NAEOV JOVO anod OUYKEKPIUEVOUG NAPAYOVTEG
kal onyeia enaerg (touchpoints), dnwg Tnv apoifr), Ta dIEUBUVTIKA OTEAEXN, TOV AUECWC AVWTEPO TOUC, TN ouada
KAN. AUTEG TIG HEPEG OMoI {oUpE aE €vav duvapikd KOOHO ePNEIPIDY Nou aANalel CUVEXWE Kal NPENEI va OUVOEETAI
ME TIC NPOCGOOKIEC, TA NPOOWIKA KivnTpa Kal TIG PIA0DOEIEC TOu EpyalOPEVOU. 2TOV OUYXPOVO KOGHO, Ol EUNEIPIEC,
To nepIBAMoOV Tou Xwpou epyaociac, n dIaBecIuOTNTA KAl NPooBaciyoTnTa 0 WnPIakoUg Kal aAAoUG NOPOUC
ennpealouv TNV NPOCWIIKN KAl ENAYYEAUATIKN avanTuén kalr avayvwpion.

la va JNopEOETE va NPOOPEPETE Kal va OIAXEIPIOTEITE IDIAITEPEC KAl EEATOUIKEUPEVEC EMNEIPIEG OTNV ETAIPEIA 0AG,
XPEIAlETAlI OTOXEUPEVN NPOOoNABEIa KAl EMIPOVH, WOTE VA EUNVEETE OTOUC OUVAdEAPOUC 0ac nNAadog yia auTtd nou
Kavouv.

AUTO TO KAIVOTOHO NPOYPAMHA KAAUNTEI akpIB®G TIG AVAYKEG OPYAVICH®V / ENIXEIPNOEWV NoU BEAouv
va EQAPHOCOUV aNOTEAECHATIKO npoypappa diaxeipiong EX (employee experience). Eival éva
npoypappa To onoio emdpa AUeca oTn JECHEUON KAl EVEPYFN CUHHETOXN TWV EPYA{OHEVWV OF
8UOoKOAOUG KaIPOUG OIKOVOHIKNG UPEONG Nou 0dnyei 0 uPnAGTEPN NAPAYWYIKOTNTA, OIKOVOMIKIK)
oTafepoTNTA, HAKPONPOBEoHN BIWMOCIMOTNTA KAl ETOINOTNTA yid TNV AVTIHET@MION ONOIACONNOTE
HEAAOVTIKNG NPOKANCNG.

MeTda TNV 0AokANpwaon TNG KATapTIong oI kaTapTiI(ouevol Ba gival o B€on va:

e epiypapouv Tn pebBodoloyia kal Ta avaykaia epyalsia yia Tn dnuioupyia npoypaupatog kair Tnv
anoTeheopaTikn diaxeipnon TG euneipiac Twv epyalopévav (EX — employee experience)
KaTtovopadouv Ta Bacika oTOIXEIQ KAl apxeC evog ouaThaTtoc Employee Experience Management
JUOXETICOUV TO pOAO TNG EPNEIPIaC TwV epyalopevav pe Tn diadikacia NpooANWNG, To pOAO Kal TNV KATAPTION
OxI MOVO TwV SIEUBUVTWV AAAG Kal OAWV TwV ONPAvTIKWV BECEWV OE ia ETAIpEia

¢ AimioloyoUv To pOAO Kal avTiKTuNo evog NpoypaupaTog EX - Euneipiag Epyalopévav

e EmiAéyouv kal va xpnoiponoiolv véa gpyaleia onwg “design thinking”, “personas”, “empathy maps” yia va
avayvwpitouv Ti XpeialeTal kal va “opyavwvouv/axedialouv” d1apoponoINUEVEG EMNEIPIEC, KATAANAEG yia TNV
KaBe BEon woTe va dnuioupyouv BETIKO avTiKTUNO OTNV MOPEia Kal aTpaTnyikn TnG £Taipeiag/opyaviopou.

e EngEnyolv pe noio Tpono Ta diagpopa oTadia uAonoinong Tou npoypdupatog EX — Euneipiac Epyalopévwv
€MIdPOUV OTN EVEPYN CUUMETOXN TWV £pYAlOUEVWV

e Ynepaonifouv Tnv onoudaidTnTa Kal Ta oQEAN Tou npoypdupaTog diaxeipiong EX - Euneipiac Epyalopévwv
Kal va oguvepyalovtal cUAAOYIKA Yia TNV EMITEUEN TOU GTOXOU auToU

e apakivoUv Kal cguvepyalovTal anoTEAEOUATIKOTEPA WE TOUG GUVAOEAPOUC yia €va BETIKO kal dnuIoUpyIKO
£pyaociako nepiaihov
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Mepiypa®n Ynown®iwv yia UPPETOXN:

To npoypaupa ansubuveral o AIEUOUVTIKA KAl AvoTepa ZTEAEXN KAOWG KAl O ENICTNHOVIKO NPOCWNIKO
ENIXEIPNOEMV KAl OPYAvIOH®V MOU £€Xouv €uBUvVn yia Tnv Jiaxeipion Twv avlponivov nopmv Tmv
ENIXEIPTOEMV TOUG ] TOV OTPATNYIKO OXESIACHO.

EMIMOP®QTIKO NPOrPAMMA KEBE

Aoun Tou npoypdupaToc:

To npdypaupa givar NpakTikng euong kai nepidayBavel 1ooo Idpupatikn (14 wpec) 6oov kai Evdoenixeipnoiakn
katapTion. O1 eknaidsuTéc Ba npaypaTonoinoouv eniokeywn 4 wpwv O KABE CUPUETEXOUOA EMIXEIpNON yid
€€IDIKEUEVN €Ni TOMOU PEAETN Kal oulTNON TWV EPApHOywV Mou Ba npénel va AABouV Xwpa OTn OUYKEKPIYEVN
EMIXEIpNON OE OXEON HE TO AVTIKEIJEVO TOU NPOYPAUKATOC,

EknaideuTnc:

To ev Aoyw EnipoppwTikod npoypaupa 6a didagouv o epneipoyvapove K. Elie Wakil kai o k. Avdpéag
XpioToénouAog.

To npoypaupa Ba disEaxBei aTnv AyyAIkR YA®Ooa, Ouws culnTAOEIC Kal NapePPAceIc ynopoUv va yivouv kal oTnv
EMNviIKN yAwoaoa.

Aikaiopa Zupperoyxnc: (€1530 + €290.70 ®.M1.A.)

To npoypauua £xel eykplBei and Tnv Apxn AvanTuéng
AvBpwnivou AuvapikoU (AvAA) wg npoypappa (wTIKAG
onuaciac. To Oegpivapio eniopnyeitar €&’
oAokAfpou and Tnv AvAA kal w¢G €K TOUTOU BEV
undpxel onoladnnoTe OIKOVOMIKN emBdpuvon yia TIG
enixeipnoeig, egaipoupévou Tou P.M.A (€290.70).
Na onueiwBei 0TI To ®.M.A. ENIOTPEPETAI OTIG ETAIPEIEG
kal OeV anoTeAEl KOGTOG yIa TIG EMIXEIPATEIG,

MpokeITal NpayuaTika yid Pid avenavaAnnrn kai
OIKOVOHIKG OUHPEpOUTda guUKaipia nou
NpooQEPETal  yia avaBaduion Twv  Kunpiakwmv
Enixelprioewv  a@oU TO  MNpaydaTtikd  KOOTOC
OUMUETOXNG, av Oev UMNPXE N EMXopnynon Tng
Apxnc, Ba nTav TouhdyioTo €1530 To ATOO.

MpoTpénovral  OAeC O  EMIXEIPAOEIC  OMNWG
EKUETAAMEUBOUV OTO €nakpo Tnv €ukaipia yia

OUMHETOXN OTO €V AOYW Npoypapua.

AnA®OEIC ZUPPETOXAG:
O1 evdiapepOPevol NApakaAouvTdl ONwe CUUNANP®OOUV TN OXETIKN ONAWGON CUMPPETOXNC natwvtac EAQ, To
apyotepo péxpl Tnv Teraptn 3 NoguBpiou 2021.

Noyw Tn¢ kardoraonc ue 1o Covid-19, 8a BeAaue va oag evnuepwoouue nw¢ Ba Tnpnbouv auoTnpd Ta anapaitnta
LETPA yia Tnv npooracia TwV OUUUETEXOVTWYV OUUPwVA LE TIC 00nyiec Tou Yroupyeiou Yyeiac. H xprion
MPOOTATEUTIKIIG AOKAC EIVAl UMOXPEWTIKT].

Eniong anaiteital n Karoxrj EITe apVvnTIKIIG EPYACTNPIAKIIC EEETACTIC 1} EEETAONC TAXEIAS AVIYVEUOTIC avTIyovou yid TV
aobevela Tou Covid-19 pe 1n OeiyuaroAnwia va exel npayuaronoinBsl evio¢ Twv TeAsuTaiwv 72 wpwv, EITE
MIOTOMOINTIKO EUPROAIGOLIOU TOUAGXIOTOV LIE T Wia 000N KAl VOOULIEVOU OTI EXEI NAPEABEI didoTnua Tpiwv ERO0LAOWY
LETA TNV NUEPOUNVIa eUPOAIGOLIOU, EITE MIOTOMOINTIKO VApPWOong aro Tnv aoBevela Tou COVID-19 kai Voouuevou oTi
OV ExEl NAPEABer diIdoTnua €& Unvav ano Tnv nuepoUnvia OelyUaroAnwiag Tns apxikinc Tous GeTIKIG dIdyvworg, EiTe
Tou Ynorakou lMioronomtikou COVID tn¢ Eupwnaikric Evwong (EU Digital Covid Certificate).

lMa nNepIoaOTEPEC NANPOPOPIEC 1} DIEUKPIVICEIC UNOPEITE VA ENIKOIVWVEITE PE TNV KA. Zwn) Migpidou, AsIToupyo
KEBE, ota TnA. 22889746/ 22889715, email: z.pieridou@ccci.org.cy.

Mg ekTipnon,
XpioToc TavTeAég
AvaTepog Aerroupydg KEBE

TPOMOI NAHPQMHZ
1. Me Enirayn oTo 6vopa Tou KEBE
2. KatdBean aToug nio katw Aoyapiacpoug;
TPAMEZA KYNPOY
AP. AOTAPIA>XMOY: 0194-12-006537

EAAHNIKH TPAMEZA

AP. AOI'APIAZMOY: 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

To NPpoypoRPo cyxpllnxe amo Tnv AvM O m-nnmw oo
CUPPETCXOUY BT CHYOIOTOUREVOUS TOUGC., OF ool u:nvnaolonv
TG MPrrpia YNNG AvAN, Ba vuxouw vng GXETIRG ﬂltm

. Apxi AvanTuEng
AvBpoanivou
S Auvapeoo
Konpoo
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ANAAYTIKO NMPOrPAMMA

WEDNESDAY 10/11/2021 (15T DAY)

09:00-09:30 (0:50)

Introduction and Objectives

- Introducing the delegates

- Expectations of the delegates
- Why this seminar

- Objectives of the seminar

09:30-11:00 (01:50) The case for Employee Experience: Importance and Rational

11:00-11:15 (00:25)

11:15-11:45 (00:50)

Techniques used: lecturing (introduction), group work, brain storming, questions
& answers, discussion & conclusion

- The brightest star (employee asset)

- The problem identified with millennials and new generation employees

- Group Work: What is EX (employee experience)?

- The evolution of employee experience

- Group task: Customer Experience & Employee Experience

- Employee Engagement & Employee Experience

- The new approach: your employee is your customer

- What happens when employee experience is applied — the benefits

COFFEE BREAK

Basic Elements and Principles of Employee Experience Management

Techniques used: group work, lecturing, brain storming, questions & answers,
discussion & conclusion

- Group Work: describe significant landmarks of the employee roadmap

- The employee journeys (from applying to ending employment)

- End-to-end experience (interactions at all work stages)

- Why personas (characters representing employee types)

11:45-12:15 (00:50) “Design thinking” applied in Employee Experience

12.15-13.30 (1:25)

Techniques used. lecturing, brain storming, questions & answers, discussion &
conclusion
- Design Thinking process explained:
o Empathise (connecting to feelings)
Define (understanding the issues)
Ideate (challenge assumptions and innovate)
Prototype (develop alternatives)
Testing and implementing

o O O O

Empathising with your Employees

Techniques used. group work, role playing, lecturing, questions & answers,

discussion & conclusion

- Ways for obtaining insights on employee motivations

- What to ask: understanding what matters

- Group work: Self-reflection (look back into own experiences) and relate to
personas (characters representing employee types)

- Empathy maps (what they say, think, feel and do)
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13.30-14.30 LUNCH

14.30-16.00 (1:50) Defining Employee Personas

Techniques used. ice breaker, group work, brain storming, questions & answers,

discussion & conclusion

- Employee profiles

- Define (understanding & implications): employees’ heeds, motivations, goals,
pain points, fears, moments of truth and derive insights

- Develop different personas: in each case describe profile, personality, goals,
frustrations, and moments that matter the most to the persona

16.00-16.15 (0:25)  COFFEE BREAK

16.15-17.30 (1:25) Case Study 1: Identifying and describing Key personas hypermarker

Techniques used: break-out groups, group work, case study analysis and brain
storming, presentation of group work, discussion & conclusion

- Identify the key personas for hypermarket success

- Empathising with hypermarket employees

- Describe employee personality, goals motivations and frustrations

- Design employee personas based on findings

THURSDAY 11/11/2021 (2N° DAY)
09:00-10:00 (01:00) First day Overview Groupwork

Techniques used: break-out groups, group work, projection techniqgues,
presentation of group work, discussion & conclusion

- Summary of key learning points from day 1 and feedback

- The participants will prepare and present learning points from day 1

- Plenum discussion & takeout messages

10:00-11:00 (01:00) Employee experience strategy:

Techniques used: plenum discussion, group work, brain storming, derive

conclusions

- Discussion on priority workforce segments: every company needs to identify
its own priority segments in order to help develop the employee experience
strategy

- Discuss, define and provide examples: each priority segment persona has its
own journey with the moments that matter most to them; describe your own
journey and create a map with the moments that matter to you

- Groupwork: how can this help you design better employee experiences —
relate this to your company. Choose a persona to generate a journey maps
and important moments of that journey

11:00-11:15 (00:25) COFFEE BREAK

11:15-13:00 (01:75) Re-think Employee Experience:

Techniques used. plenum discussion, group work, brain storming, derive
conclusions
Groupwork: Re-defining experiences relating to a procedure, an activity, a
software etc.
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13:00-14:00 (1:00)

14:00-15:15 (1:25)

15:15-15:45 (0:50)

EMIMOP®QTIKO NPOrPAMMA KEBE

- Analyse an experience around a moment that matters (choosing from your
own journey), describe the experience and map out what happens in order
to create an experience map which includes feelings and thoughts

- Discussion: relationship between a journey map and an experience map

- Ideation: generate new ideas to challenge assumptions and create
innovative solutions for improving an employee experience

- Different experience maps (design) for different personas: opportunities for
different types of experiences that impact the employee’s thinking, feelings
and perceptions about the company
Exercise using the diverge-converge technique to generate new ideas

LUNCH

Case Study 2: Designing Employee Experiences

Techniques used: break-out groups, group work, case study analysis and brain
storming, presentation of group work, discussion & conclusion
- Using different personas from Case Study 1:
o Develop journey maps for each persona
o Develop an experience map for specific activity or process
o Show how your solution considers the persona’s motivations, insights
learned and the moments that matter most
- Plenum discussion on key learnings

Linking Employee Experience to Employee Engagement and Customer
Experience & Engagement

Techniques used. questions & answers, plenum discussion & conclusion
- Groupwork: identify and discuss the links between employee experience,
engagement and customer experience & engagement

15:45-16:00 (0:25) COFFEE BREAK

16:00-17:00 (1:00)

Employee Experience Management: What next? Challenges & Company
readiness:

Techniques used.: questions & answers, plenum discussion & conclusion

- Creating and testing experience prototypes

- Employee experience management goals: communication, work culture,
feedback cycle & reading the signs, reaching & integrating new generation
employees, developing the employer brand and impacting the customer
brand

- Your responsibilities as the Employee Experience manager

- Readiness dimensions: company culture, vision, motivation, incentives,
resources
Plenum discussion: drivers and barriers, possible solutions

17:00-17:30 (0:50) In house Visits & Workshop

- Explanation and homework

- Objectives of the in-house visits
- Discussion

- Closing remarks

New. MpiBa Alyevn 38 & AeAnyiwpyn 3, 1066, T.0 21455, 1509 Asukwoia, Kinpog
T: +357 22889800 F: +357 22668630 E: chamber@ccci.org.cy W: www.ccci.org.cy


mailto:chamber@ccci.org.cy
http://www.ccci.org.cy/

