). r,»._'\
KYTIPIAKO
j EMMOPIKO KAL

% X
K7
f/ BICMHXANIKO

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% Enixopriynon ano tnv AvAA)

Huepopnvieg AIEEaywyng :

diapkeia 14 wpeg, 0a diskaxOei o JUO NHEPEG.

29 & 30/ 03/ 2022

Xawpog Aictaywyng: Aepeooc, =evodoyxeio «PEFKOS CITY HOTEL>»

To IdpupaTikO pEPOG Tou EKNaideuTikoU MpoypaupaToG, TO Onoio EXEl

AHAQ3H
2YMMETOXHZ
MNATHZTE EAQ

O1 neNaTeC Kpivouv BETIKA 1 apvnTIKA Wia €TaAlpEia Pe BAon TIG
EUNEIPIEG MOU AMOKTOUV OTAV £pXOVTAl OE €NAQI PE OTIONMNOTE
nnyadel and Tnv €Taipeia auTh Kal GUVOEETAl WE TN €NWVUMIa
NG —«the brand experience». XUu@wva pe Tnv McKinsey, ol
guneipieg nou cuvdéovTtarl Ye Tnv enwvupia (brand experiences)
anoteAoUV TO MO 10XUPO KivnTpo Mou odnyei Toug NeAdTeC va
npowdraouv TnV ETAIPEia g€ TPITOUG,

AuTH n «guvnyopia» Twv NEAATWV OTO va WIAOUV BETIKG yia Hia
etaipeia (brand advocacy) €ival auTo Mou PETATPENE! TIC KAAEG
o€ EAIPETIKEC ETAIPEIEC KAl TOUG MAPEXEl IOXUPN aAVANTUEN Kal
BiwoiyoTtnTa. 'Eva apbpo pe TitTAo «The One Number You Need
to Grow» (Tou Fred Reichheld), nou dnuooieltnke To 2003 oTO
Harvard Business Review, €ixe peyaAn €nippor] 0TO va KAVEl
nNA£ov anodekTd OTI Ol CUCTACEIG TWV NEAATWV ANoTEAOUV TOV
nio 10xUpd ouvTeAedTH avanTugng Kiag enixeipnong.

H napoxr €EaIpeTIKQV EUNEIPIOV, LE GUVENEID O KABE onpeio
€naQng Pe Tov neAatn (touchpoint) diagoponolsi Tnv €Taipeia
ano Tov avTaywviopo — pia diapoponoinon nou dev Pnopei va
avTiypagei anod aiAouc.

To «Brand Experience Management» eival pia €nixeipnoiakn
neiBapxia (business discipline) nou ayyidel OAC TIC NTUXEG MIAC
gnixeipnong: To avlpwnivo duvapikd, TOug NOpoug, Tn dopr Kal
v avantuén Tng.  Exel kaBiepwBei and napa noAAEG
ENIXEIPNOEIC avd Tov KOOWO (MEYAAEG Kal PIKPEC) OTO EMIKEVTPO
TNG EPapPoyNC Kal EKTEAEONG TNG OTPATNYIKNG NEAATAV.

H owotn e@appoyn TG @ihocopiac Tou «Brand Experience
Management» napéxel oTnv €Taipia €0Tidon OTn OTPATNYIKA,
aueon avranokpion and oOAoug, ouvepyacia (organisational
collaboration) kar uneuBuvdTnTa 0 OAa Ta enineda: anod TNV
npwTn ypapun, otnv unootpign (back-office) kar dieuBuvaon.

MeTda TNV 0AOKANPWON TOU NPOoypaupaToc o1 karapTi{OUEVOI NPENE! va gival o O€on va:

neplypagouv Tnv €vvola Tou «Brand Experience Management», To ndoo onuavtikd €ival oTn €KTEAEON TNG OTPATNYIKNG
nehatwv (customer strategy) kalr To nwg cupBaMlel otn dlagoponoinon, Tn oTabepry avantu&én kai Tn BIWOINOTNTA MIAG
£NIXEipNonG.

kaTovopalouv Ta Bacikd oToixeia kal apxeg evog ouoTnuaTog «Brand Experience Management».

kaTaypdgouv He AenTopépeia Tn Oladpopr) nou akoAouBei o nehatng (customer journey) kal Ta onueia Ta onoia eival
KaBopIoTIKA YIa TO NWG 0 NEAATNG BIWVEI AUTEC TIG pnelpieg (moments of truth and moments of pain).

nepIypagouv Tov TPOMo Ke Tov onoio To «customer journey» ennpealetal and Tn ouvepyaoia (organisational collaboration)
METAEU TNG nNpwTNG Yypaupng, Tnc unootnpiEng (back-office), kar Tng dielBuvong kabwe kai and OAn Tn opydvwon Kal
01adIkacieg TNg €TAIPEIAG.

Tagivopouv TIG diadikacieg o OAa Ta enineda nou kabopilouv TNV EUNEIPIa NMouU NPOoPEPEl N €TAIPEIA OTOUG NEAATEG TNG KABWG
Kal T ouvexr evTonion aduvapiov

TEKUNPIWVOUV aduvalieg pEow auvexoUug «diahoyou» (feedback) Pe Toug NeEAATEC.
enIdEIKVUOUV  DIOPOWTIKEG EVEPYEIEG MOU va KIvnTOMoIoUV TOUG NEAATEG OTO va
MPOTEIVOUV/CUCTIAVOUV TNV £TAIpEIa g€ AANOUG,

£pappolouv éva cuoTtnUa avanAnpo@dpnong onwg civar To NPS nou xpnoidonoleital b“an

and NoAAEG PEYAAEG Kal PIKPEG EMIXEIPNOEIG,

opyavawvouv Tn peBodoloyia kabwg kal éva oUoTNHA HE Ta avaykaia epyaleia yia Tn Wer ler\‘:‘o
owaoTn dlaxeipion TNG EMNEIPIAG NMou N Talpeia eMIdINKE va NAPEXEI OTOUG NEAATEG TNG — /

«Brand Experience Management» )

~ "“‘”’Wd

Nepiypa®n Ynowniwv:

To npoypappa ansuBbuvetal o AIEUOUVTIKG Kal AVRTEPA ZTEAEXN KAOMG KAl OE ENICTNHOVIKO NPOCWNIKO ENIXEIPHOEDV
Kal OpyavioHGV Nou £X0uV ThV euBUVN os Bépata MapkeTivyk kal MwAnoswv, Avepanivov Mopwv Twv EniXeipnoswv
N ZTpaTtnyikou ZxediacpoU. To npdypaupa KaAUNTEl TIC avAyKeS Opyaviopwy / enIXEIpRoswy nou BENouv va epapuooouv €va
anoTeAEONATIKO NPOypaupa «Brand Experience Managements.

Aopn Tou MNMpoypapparoc:

To npoypaupa eivar NpakTikAG QuUong kai nepiAauBavel Téoo IdpupaTikn (14 wpeg) Ooov kal EvOoenixelpnoiakn KaTapTion
(eniokewn ekNaIdEUTWV OE KABE enixeipnan dIApKEIAc 4 wpwv).
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Aidaokalia:
To EnipoppwTikd npoypapia Ba didagouv ol euneipoyvapoveg k. Elie Wakil kai k. Av3péag XpIoTONOUAOG. ZnUEIWVETAl OTI TO
npodypappa Ba diegaxBei oTnv AyyAikn YAwooa OPwG napepBACEIC Kal oUlNTNOEIC KNOPOUV va Yivouv Kal aTnv EAANVIKN.

Aikaiopa Fupperoxng (€1530 + €290.70 ®.MN.A.)

To npoypappa €xel eykpiBei and Tnv Apxn Avantugng AvBpwnivou Auvapikou aav npoypaupa {wTiknG onuaciac. To npoypappa
emixopnyeital €5’ oAokAnpou ano Tnv AvAA Kal G €K TOUTOU JEV uNApyEl onoladnnoTe OIKOVOMIKN €niBapuvon yia
TIG ENIXEIPROEIG / opyaviopoUg, e€aipoupévou Tou @D.M.A. (€290.70). Na onueiwdei OTI kar To ®.M.A. ENICTPEPETAI OTIG
ETAIPEIEC Kal D€V ANOTEAEI KOOTOG YIa TIG EMNIXEIPNOEIC,

MpokeITal NpaydaTika yia Jid avenavaAnnTn kAl OIKOVOMIKG CUH(EPOUCA £UKAIpid Mou NPOCQEPETAl Yid avapabuion Twv
Kunpiakwv Enixeiprioewv apou To NpaypaTtiko KOOTOG CUMHETOXNG, av Oev UMNpXE N enixoprynon TS Apxng, 8a frav TouhdxioTov
€1530. Enopévwe, NpoTpEnovTal OAEG 01 ETAIPEIEC ONWG TNV EKUETAAEUBOUV GTO €NAKPO.

AnA®OEIC ZUPPETOXNG:
O1 evdIaQepOPEVOl NapakaAoUVTal OMwG CUMNANPWOOUV Tn OXETIKN dNAwon CUUHETOXNG NaTtwvTag EAQ, To apyoTEPO MEXPI THV
TpitTn 22 MapTiou 2022.

H npakTikii QUon Kai 0 TUMOG TOU MPOYPaILAaToS BETOUV NEPIOPIOIIOUS OTOV apIGLO TWV OULLETOXWY, yI’ QUTO Of GITHOEIC
Ba yivovral OeKTEG LIE O€Ipd MPOTEPAIOTITAC.

2a¢ EVUEPWVOULE OTI TNPoUVTal auoTnpd 0Aa Ta anapaitnTa UETPa ouu@wva LE To didTayua Tou Yroupyou Yyeiac
nuepounviag 18/2/2022.

O NapeupIoKOUEVOl O OpacTnpIOTNTEC KATAPTIONG KABWS Kkai Ot aEIOAOYIIOEIC EnayyeALaTIKGWY MPooovIwv Kai
OUVTEAEOT@V rapoxric KarapTions, anaiteital n nideién &iTe 1I0YUOVTOC MIOTonoINTIKOU oAokAnpwuevou gupoliacuou yia
TV aobeveia Tou COVID-19, &iTe I0YUOVTOG MIOTOMNOINTIKOU avdppworns ano Tnv acBeveia tou COVID-19, iTe apvnTikiiG
gpyaonpiakric &€raonc (PCR), LE T OelyuaroAnwia va Exel npayuaronoin@el vioc 72 wpwv, EITE apVNTIKIG EEETAoNG
Taxelac aviyveuons avriyovou yia tnv acBeveia tou COVID-19, pe 1 OelyuaroAnwia va exel npayuaronoinBel eviog 48
wpav.

[ia npoowna 1a oroia Oev duvavral va gupoAiaoTouv Aoyw iaTpikou rpoBARLaTos, anaiteitai n emideién Tou 1aTpikou
TIOTOMOINTIKOU 110U EKOIOEI TO YIIoUpyeio Yyeiac kai n ermioeién apvnTikiic epyaotnpiakric e&ertaonc (PCR) i e&€raong
Taxeiag aviyveuones avriyovou yia tnv acBeveia Tou COVID-19, ue 1 Oglyuaroinwia va xel npayuaronombsi evrog enta
nuepwv. OAoI of NAapeUpITKOUEVOI OPEIAOUV va QepouV adl Tous OeATio TauToTnTag i diaBarripio.

YrevBupileTar 0TI 1] XpIiorn MpooTATEUTIKIC LAOKAC EIVAI UMOXPEWTIKT].

Ma nepIocOTEPEG MANPOPOPIES ) DIEUKPIVIOEIC UMOPEITE va ENIKOIVWVEITE PE TNV Kd. Zwn Migpidou, Aerroupyd KEBE, ota
TnA. 22889746 / 22889715, email: z.pieridou@ccci.org.cy.

Mg ekTidnon,
XpioToc TavTeAeg
AvwTepog AsiToupyog KEBE

TPOMOI NAHPQMHZ
1. Mg Emitayn aTo 6vopa Tou KEBE
2. KataBeon oToug nio katw Aoyapiacpouc:

TPAMEZA KYNPOY EAAHNIKH TPAMNEZA

AP. AOTAPIAXMOY: 0194-12-006537 AP. AOFAPIAXMOY: 121-01-013924-01

IBAN NO.: CY 16 0020 0194 000 000 12 0065 3700 IBAN NO.: CY250050012100012101013¢
BIC: BCYPCY2N BIC: HEBACY2N

3. Méow Tng Ynnpeoiag JCC SMART naTtwvTag oTov oUvdeopo: https://www.jccsmart.com/e-bill/32522039

*H nAnpwpn pe peTpnTa dev Ba yiveral anodekTr, CUPNP®VA HE TOUG VEOUG KavoviopHoUg TG AvAA.

To MPOYOOMIO oy iBnxke ond v AVAALA wg Twrviskng Inpaciag. O

EMIXEIPROIC/OPYAVIGROT HOU GUPPETEXOUV BE EPYOBOIoUNEVOUS
Toug, or onolol Ixovommolouy Tic tpolUnreofdonic Tng AvA L, o
TUXOUV TG OXETIKAG Moo ynong.
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ANAAYTIKO NPOrPAMMA

TUESDAY 29/03/2022

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

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

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

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

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

13.30-14.30

14.30-16.00 (1:30)

16.00-16.15 (0:15)

16.15-17.30 (1:15)

Introduction and Objectives
- Introducing the delegates
- Expectations of the delegates

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

COFFEE BREAK

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

Designing 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

LUNCH

The Buyer/Customer Journey

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

- The airline case study

COFFEE BREAK

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 30/03/2022

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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