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ENIMOPOQTIKA NPOTPAMMATA

«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX) FOR CYPRUS SMALL
ENTERPRISES » To véo ogpvapro tou KEBE (100% Emxopriynon amo tnv AvAA)

" Customer-
Experience-
Management

ANATKH KATAPTIZHZ:

‘EPEUVECG OXETIKA PE ayopéG deixvouv TNV OAo Kal aufavouevn
TAoN TWV Katavalwtwv va Slevepyolv Sladilktuakn £psuva
ayopdg TPy amd omnoladAmote ayopd KAmolwou mpoidvtog /
umnpeaoiag.

MAnpodopleg, KPLTIKEG O€TIKEG N OPVNTIKEG €lval TAEov
SlaBéolueg o  TOAMEG  NAEKTPOVIKEG  TIAATHOPUEG  He
QMOTEAEOMA VA EMNPEAIOUV TIG AMOGACEL] KATOVOAWTWY —
TieEAQTWV.

OL UIKPEG emuxelpnocel Ba mpémel va aviiAndBouv OTL TO
Sladiktuo €xel aAAAEeL pLlIKA TIC LOOPPOTIiEG SUVAUEWY KOl OTL
Ol KATOVOAWTEG KAl Ol XPNOTEC KATEXOUV TIAEOV TO TIAVW XEPL
ooov adopd tnv afloAdynon Kat tnv TeAKN emloyr). H eumelpla
Aoutdév  Tou TmMeAdTn-katavaAwt Otav  elval  KaAR - Ko
aflomoleital and TNV emxeipnon umopel va BeAtiwoel Thv
anoteAeopatikotnTa TNG. H Sladikaocia autr eival yvwotn Ue

Huepopnvieg Ate§aywyng: 15-16/11/2016
(zevoboyxeio HILTON)

v ovopaoia Customer Experience Management (CEM) kot
OKOTIO €XEL TNV evioxuon NG TLOTOTNTOC TWV TMEAOTWY, TNV
avénon tng melatelakng Paong Kat kot emnéktacn tnv avénon
™¢ kepdodopiag tng emiyeipnonc.

O BaockdGg OKOMOG TOU TPOYPAUMATOG €lval akplpwg va
BonBnOouVv oL UIKPEG ETLXELPNOELG TWE VA ETLTUXOUV VO €XOUV
£€VOl ATIOTEAECUATIKO cUOTNUA Slaxeiplong tng eumelplog tou
niehdtn (Customer Experience Management, CEM) kal mwg va
BeAtlwoouv kat va Slaxelplotouv cwotd to B€pa tng Online
dnuNng kat enwvupiag toug (Online Brand and Reputation). Ot
£pyod0oTeg Ba mpEMeL va katavonoouv OtL n Online ¢nun kat
eENWVLULa TNG emixelpnong toug Ba mpémel va emavakepSBel
edapudlovrag olyxpoveg HeBOSOUC TPOCEYYLONG KATAVOAWTWY
- TEAQTWV.

META THN OAOKAHPQZH TOY MPOTPAMMATOZ Ol KATAPTIZOMENOI OA EINAI 2E OEZH NA:

MEeTa tnv oAoKARPWON TNG KATAPTLONG OL KATAPTL{OMEVOL TTPETEL VAL

elval o Béon va:

Katavoouv tnv Yuxoloyia Twv KatavaAwtwyv mou ayopdalouv
péow Tou Sladiktuou (online) kKaBwg Kal KLVATPWY yLa ayopd.
Auto TmeplA\apPAveL TNV KATAVOWUN TWV TIEAATWV OF
Snuoypadkéc opadeg kabwg kol TNV  Slepelvnon  ING
oL UTEPLDOPAG TWV uTIOY R LWV TTEAATWV.

Afloloynoouv tnv gumelpia Twv online MEAATWV OMWG AUTH
daivetal péow TWV  KAVOALWV  KOWWVIKAG  Slktiwaong
(Facebook, Google+ and LinkedIn)

Katavorpoouv tnv peBodohoyia mou Oa mpémel  va
akolouBrijoouv  ywa  oxebdlaon koL  avamtuén  evog
TMPOYPAUMOTOC OWOTAG Slaxelplong NG EUMEPlag Tou
KatavoAlwrtn-mteAdtn (Customer Experience Management,
CEM)

Katavorioouv tnv 6&ladikacia tou Customer Experience
Management (CEM) péoa amod tnv OMTIK ywvia TwV MEAATWY
Toug. Auto mou Sladoporolel pla emituxy edappoyr €vog

npoypdupatog CEM amo pa amAn ebapuoyn eivatr n
KaTavonaon tng cuumepldopAg Tou MEAATN-KATOVAAWTH
M'Vwpilouv mw¢ va avamtufouv | Kat va PeAtlwoouv Ta
udlotapeva ouotnpata online mMwAncewv toug (gyypaodn,
nwAnon, Stekmepaiwon)

M'vwpilouv nwg va BeAtiwoouv tnv online enwvupia (brand)
KABWG KAl TO OXETIKO TMEPLEXOUEVO TNG LoTooEAISOC TOUG waoTe
VO OVTATIOKPIVETOL OTLG OVAYKEG TWV TTEAATWY TOUG
Avarntu€ouv mAaioto Slaxeipong tng online prjung toug (online
Reputation Management) kaOw¢ kat online mepLeXOUEVO TTIOU
VOl OVTATIOKPIVETOL O KATOVOAWTEG - MEAQTEG

Xpnotpomnolouv Swpeav SLadiktuaka epyaleia
ouuneplapBavopuévou tou Google Keywords Tool Finder,
Google Analystics, Mailchimp kat dA\a ywo Staxeipion tng
online ¢rUNC KaL IEPLEXOUEVOU TOUG
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AMNEYOYNETAI

To mpoypappa ancvBuvetal oe ISloktnTeg, MNevikoug AleuBuvtég kal YrioSleuBuvtég Tunpatwy NAnpodoptkig, MApKeTIVYK
KOlL OTPATNYLKOU OXESLAOUOU UIKPWV ETLXELPROEWV (UEXPL 49 epyoSoToUEVOUG).

H AOMH TOY NPOTPAMMATOZ

To mpoypappa mou eival mPakTkng ¢puong nepthapPBavel tooo Wpupatiky (14 wpeg) 600 Kal evdoemiyxelpnolakn (7 wpeg)

KOTAPTLON.

AIAAZKAAIA

Y10 npoypappa Ba S16akel o EAAnvoapueplkavog epmelpoyvwpovag Philip Ammerman.

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

To mpdypappa €xel eykplBel amo tnv Apxr Avamrtuéng
AvBpwrilvou  AuvoplkoU ooV TIPOYpPOUMA  {WTIKAG
onuaoiag. To mpoypappa snixopnyeital €€ oAokAnpou
andé v AVAA Kol w¢ €K TOUTOU SEV UTAPXEL
OTOLXSNTOTE olKovouiky) emfBApuven yux Tig
emyelpnoelg e€apovpévou tov O.ILA. Na onpelwdei
O0TL Kot To P.ILA. eEMOTPEPETAL OTIG ETALPELEG KL SEV
ATOTEAEL KOOTOG YA TIG ETLXELPT|OELS.

NIZTONOIHTIKO NAPAKOAOYOHZHZ

[IpOKEITAL TIPAYUATIKA YIX A XVERMXVAANTITY Kol
OLKOVOMLK K& cvu@épovoca evkapia oV
mpoo@EpeTal  yia  avafadbuion twv  Kumplakwmv
Emyeipnicewv  a@old TO  TPAYUOTIKO  KOGTOG
OUHHETOXNG av 8V LTIPXE N ETYOpPYNON TG ApXNS
Ba MTtav touAdyloto €1785 kal TpoTpémovTal OAoL
OTIWG TNV EKUETAAAEVOOVVY GTO £TTAKPO.

To KEBE Ba edpobLdosl OAoUG TOUG OULUETEXOVTEG He MioTomolntiko MapakoAouBnong.

AHAQZEIZ 3YMMETOXHZ

Ot AnAwoelg Zuppetoxng va anootéAovtal oto KEBE, e-mail: gvenizelou@ccci.org.cy dat. 22668630 to apyotepo MEXPL

v Népmtn 10 NogpuBpiouv 2016.

MNa neploocotepeg nAnpodopieg napakaleicOe Omwe eMKoWwVeite He Tov K. Xpioto TavteAé oto KEBE, tTnA. 22889840,

daf: 22668630, T.K. 21455, 1509 Asukwoia.

Me ektipnon,

Xplotog TavteA£g
yla Feviko Mpoppatéa

/TB

To npoypapua £ykpiBnke and Tnv AvAA. O1 EMIXEIPNOEIS MOU
CUPHETEXOUV UE EPYOSOTOUUEVOUS TOUSG, O ONTOI0! IKAVOTIoIouV
Ta kpiTRApa Tng AvAA, 8a TUXOUV TS OXETIKIS EMIXOPHynNnons.
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AvaAuTtiko QpoAdyio Mpoypappo

Introduction to CEM

Tuesday 15/11/2016

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 16/11/2016

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

EmiOupove va o0ag TANPOPOPCOVHE OTL EVOLAPEPOUACTE VO CUUUETACYOUUE OTO ZEULVAPLO TTOV SLOPYAVWOVEL TO
KEBE pe 0¢ua:

«ONLINE CUSTOMER EXPERIENCE MANAGEMENT (CEM/CX)
FOR CYPRUS SMALL ENTERPRISES »

Iroeia Emyeipnong / Opyaviopov

‘Ovopa Emtiyeipnong:

Ap. Mntpwov Epyodotn Kowwvikwv Ac@aricewv:

TnA. das.
AebBuvon;:

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

Ap. EpyoSotouvpévwv:

[] Aeuvkwoia, 15-16/11/2016 (=evodoxeio HILTON)

Zroela ZUPPETEXOVT WV

Ovopata TVPUETEYOVTWV: 0fomn otnv ETapeia:

1
/PSRRI

G 7T
HUEPOUNVIO vttt YTOOYPOPN coveveeie e
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