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AIAMPO2QIMIKEZ 2XE2EI2
‘L TPAOEIOY

= TI onuaiver o 0poc AlanpoowNIKEC
2XETEIC?

= [oiol eival TEAIKa o1 ouvadeApol Hou, Of
NPOICTAPEVOI OU, Ol UPIOTAPEVOI HOU, KAl
Ol NEAATEC HoU?



NMPQTA H 2XE2ZH ME TON EAYTO
i MOY

x 24 wpec 1o 24wpo dinAa pou

= Av TOV apnoeIc Yovo Tou Ba o€
" KATAOTpPEWEl

= 2KEPTETAI  APVNTIKA
s 2X€O0V NOTE Oev PE oTNpICEl
s 2XEO0V NOTE OEV XAUOYEAD



i OI ouvEPYATEC HOU

v ATOJa oav Kdal Jac

~ ATOHa E IDIAITEPOTNTEC

v ATONA UE OIKOVOMIKEC OUOKOAIEC
~ ATopa nou {nTouv onuaacia

~ ®iAol” * pac

v~ ®iNol’ T pag



i OI NMEAATEZ MAZ

» KabnynTtec Tou MavenioTnuiou
» ®oITnTeC Tou MNavenioTnuiou

» Tovelc Twv doITnTWV

~ 2ZUVEPYATEC Tou MavenioTnuiou



TI OEAOYN TEAIKA OI
‘_L SYNAAEA®OI MAZ

v ZHMAZIA....
v ZHMAZIA....
v ZHMAZIA....
~ Customers desire attention...

v 70% Tnc EEunnpeTnoNC €XEl va KAvel
ue peva kail OXI pye 1o npoiov pou




NMPQTH ENTYINQZHMNA TH
AHMIOYPI'IA KAAQN ZXEZEQN
i 2TO T'PA®EIO

Agv Pe yvwpidel, TTpwTn @opa ME £xel 0l aAAa AEN
UE OUMTTODBEI. ..

NATI?



H MPQTH ENTYNQZH
A TH AHMIOYPT'IA KAAQN
2XEZEQN 2TO IN'PA®EIO

 Epogavion

o ECWAEKTIKA puvripaTa

e AEKTIKA puvnuara

 AWOoOa TOU CWHATOG

* AuTtoTtretroiBnon

¢ 2UVaIOOAUATA ....TOV QYOTTW, TOV OEBoual



i H ' MPQTH ENTYNQZH

Epogavion:.

* NtUvoual Aiyo dIa@OPETIKA. ..

« ATtTayopeUETal N UTTEPLBOAN....

« ATTayopeUeTal TO  20UBATIONa ...

« ATTayopeUeTal VA PHUPICW YW Kal TO YPAPEIO HOou...
Eppavi{opal ortwg akpifwc pe O€Ael To mmalapr



H TNMPQTH ENTYNQZH

A TH AHMIOYPT'IA KAAQN
i_ZXEZEQ.N_ZTO FTPA®EIO

AEKTIKA HUVNHATA:
* Md6¢ va pIAGG TN YAwooa Tou TTEAATN
« ATTayopeUOoVTal Ol APVNTIKEC AECEIC

« Xpnoigotrolw BeTIKO Ae€IAOyIo E2TQ kal av n arravtnon €ival
apvNTIKN



i H ' MPQTH ENTYNQZH

NFwooca TOU CWHATOG
* QETIKEC XEIPOVOUIEC HOVO

« 2WO0TO Body Language



‘L H ' MPQTH ENTYNQZH

Tov ayamtw... Tov g€Bouai.... Kavw tTnv O0UAEIQ Pou...
AEN Aiekdikw 10 Aikaio you....



‘_L SMILE ©

= A Smile © cause nothing but few
wrinkles at the age of 70...

©




i EIAH SYNAAEAOQN

* O¢eTIKOI 2UuvadeA@ol (avTIAauBavovTal,
oéPBovral, uttooTtnpidouv, fonbouv)

* TocIKoi 2uvadeApol (katnyopouv, {nAsuouy,
Oev avayvwpifouv, KaxUTroTrTol, QUCTPOTIOI)



TO MPO®IA TOY SHMEPINOY
i SYNAAEA®OY

» AvaopaAnc

= KouToopnoAng

s OUUWPEVOC

= Ayxwong

= Mg oikovouika npoPAnuarTa
= AvanogpaocioToc

= Mg npoownika npoANUaTa




XEIPIZMOZ TOZIKQN
i SYNAAEA®QON

- H Texvikn Tou ANTEXQ &
ANEXOMAI ~ anogpepel navra Kaprnoug
OWOTNC OUVEPYAOIAC...

Me npenia Kalr auToKupiapyia oTIC
avTIOPACEIC UAG

. Mg xaunAo TOVO Kal Npocoxn aTa Aoyia
Hag




i AIATNPOZQIIKEZ ZXEZEIX

« AtroTeAei AecioTnTa Va XEIpieoTE CWOTA TO
ouvaioBnua Tou aAAou diTTAa cac...

« O1av 0ev OIEKTTAIPEWVETAI, O CUVEPYATNG
CAIKAIOYTAI va “ewvader

* O ouvadeA@ocg cival yevoug  BnAukou

Agv apKei va KAVEIC TO oUuVADEAPO va

kataAaPel,INPEMNEI va kaveig To ouvadeApo
Kal va aiocBavosi...



i OETIKH :KEWH

« EAEYXW TO UTTOOUVEIONTO POU
¢ 2WOTN AVTIMETWTTION TNGS (WNC

* Badw BeTikoucg BpaxutrpoBeououc aAAd kal
UAKPOTTPOBECOUG OTOXOUG



2YNAAEA®IKH ZXEZzH
i KEPAIZQ-KEPAIZEIX

* H ouvadeA@Ikn axean KepOilw-KEPDICEIC ATTOTEAEI TO
KAEIDI TNG ETTITUXIAG

« O1av e TOUG CUVADEAPOUG UTTAPCEI OUYKPOUON, TO
mraiyvidl [TANTA xaverai...



i EPIFAZIAKO NEPIBAAAON

» [penel va kepdiow NEPICTOTEPA
Xpnupara

m []
m []
m []
m []
m []

pENEl va aAAaEw TuNUA

DENEI VA NAPW Npoaywyn
DENEI va EEPopTwOW guBUVEC
pENEl va aAAa&w NpoIoTAPEVO

DENEI va aAAa&w ypageio



i EPFAZIAKOZ XQPOZ

= AvayKn TAUTIONG EPYAciakou HE
KOIVWVIKO XWPO

= AvalnTtnon ouvadeAPIKwV PIAwv
= Avaykn ZeBacpuou

= Avaykn KaAnc enikovwviag

= Avaykn BondnTikwv cuvadeApwyv




KANONEZ I'lTA BEATIQZ2H TQN

AIANOPZQNIKOQN ZXEZEQN 2TO
i PA®EIO

= H Emkoivwvia pou €ival ~  give&take

s AKOUW TOV OUVAJEAPO PE BETIKN
NPOCEYYION

s 'OTav xw NPOoBANUA To A£w Kai TO PIAW
s Asv BUpWVW YIaTI UNOPEI va PTaiw EYW
= 2TOV KaQUuya Kaveic oev KepOilel

= Mnv (nAeveic



KANONEZ I'lTA BEATIQZ2H TQN

AIANPOZQNIKOQN ZXEZEQN 2TO
i PA®EIO

s TO KouToounoAlb TeENIKa Ba pac
TNUWPNOEL

= AUTOC NOU KOUTOOUMOAEUEI XpNOIUOMOIE
MONO gva pepoc TN aAnbeiac

= TO KOUTOOMMNOAIO Byaivel EKTOC EAEYXOU

= AKouE aAAa olwna...

= Mnv TO gvBapuvelc...



KANONEZ I'lTA BEATIQZ2H TQN

AIANPOZQNIKOQN ZXEZEQN 2TO
i PA®EIO

= Avaykn yia avayvwpion Kai eniAucn Twv
dIaPopwV

= H unopovn ival Baciko OTIXEIO
= MnVv naipveic Ta navra ToIC JETPNTOIC
= AMOPEUYW TNV KPITIKN

= 'Ox1 o€ oulnNTNOEIC JE BPNOKEUTIKA KAl
NOAITIKG BeuaTa Pe veouc ouvadeAPoUC



KANONEZ I'lTA BEATIQZ2H TQN

AIANPOZQNIKOQN ZXEZEQN 2TO
i PA®EIO

» O1 AenTOPEPEIC NOAAEC (POPEC anOTEAOUV
TNV aiTia

= 'Exel duokoAiec otn npoownikn {wn, TIC
KouBaAdgl oTo ypageio

» 2UVAOEAPIKN avTaywVIOoTIKN OXEON

= Aev UE NANYWVEI N anoTuxia You, JE
NANYWVEl N ENITUXIA TOU CUVAOEAPOU...



KANONEZ I'lTA BEATIQZ2H TQN

AIANPOZQNIKOQN ZXEZEQN 2TO
i PA®EIO

= Emdeiwkoupe poAouc =ekabapouc

= ‘'Ox1 oTIC MUGTIKEG OUMMAXIEC

= ToApw va &ekabapidw

= TOAUW va A&w Ta Npayupata Pe To OVOoua TOUG
= Acyxopal Tov aAAov dIapOpPETIKO

= O oToyoc dev €ival n e€apavion Twv
OUYKPOUGEWV aAAd N OwOoTH avTINETWNIOoN
TOUC



[MKOINQNIA

* TO AI'XOZ AY2ZKOAEYEI THN

Ti €ival To ayxocg?

ATIO TTOU TTPOEPXETAI?

TI TTPOKAAEI?

[Tw¢ PTTOpW Va dIAXEIPIOTW TO AYXOG?

[Tw¢ TO EAATTWVW?



NQ2 AIAXEIPIZOMAI TO
AIrxXoz

= Find out what creates stress for you
= Set up positive goals

= Have a sense of purpose in life

= Get enough sleep

= Find a balance in life

= [iIme management

= Get ready for tomorrow



NQ2 AIAXEIPIZOMAI TO

i ArXOZ

= Yes Stress is part of my life...

= Stop unwanted thoughts

= Learn how to relax your mind and body
= Positive living positive eating

= Avoid negative pepole

= Set up a short term and a long term
goal




NQ2 AIAXEIPIZOMAI TO

i ArXOZ

= Eliminate your needs, wants and
demands

= Create today your stress management
plan

= Stop smoking
= Limit the alcohol you drink
= Set up priorities




NQ2 AIAXEIPIZOMAI TO
AIrxXoz

= Do the difficult job first
= Try to stop the worry thoughts

= Things that cannot be changed, let
them go

= Don't talk to yourself talk to others
= Learn how to say NO
= Always do ~ to do list



NQ2 AIAXEIPIZOMAI TO

i ArXOZ

= Avoid to discuss things that bothers you
= Take control of your environment

= Express your feelings

= Be willing to compromise

= Deal with the problems head on

= Look at the big picture

= Set reasonable standards




i SMALL STRESS RELEAF TIPS

= Go for a walk

= Spend time in nature

= Call a good friend

= Go to the gym

= Take a very long bath

= Light scented candles

= Get a pet

= Take of your shoes and walk
= Get a massage once a month



i SMALL STRESS RELEAF TIPS

= Listen to music

= Watch a comedy

= Avoid watch the news more than 1 time a day
= Walk in the rain

= Have a new hobby

= Dinner before 20:00

= Reduce caffeine and sugar

= Connect with positive thinking people

= Do something you enjoy every day



NQ2 AIAXEIPIZOMAI TO

‘_L ArXOZ

= Learn to forgive
= Share your feelings
= Don't try to control the uncontrollable




NQ2 AIAXEIPIZOMAI TO

i ArXOZ

O aAAOC pag €auToc oTav apebei povog
Tou viveTar  SILENT KILLER

93% ormolaocdénNmoTe

UTTOOUVEIONTNG OKEWYNG Eival
APNHTIKH



i AIATPO®H Vs EZYINHPETHZH

* [Nw¢ TTpETTEl VA TPEPOUAI?

* [1olo pbéAo 1Tailel n diarpor) otn PTOXH
ecutTnNEETNON?



NEAATOKENTPIKOZ
‘_L OPIFANIZEMOZ

 [TeAaToKevVTPIKA ZUveidNON

* [TeAQTOKEVTPIKOC TPOTTOC 2ZKEWNG



i EMNAITEAMATIKH EM®ANIZH

Ortav n egeaviong ival ETTayYEAPATIK TOTE €ioal:
* Auta TTOU B0 TTEIC €ival agIoTTioTa
* MTTOpEIG va TTEICEIG TTOI0 EUKOAQ

« MTtropeic va IKavOTIOINCEIC TTOI0 EUKOAQ



i KEY POINTS

* Only 4% of dissatisfied customers complain
* 60% to 70% who have complaint switch to competition

« 83% of customers will switch to competition if no feedback is
received

« Unhappy customer will tell 9 or 10 other people
« About 13% will tell more than 20 people
* A happy customer will talk to 5 persons

« A customer whose complaint has been resolved quickly he is
anxious to tell others about his good fortune



i Complaints are Valuable

* 96% of dissatisfied customers will not inform you
« Direct attention to areas of improvement

* Retain customers

* Improve service

* Build business

» Build competitor’s barriers

 Inexpensive source of market research

* Is the greatest gift given by a customer



‘L AEMTOMEPIA = 90%

* Pouxa
 Apwpa
* [NatrouTola
« A¢pua
 Bayipo
* MaAAi

« Ateooudp



MATI O ZYNAAEA®OZ
MOY AEN EINAI
XAPOYMENOZX?

AOKW UTTEPPOAIKNA TTiEON

Tov BAETTW ag uwnAou

Eipal adiakpitog

2KEPTOPAI ApVNTIKA

Agv TTPOOTTA0W VA TOV KATAAGBW
Tov J1aKOTITW-AgV TO AKOUW
XPNOIYOTTOIW APVNTIKEC AECEIC

Agv JIAW TN YAWOOQ TOU GUVAOEAPOU



NMOTE AKOYQ TO
i 2YNAAEAPO MOY?

e Orav xpnoiyotroiw 10 cwoTo Body Language
« Otav dev OIAKOTITW
« O1av ava@Epw 10 OVOoua TOU
« O1av xapoyeAw
e O1av Tov BAETTW O6TAV POU MIAG

e Otav Kouvw 10 KEPAAI



TEAIKA NMOIA EINAIH

iAOY[\EIA MOY?

« H dnuioupyia BETIKAG €IKOVAC

 Na Ikavotroiw
* Na Ikavotroioupal

* Na yivetal n douAcia pou



iEXTRA KEY POINTS

* Never invade the Private zone
* 'Eva wEpa xihiec aAnoeiec...

« Avoid Politics

 Avoid gossips

« Avoid The 'I'" Syndrome...



iTHI\ECDQNIKH EMIKOINQNIA

« XpOVvoG TNAEPWVNMATOG
e 2apnveia

 Me dooo aTO paviki

e 2TUAO Kal KOAAQ

* OvopaoTIKa

* Agv JIAKOTTTW

* EvnueEpWVOUUE €IG TTEPITITWON AVAUOVIG



i THAE®QNIKH ENMIKOINQNIA EXTRA

. 3-4 €kaTOOTA ANO TO TNAEPWVO

. O1 avTpec va YaunAwvouv To Nnyouvi
TOUC

. EUXAPIOTW - NapakaAw

. Mac BAenel...

. AlaBaloupe TNV avakepaiainorn...

. EnavahapBavoupe To VOUPEPO NOU PAG
AEEl....



i THAE®QNIKH ENMIKOINQNIA

. [\eC TOV €QUTO OOU OTOV KABPEPTN TNV
wpa rMou HIAQ...

. Aev KAEIVW NPWTOC TO TNAEPWVO...

. 2uvaiodnuaTikn PopTioNn...

. 'Ox1 neplocOTEPA ano 3 KTUnnuara...
. 'Ox1 aAAoi nxoL...

. TexVIKN PIATPAPIOPATOC



Rules for Handling Complaints

Be a good listener and respect a need for urgency

Show understanding

Empathise (share the prospect’s feeling)
Apologise but not dramatise

Start with a friendly approach

Avoid the urge

Don’t argue with the customer

Try to compromise

Customers want an answer yesterday
Take responsibility

Never use the “now | know your wrong” approach



Just remember...

|'ENA “XAMOIEAO " AEN KOZTIZEI TINOTA...

/

A |

A complaint is a consultation free of charge



