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i E-YINMHPETH2ZHX MNMEAATQN

= T1 ONUAivel 0 0poc EunnPETNON NEAQTWV?
= [oiol TEAIKA €lval o1 NeAATEC pac?
= T1 npayuaTika 8gAouv ol MeAaTec pac?



i MPOQTH ENTYNQSH

Agv pe yVWwpPICEL. .. TTPWTN QOpPa PE £XEI Ol AAAQ
AEN pe ouptraBei...



i MPOQTH ENTYNQSH

Euepavion

ECWAEKTIKG puvAuaTa

NAEKTIKQ JuvAuaTa

[ AWwoOQ TOU CWUATOG

AUTOTTETTOIONON

2.uvaiodnuara ....yiaTi Tov ayartw? yiaTti Tov GUPTTatw?



i EIAH NEAATON

* O¢cTIKOi NeAaTEC

« Toclkoi [NeAaTeg



i AIATTPO2ZQMIKEZ 2XE2EI2

* HAc€lotnta va xeipieote 10 ouvaicOnua
TOU GAAOU OiTTAa ooU



i OETIKH SKEWH

 [1aTi EAEYXW TO UTTOOUVEIONTO HOU
o MaTi avrigeTwTTidw CWOoTA TN dWN

 [aTi Baldw BeTIKOUC BpaxutrpoBeououc aAAd Kal
IAKPOTTPOBECOUC OTOXOUC




i 2 XE2H KEPAIZQ-KEPAIZEIZ

* KA&I0i TNG €mTITUXIOC

 [ari og KABe ouykpouon 1o TTaiyvidl NMANTA yaveTai...



| TO Al XOx2 AY2KOAEYEI THN
HKOINONIA

Ti €ival To ayxocg?

ATIO TTOU TTPOEPXETAI?

TI TTPOKAAEI?

[Tw¢ PTTOpW Va dIAXEIPIOTW TO AYXOG?

[Tw¢ TO EAATTWVW?



i AIATPO®H Vs EZYINHPETHZH

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

[1w¢ TTPETTEI va TPEPOUOI?



[MTEAATOKENTPIKOZ
ANIZMOZ

G

* [TeEAATOKEVTPIKN ZUVEIONON

* [TEAATOKEVTPIKOC TPOTTOC 2KEWNC



i EMNATTEAMATIKH EMQOANIZH

ATTO TNV EUPAVION CUUTTEPAIVEIC TA TTOIO KATW:
* [lpoowTtrikOTNTA

 Mopopwon

« AglomaoTia

* [NeBw

* IKAVOTTOINON



iKEY 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

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

e Retain customers

e Improve service

e Build business

e Build competitor’s barriers

e Inexpensive source of market research

e Is the greatest gift given by a customer



i AEMNTOMEPIA= 90%

 Pouxa
 Apwua
* [NatrouTola
« A¢pua
 Bayipo
* MaAAi
« Aceooudp

Eyw PTTOpEi Vva unVv 10 TTPOCECW OAAG TO UTTOOUVEIONTO UOU
TO TTIPOCEXEL. ..



AEN EINAI XAPOYMENOZ

AoKw UTTEPBOAIKN TTiEON

Tov BAETTW a@ uywnAou

Eipal adidkpITog

2KEPTOMAI ApvNTIKA

Agv pe kaTaAaBaivel

Tov OIaKOTTITW-AgV TO AKOUW
XPNOIYOTIOIW apVNTIKEC AEEEIC

Agv JIAW TN YAWoOO TOU TTEAATN



i AKOYQ TO MNEAATH MOY?

 Body Language

Agv OI0KOTTTW

Ava@pepw TO OvVoua TOU

XapoyeAWw

Tov BAETTW OTAV PJOU PIAG

* Kouvw 10O KEPOAAI



fE/\IKA [TOIA EINAI H AOYAEIA MOY?

* Anuioupyia BETIKNG €IKOVAC
« IKavoTtTolw

« |kavoTToiouual



iEXTRA KEY POINTS

e Private zone

e Smile

e 'Eva wepa xiAiec aAnBeiec...

e Politics

o AKOUW aAAad AEN GUUMETEX®W
e The 'I ° Syndrome...



iTH/\ECDQNIKH EMNKOINQNIA

« XpOVvoG TNAEPWVNMATOG

2.apnvela

Me @000 OTO PaViKI

2TUAO Kal KOAAQ

OvouaoTIKa

Agv OI0KOTTTW

EvNUEPWVOUE EIC TTEPITITWON AVAUOVIC



i THAEOQNIKH EMIKOINSQNIA EXTRA

. 3-4 EKATOOTA ANO TO TNAEPWVO

. O1 avTpec va YaunAwvouv To Nnyouvi
TOUC

. EUXAPIOTW - NapakaAw

. Mac BAenel...

. AlaBaloupe TNV avake@aiainon...

. EnavahapBavoupe To VOUPEPO NOU PAG
AEEl....



i THAEOQNIKH EMNIKOINSQNIA

. [\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



i Rules for Handling Complaints
B

e a good listener and respect a need for urgency

e Show understanding

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

o Start with a friendly approach

e Avoid the urge

e Don't argue with the customer

e Try to compromise

e Customers want an answer yesterday

e Take responsibility

e Never use the “now I know your wrong” approach



Just remember......
IENA “"XAMOIMEAO  AEN KOZTIZEI TINOTA....

/

A |

A complaint is a consultation free of charge



