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H AIAAIKAZIA EKTIMHZHZ KAI ANTIMETQMIZHZ AITIAZEQN

Customer Service Excellence

To véo autd Zepivaplo cival O1dpkelag NEVTE (5) EKNAIBEUTIKOV WP®OV Kadl B6a npaypartonoinbei oTo
eknaideuTikd KevTpo Tou EIAS (A. ZuyypoU 106, 5° 6pogog) Tnv Tpitn 22 MapTiou 2016, 16:00 — 20:15.

EionynTpIEG TOU ZeHIvapiou cival n OIkovopoAoyog Kal MoAITikog EniotApwy ka EAnida Aenevi®Tn, Team
Leader - Complaints Department AIG Hellas kai n OikovopoAoyoG ka Alovucia Toigdpa, Team Leader
Broker Services AlIG Hellas.

Zkonog Tou Zepivapiou:

H apiotn €Eunnp&Tnon kai ikavonoinon Twv NeAaATwV €ival povodpopog yia pia enixeipnon. Ti cupBaivel Opwg
oTav kATl dev ndael kaAa; O okondg Tou cepivapiou €ival va diEpeuvnaoel Kal va avaAuoel Tnv B€on kal Tnv
onuacia Tng Olaxeipiong Twv NApanovwv HECA OTO YEVIKOTEPO MAQicIo Miag emITUXNMEVNG MOAITIKNG
€EuNNPETNONG NEAATWV, 0 OWOTOC XEIPIOPOC TWV AITIAOEWV TOU NMEAATN PEOA anoO TIGC NPOPBAENOUEVEG ano TN
vopobBeaoia d1adikaoieg, KaBwc Kal ol BEATIOTEC NPAKTIKEC NOU NPEMElI va AdKOAOUBNCOUNE yia va NPpoopEPOULE
Great Customer Service.

To Zepivapio anguBUveTal:

e 2g& OTEAEXN TA onoia gpyalovTal o€ KEVTPA THAEQWVIKNG eEunnpeTnong (Call Centers).

e 2g OlapecoAaBoUVTEG OAWV TWV KATNYOPIWV.

e g OANa Ta OTeAEXxn Twv AoQaAioTikwv ETaipsiwv, MEAN A.Z., YneuBuvoug KavoviaTikoUu EAgyxou,
EnikepaAng Alaxeipiong AITIAoswy.

e 3£ O0O0UG £pXOVTal O ENAPN HE TOV «NEAATN» (E0WTEPIKO & EEWTEPIKO).

AITAOEIG ZUHHETOXAG Oa yivovTal S3eKTEG HEXPI Kal TRV TeTdpTtn 16 MapTiou 2016.
OepartoAoyia Zepivapiou:

. EEYNMHPETHZH NEAATQN
'Evvoiec & Baaikoi 'Opol
EEunnpéTnon vs. MoioTikn EEunnpETnon
MoloTikr EEunnpeTnon vs Alaphpion
EowTepikoi & EEwTEPIKOI MeEAATEC
XTiCovTag TNV nNeAATeEIAKN MioTN
FAwooa Tou ZwPaTtog — AgEINOYIO
H duvapn Twv epWTACEWV
Avayvwpion & Agia otnv dnown TpiTou
TEXVIKEG SUNNEPIPOPAC

e 6 o o o o o o o =

II. AIAXEIPIZH AITIAZEQN (ZYM®QNA ME THN NMPA=H THXZ EKTEAEZTIKHZ ENITPOMNHZ
3/08.1.2013 THZ TTE)

e Oplopog & Eidn napanovou

Tpoénol Aqyng

O @aUuAoG KUKAOG TwV dUCAPECTNHEVWY NEAATWV

H owaoTn diaxeipion TWV AITIACEWV Kal Ta OPEAN AUTOV
O1 Xpuaooi kavovec yia Tnv eniAucn napanovwyv

TUnol napanovoUPeVwY NEAATOV

BAuarta yia Tnv anokardoTaan TngG eEunnp&Tnong
Alaxeipion NPokKARCewv

AVTIHETWNION €NIBETIKWV NEAATWV

Opyavwaon kai Aeiroupyia evog Tunpartog Mapanovwyv
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III. INTERACTIVE EMNEIPIA

. Role play
. Workshop
. AuToa€loAoynaon

ZUvTopa Bioypa®ika EionynTpiov

H ka EAnida Aenevi®Tn €ival KATOX0G TOU WeTANTUXIAKOU JINA®MPATOC TOU TUAMATOC STATIOTIKNG, ME KaTeuBuvon
Epappoopevn ZTaTioTikiy otn Alaxeipion AogalioTikwv Opyaviouwv, Olkovopiko Maveniothpio ABnvav & Tou
nponTuxiakoU SINA®WPATog Tou TuAuaTtog MoAimikng Enmiotiung & IoTtopiag, Mavteio Maveniothipio Kolvwvikov &
MoAImikwv EmoTnuwv. Epydleral otnv AIG Hellas wg Team Leader - Complaints Department. Eniong, CUPHETEXEI OTIG
ETAIPIKEG MAPOUCIACEIG avagopika pe Tn Alaxeipion Mapanovwv. To 2015 anéktnos Tn nigronoinon ACSE —
Customer Service Excellence for Front Line Supervisors, and To Oikovouikd MavenioTripio ABnvwv o€ cuvepyaaoia Pe
To EAANVIKO IvoTiToUTo EEunnpérnong MeAatwv (EIEM) kaBwg & Tnv MiogTonoinon AopaAioTikoU AlauecoAaBnTr —
Emnedou A’, ano To EIAZ og ouvepyaoia pe Tnv TTE.

H ka Ailovuoia Toigdapa civalr Team Leader Broker Services, YnooTnpiEng AIKTUOU ZUVEPYATWV Kal ACQAAICTIKOV
AlapecoAaBntwv otnv AIG Hellas. Eival katoxog Tou nponTtuxiakoU dinAwuaTtog Tou MavTeiou MavenioTnuiou ABnvav,
>XoAn Emornuwv Tng Oikovopiag kar Anpoaoiag Aloiknong, Me KaTteubuvon Anuociov OIKOVOMPIK®WV. SZUMHETEXEl €Miong
OTIC ETAIPIKEG NMAPOUCIACEIC avaopika We Tn Alaxeipion Mapandévwv. To 2015 anéktnoe Tn mioTonoinon ACSE —
Customer Service Excellence for Front Line Supervisors, ano 1o Olkovouiko MavenioTripio ABNVeV O ouvepyaoia He
T0 EAAnVIkd IvomitoUto EEunnpétnong MeAatwv (EIEM). Eivar eniong katoxog Tng MMoTtonoinong Aoc@aAioTikoU
AlapecoAaBnTrh — Eningdou A", and To EIAS og ouvepyaoia pe Tnv TTE.

QPOAOIIO NMPOrPAMMA
TpiTn 22 MapTiou 2016

% e 16:00—17:30
&3 < 17:30 — 17:45 (31aA.)
'..ﬂ"
= e 17:45-19:15

/ =2 19:15 — 19:30 (31a\.)

e 19:30 —20:15

KOOTOG ZUMMETOXNG OTO ZEHIVAPIO:

e 70€ yia Ta PEAN Tou EIAZ
e 80€ yIa Ta PN MEAN Tou EIAZ

MNa Tig ETaipiec nou 6a €xouv noAAanAn cuppeToxn (Tpia r NePIOCOTEPA ATOWA) OE AQUTO TO XeEMIVAPIO, TO
kooTog dlapopPpwvovTal o€ 60€ yia TIG eTalpieg-pPeAN Tou EIAZ kal o€ 70€ yia TIG €TAIPieG-KN HMEAN Tou EIAZ.

OAEA
3ag EVNUEPWVOUHE NWG Ol UNNPECieg pag gnopouv va enidotnBolv péow Tou OAEA (AAEK 0,24%). O OAEA

napéxel oTic ETaipieg Tn duvaTtdTNTa €KNAidEUONG TOU NMPOCWNIKOU TOUG, EKHETAAAEUOHEVEG TO 0,24% ano TIG
EPYOOOTIKEC €l0POpPEC. MeplogdTepeg  nNAnpogopiec unopeite va Ppeite oTo site Tou OAEA
http://laek.caed.gr

Ma GUPNANPWHATIKEG NANPOPOPIEC Kal JIEUKPIVIOEIG 01 eviIapePOPEVOI UNopouv va ansuBbuvovTtal oTto EIAS
(T: 210 9219660 & 210 9219684, E-mail: eiasinfo@ceias.gr & eias@ath.forthnet.gr).

Evéoeniyelpnolokr Eknaidsuon

J0G eVNUEPWVOUE OTL To EIAY €xel tn Suvatdtnta oxedlaopol kot uAomoinong pe Bepatoloyia kat' mthoynv yla
T oteAéxn Sladopwv eTalplwV Kal evboeTixelpnolakd. To EIAZ pmopel va mpooappooel Ta EKTTALOEUTIKA TOU
TIPOYPAUHATA OTO EMIMESO TWV YVWOEWYV, LOLALTEPOTHTWY KOL CUYKEKPLUEVWY QVOYKWVY Yla EKTAISEUCN TOU
SLoKNTIKOU Kot tapaywykol Suvapikol KaBe emiyeipnonc.

Mg ekTipunon,

Ap. MNavvng ManakwvoTavTivou
levikog AleubuvTnc E.ILA.X.

Zuvnuuéva:
AiTnon ZUPHETOXNG


http://laek.oaed.gr/
mailto:eiasinfo@eias.gr
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Mpog To EAANVIKO IvoTITOUTO AGQAAIOTIKOV ZMoudwyv
A. Zuyypol 106, 117 41 AOHNA

T: 210 9219660, F: 210 9219917

E-mail: eiasinfo@eias.gr

>ag yvwpiloupe 0TI oTo Zepivapio «H AIAAIKAZIA EKTIMHZHZ & ANTIMETQMIZHZ AITIAZEQN>», nou
Ba npayuartonoinBei Tnv Tpitn 22 MapTtiou 2016, and Tnv ETaipia pag 6a perdoxouv ol akdAoubol:

AITHZH ZYMMETOXHZ

ONOMATENQNYMO EPIrAzIA- AIEYOYNZH THA.: EMAIL:
KAOHKONTA

‘Opol CUHHETOXNG & NANPWHAG:

e H oupperoxn orta Mpoypappara/Zepivapia Tou E.I.A.Z. KATOXUPWVETAI HE TV KATAOEONH TNG AiITNONG CUHHETOXNG Kal
TOU NoooU TOV JI3AKTPpWV OTOUG NApakKaTw TpanefikoUug AoyapiacHoug Tou EIAZ.

H nAnpwun Twv dI0AKTPWV HNopei va yivel €ite ota ypageia Tou EIAY pe peTpnTd 1 HE NIOTWTIKA KApTa (Me eniBapuvon 2% Twv
Tpane(ikwv eEO0dwWV) €iTE He KATABEON O €vav anod Toug akoAouBoug TpanelikoUG Aoyapiacpoug Tou EIAS:

ALPHA BANK: 114-00-2786006633 EONIKH: 142748003627

IBAN: GR8101401490114002786006633 IBAN: GR6501101420000014248003627
MEIPAIQZ: 5032013025-298 EUROBANK: 0026.0141.47.0200566956
IBAN: GR6801720320005032013025298 IBAN: GR4002601410000470200566956

e AvTiypa®o Tou kaTtaBetnpiou napakaloUUE va oTaAei €iTe nAekTpovikd pe mail oTo eiasinfo@eias.gr €iTe pe fax oTov apiBuod 210
9219917. Eival anapaitnTo va avaypa@eTe TO OVOUATENWVUHO 04¢ 1 TNV €TdIpia 0ag KaBwg kal Tov TiTAO TOU Ogpivapiou otnv
KkaTalean.

EnioTpo@n 315akTpwv/MoAITiki) akipwong:

AidaKTpa EMICTPEPOVTAI OTIG NAPAKATW NEPINTWOEIG:

o E@oboov vivel ypanTr evnuepwon oto EIAT TouAdxioTov névre (5) nUEPOAOYIAKEG NHEPEG NPIV TNV €vapgn Tou Sepivapiou. Aiveral
gniong n duvaTtoTnTa va Yivel €iTe avTIKaTaoTaon TOU CUMPHETEXOVTA E€ITE va WETAPEPOBEI TO NOCO TNG CUPMETOXNG O MEAAOVTIKO
Zepivapio Tou EIAZ.

e g nepinTwon akUupwong Tou Zepivapiou and Tov diopyavwTn (EIAY).

AidakTpa Oev €NICTPEPOVTAlI OTNV MEPINTWON MOU O evOIAPEPOUEVOG AKUPWOElI T CUMHPETOXN TOU TIG TeAeuTaieg nevte (5)
NUEPOAOYIOKEC NUEPEC npiv TNV €vap&n Tou Zeyivapiou n €av yia onoladnnote AOyo Osv MNPOCEABEl OTO ZEUIVAPIO XWPIC
nposidonoinan.

*  TMapakaloUpe ONWG CUNNANPWOETE OTOV MAPAKATW Mivaka Ta oToixeia Onou e€niBupeiTe va €kd0Bei TO OXETIKO MAPACTATIKO
(Anodeign N TipoAoyio Mapoxng Ynnpeoiwv, ATopikd aToixeia yia duoikd MNpdowna ) Tng ETaipiag oag).

EIAOZ NAPASTATIKOY
AMOAEIZH NAPOXHZ YNHPESIQN C] TIMOAOTIO NAPOXHS YNHPEZIQN C]

ENQNYMIA ENIXEIPHZHZ: _ _ _ _ _ _ _ e _______ ENAITEAMA: _ _ _ _ _ _ _ _ _______
A ATOMIKA ZTOIXEIA: _ _ ENAITEAMA: _ _ _ _ _ _ _ _ _ ______
ADM: AOY:

AIEYOYNZH: MOAH: T.K.:

THAEDQNA: FAX: EMAIL:

To napév Tpdypappa Ba to uTtoPEAETE oo 0,24% tou OAEA/NAEK; NAI [:] oxi [:]

Ovopatenwvupo Yrieubovou:

ETAIPIA: HMEPOMHNIA: IOPATIAA/YNOTPADH:



mailto:eiasinfo@eias.gr
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	Θεματολογία Σεμιναρίου:
	Κόστος Συμμετοχής στο Σεμινάριο:
	 70€ για τα μέλη του ΕΙΑΣ
	Δικαίωμα Συμμετοχής στο Σεμινάριο:
	 120€   για τα μέλη του Ε.Ι.Α.Σ. και
	 140€   για τα μη μέλη.
	Δικαίωμα Συμμετοχής:
	 180€   για τα μέλη του Ε.Ι.Α.Σ. και
	 230€   για τα μη μέλη.
	Α.  ΘΕΜΑΤΟΛΟΓΙΑ



