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1. EIZAINQrH

To Kévtpo Empopowong kot Al Biou Mabnong (K.E.ALLBI.M.) tou EBvikou kou Karodiotplakou
Navermotnpiov ABnvwv (E.K.M.A.) cog koAwoopilet oto Mpoypappa SUUMANPWHOTIKAG €€
Anootdoswg EKmaideuong Kol CUYKEKPLUEVOL OTO TIPOYPOUUO ETMOAYYEALATIKAG EMUOPpPWOoNG Kot
Kataptiong e titAo «OAokAnpwpévn Awaxeipion Mehatwv (Ekpdadnon tou Aoylopikou Softl
CRM)».

H avdykn ouvexoug emudpdwong Kol ToTonoinong emayyeApaTtikwy Se€lotntwy odnynoe Tto
Npdypappa ZupmAnpwpatiking €§ Amootacsws Exkmaibeuong (E-Learning) tou E.K.MN.A. oto
OXEOLOOUO TWV TPWTOMOPLOKWY aUTwV Mpoypaupdtwy EmayyeApotikng Empudpdpwong kot
Katdptiong, pe yvwpova tn Stactvéeon tng BewpnTikAg HE TV MPAKTIKN YVWON, avorttUoo0oVTOg
KUPLWC, TNV EPAPUOCHEVN SLACTAON TWV EMLOTNUWY OTA avTiotolya emayyeApatika redio.

3TN OUVEXELD, OOC TIOPOUCLAOUME QVOAUTIKA TO TIPOYPOUUO. OMoudwv yla To TPOYPOUUO.
EMAYYEALOTIKIG EMPOpdwWOoNG Kat katdptiong: «OAokAnpwpévn Awaxeipion Medotwv (Expadnon
tou Noylopkol Softl CRM)», TG mpoUnoBECEl; CUMUETOXNG 0aG O QUTO, KABWE KoL OAEC TIC

AETTTOUEPELEG TIOU TILOTEVOUHE OTL EIVOL XPrOLUEG, YLl VO EXETE ML OAOKANPWHEVN ELKOVA TOU

T(POYPALLULOTOC.

2. ZKONOzZ TOY NPOrPAMMATOZ2

To mpoypappa pe titho «OAokAnpwuévn Awoxeipion Nedatwv (Ekuddnon tou AoyLlopKoU

Softl CRM)» evtdoostal OTO TIAQIOLO TwV TIPOYPOUMATWY Wndrokng MPOoKTIKAG Ko

Eknaidevong (Digital Practice & Education — D.P.E.). AmoteAel TNV TLO TEKUNPLWUEVN KO

ETILOTNHOVLKA OAOKANPWHEVN TIPOTACH BEWPNTIKAG EKMALOEVONG KOl TIPAKTLKAC KATAPTLONG KOl

aneuBUVETAL 0€ EKTTALSEVOUEVOUC TTIOU EVOLADEPOVTOL VAL OTTOKTGOUV:

P Oewpntikf YVWON OXETIKA HE TO QVIIKELEVO Kal Tn Slaxeiplon twv TEAATELOKWV
OXECEWV,

P EkpdOnon cuykekpuévou Aoylopikol TnG etatpiag mAnpodopikic Softone yiwa tnv
anoteAeopaTIKOTEPN Sloxeiplon Twv MWANCEWV Kal evepyelwv marketing

P AsfidtnTeg Kou epmelpio o Mpaypatikd SeSopéva epyaciag (on the job training) péow
¢ Mpaktikic Edapuoyng tou Aoylopikol (case studies) o€ E€TUYELPOELS TIOU

SpaoTnpLlomoLoUVTaL OTOV LELWTLKO TOMEQ.



H napandavw dour) tou npoypappatog dtaodalilelt uPnAd eninedo mapexXopevVnG yvwong.
ZKOTOG TOU MPOYPAHATOG EIVOL O EKMOLSEUOMEVOCG VAL CUVOUAOEL KOl VO O§LOTIOLOEL Tal

Sladopetikd epyaleia yvwong mou TOU TOPEXOVIAL £TOL WOTE va SNUIOUPYROEL TLG

avayKaieg Kol LKovEG cuvOnkeg LeANOVTIKAG SLoUVEECNG TOU LE TRV ayopd epyoaociog.

ZUYKEKPLUEVAL:

IT0 MPWTO MUEPOG TOU TPOYPAMUATOG, O eKmalbeudpevog Ba €xel tn Suvatotnta va
e€olkelwOel pe €vvoleg oL omoleg adopolv Tov TEAATN KoL TNV TEAATOKEVTPLKN dlhocodia mou
OLEMEL TNV €EUTNPETNON TOU £TOL WOTE O EKTIALOEVOMEVOC Va avTIAndBel kaAUTtepa Tn onuaoia
OUTNG YLO. TIC OUYXPOVEC ETXELPAOELS. Oa yvwplosl, akoOun, Tic Paockéc apxeg marketing
KaBw¢ Kal tn cupnepldpopd Tou KATAVOAWTH £T0L wote va elvol og B€on va avtiAndBOsi ta
Brpata yla to oxedlaopo Kat tnv vAomoinon plog épeuvag ayopadg. EmutAéov, Ba pBabuvel
otnv évvola CRM kat Ba avamtifel kavotnteg oxedlacpol CRM otpatnyikwv. Télog, Ba
avaAuBouv ta otdadia tou KUKAou Twng &vog mpoioviog, Oa efetacBel o poOAOG NG

Kawvotopiag, Stadlkaoieg Onwce n Stoxeipton MWANCEWV Kal EVWOLEG OTiwE 0 Opocg branding.

210 SEUTEPO PEPOG TOU TIPOYPAHUATOG, TIPOYHATOTOLETOL N eKHABnon tou Aoyloptkol CRM
™G etalpiog Softone. Apxlka, yivetal pla eloaywyn ot BOOLKEG AELTOUPYIEG XELPLOUOU TOU
T(POYPAUUATOC Kol aKOAOUBEL N ekuddnon tou Aoylopikot CRM, To omoio KAAUTITEL TIEPLOXEG
OMw¢ N Slaxeiplon €pyaclwV Kal €VEPYELWY TIWANCEWV Kal TPowBnong, oL KAUTAVIEG, oL
poodOopEC Kal oL eukalpie¢ mwAnong. Emiong, ol ekmaldevopevol €EOLKELWVOVTAL UE TNV
TIAPAUETPOTIOINCN TOU OUCTAUATOG, MOBaivovTag MW YIVETOL N EL0AyWYr VEWV XPNOTWV,

TUTIWV eVEPYELWY, TN SnuLoupyia urtodelypdatwy email K.T.A.

T€AOG, OTO TPITO LEPOG TOU MPOYPAHUHATOG, O EKTIOLSEUOLEVOG EEOLKELWVETAL TANPWG LE TO
AOYLOMLKO Kal TN TPaktTik edapuoyn tou. OL Mehéteg Meplmtwong (Case Studies) amoteAouv
«TIPOCOMOLWON» UTIAPKTWY TIPOPBANUATWY I KATOOTACEWVY TIOU TIPOKUTITOUV 0TNV KOBNUEPLVN
AELTOUpPYLlOL CUYKEKPLUEVWY ETILXELPNOEWVY TIOU SPACTNPLOTIOLOUVTAL OTOV LOLWTIKO TOMEA TNG
olkovouiag. Méow auTwy, OL EKTTALSEUOEVOL XPNOLLOTIOLWVTOG TO GUYKEKPLUEVO AOYLOLLKO

kKaAouvtal va Bpouv tnv evéedelyuévn Auaon.

O ekmatSeuOUEVOC, UETA TNV OAOKANPWGN TOU TipoypAppatog, Oa éxst AdBeL oAOKANPWHEVN
yvwon yupw amo to Ataxsiplon Mehatsiakwy Ixéoswv, Oa sival os B€on vo xpnoulomnotsl

OTTOTEAEOMATIKA TO €pyalsiot Kal TLG TEXVIKEG Tou ouvBétouv to mAouclo ¢Aopo Tou



marketing kat tng Stoxelplong Twv MEAATELAKWY OXECEWY, VW Ba elval LKAVOG va XELPLOTEL TO
Aoyloutkd «Customer Relationship Management»-CRM tng Softone, aflomowwvtag autr th
YVWON OTO XWPO €PYOCLOE TOU I QMOKTWVTOCG EMUTAEOV TUTIKA KOL OUCLAOTIKA POoOvTa Ta

omola elval amoAUTWE amopaitnTa yLa o EMITUXNLEVN EMAYYEALATIKN oTadlodpopia.

3. KATHIOPIEZ YNOWH®IQN NOY NNONTAI AEKTOI ZTO
NMPOrPAMMA - TPONOZ ENTA=ZHZ

To mpoypappato aevBivovtal:

P Ie kAOe gpyalOpEVO MOV XPELALETOL ECELOIKEUUEVEG YVWOELG XELPLOMOU GUYKEKPLUEVOU
AOYLOMLKOU ylol VOl TLG XPNOLUOTMOLROEL OTO XWPO EPYOOLOG TOU OE GUVSUOOUO ME
Oewpntikn eknaidevon

P 3& VEOELOEPXOMEVOUG OTNV QYOPA E£pyaociog Kol OVEPYOUG Yld TOUG OmMoioug n
€€eldikeuon KaL 0 cUVSUAONOG BEWPNTIKAG KAl TIPOKTLKAG YVWONG AnMOTEAOUV LOXUPO

€610 oTOV aywva yLo TNV EMAYYEARATLKA TOUG QITOKATACTAGH

Altnon ouppetoxng pmopoLv va urtofailouv:

» anodoirol Navermotnpiov/TEl Tng nuedanig kat tng aAAodarig

» anodowtol SeutepoPaduiag ekmaidsuong pe ouvadrp OTO OVTIIKEIHEVO EPYOACLAKN
gunelpia

H aitnon cuppetoyng umtoBAAAeTal NAEKTPOVIKA, HECW TNE LoTooeAiSacC:

https://elearningekpa.gr/

4. NPOANAITOYMENA

Tal TPOOTTOLTOUEVA YLaL TNV TTaPokoAoUBNon Tou MpoypAapaTog armd Toug EKMALSEUOLIEVOUC Elval:

» NpooPaon oto Aladiktuo

» Koatoxn npocwrnikol e-mail

» KoAn yvwon ayyAikng yAwooag. To UALKO tou B’ pépoug mou adopd tnv eKpadnon
AoylopikoU Sivetal otnv ayyAkn yAwooao

P BOOWKEG YVWOELG XELPLOKOU NAEKTPOVIKWYV UTTOAOYLOTWV

» la tnv npaktikn epoppoyn Tou AoyLopLKoU, gival anapaitntn n XpRon UNoAoyLoTH HE

A&LtoupyLko cUotnpa windows 7 | HeTayevéotepn €kdoon



5. TPONOZ AIEZAINQrHZ TOY NPOrPAMMATOZ

H &wbaokaAia ota mpoypdupato €€ QMOOCTACEWS EMOYYEAMOTIKAG EMUOpdWONG Kot
Kataptiong tou Kévipou Emipdpdwong kat Awa Biou Mabnong tou EKMA Site€ayetal uéow tou
SLadktlou, MPOoDEPOVTAG OTOV EKTIALOEVOUEVO «auTovouia», dnAadn Suvatotnta UeAETNG
avefapTNTWE TEPLOPLOTIKWY TOPAYOVIWY, OTIWE N UTIOXPEWON TG GUGCLKAG TOU Ttapouasiag o
OUYKEKPLUEVO XWPO Kal XpOvo.

To ekMaLSEUTIKO UALKO TOU Tipoypdppatog dlatiBetal otadlakd, ava SL8aKTkn evotnta, HEoW
€L6IKA SlapopdWHEVWY NAEKTPOVIKWY TAfewv. Katd tnv €€EAEN KABe BeUATIKAG evoTnTOC
QVapPTWVTOL O OXETWKO link ol amapaitnteg yla tv opaln die€aywyn NG eKMOLOEUTLKAG
SladLKkaoloG OVaKOWWOELC.

O skmatSevoOpevog, apol OAOKANPWOEL TN MEAETN TNC EKAOTOTE SLOAKTIKNG EVOTNTAG, KOAELTOL
va urtoBAaAeL NAEKTPOVIKA, TO avtiotolyo teot afloAoynong. Ta Teot umopel va nepllapBavouy
EPWTAOELC avTloTtoixlong opbwv amavtioswy, moA\amAng emdoynic, aAnBolg/Peudolg
dnA\wong, f upload, 6mou o ekmaldsuopevoc Ba TPEMEL Vo SLATUTIWOEL KAl VO ETILOUVAEL TNV
aravtnon tou. H Bgpatiki svdtnta pmopetl va ouvodeletal and Ttellkn epyooia, n omola
SlotiBetal katd tnv ohokAnpwon tng Bspatikig evotntag (edpocov to amattel n ¢von tng
Bepatikng evotnTag) Kot adopd to cUvoAo Tng Stdaktéag UANC.

MapdaAAnAa, mopEXETal MANPNG EKMALSEUTIKY) UTOOTAPLEN Se80UEVOU OTL O eKMALSEUOUEVOG
propel va ameuBUvVeTAL NAEKTPOVIKA (YLa To StaoTnua ou SLopKel To eKAOTOTE Habnua) otov
OPLOMEVO EKTIALOEUTH TOU, HECW EVOWHATWHEVOU 0TNV MAOTHOPHO NAEKTPOVIKOU CUCTAUATOC
ETUKOWVWVIAC, YL TNV AUEON eMiAuon amopLwV OXETLOUEVWY HE TIC BEUATIKEC EVOTNTEG KL TLC

ooKknoelg afloAdynong 1 tnv teAkn epyacia.

6. TPONOZ ESETAZHZ KAl BAOMOAOIHZIHZ

e KABe OLOAKTIKA evOTNTA O eKMALOEVOUEVOC Ba TIPEMeL val eAUEL Kal va UTIOBAAAEL
NAEKTPOVIKA TO avT(OTOLXO TEOT, TNPWVIAG TO XpovodSlaypappo Tou €xel dobel amd tov
ekmaldeuty tou. H KkAlpaka Boabupoloyiag kupaivetat amd 0 €wg 100%. ZuVoAlkd, n
BaBpoloyia KABe BeUATIKAG EVOTNTOC TPOKUTTEL KATA TO 60% Ao TIG AOKNOELG 0ELOAOYNONG
Kal KOotd to umolouto 40% amod TNV TEAKN €pyacia, n omoio ekmoveital oto TEAOG TOU
OUYKEKPLUEVOU HaBrpatog kal edpooov to amnattel n puon autou.

H xopriynon tou Mwotomowntikou Efedikeupévng Empdpdwong npaypatomnoleital, 6tav o

exkmatdeuopevog Aafet og OAa ta pabnpoata Babuod peyalltepo f oo tou 50%. Ie mepintwon



TIOU N OUVOALKN PabBuoAoyla evog 1 Teplocotépwy paBnuatwy dev Eemepva to 50%, o
eKTIALOEUOEVOC £€Xel TN duvatoTnTa emMavefEToong TwWV HABNUATWY QUTWV HETA TNV
olokAnpwon tng ekmotdeutikng Stadkaoclag tou mpoypauparog. H Babuoloyia mou Ba
OUYKEVTPWOEL KATA TN Sladikaola eMaveEETAoNG TOU E€LvOL KAl N OPLOTLKN ylo TA €V AOYyW
pobnuata, pe TNV Mpolmobeon OTL Eemepvd €Kelvn TIOU OUYKEVIPWOE KATA TNV KAVOVLKA
Slapkela NG ekmadeutikng dladikaoiag. e SladopeTik MepimTwon Slatnpeital n apxikn

BaBuoloyia.

7. AOINEZ YNOXPEQZEIZ EKNAIAEYOMENQN - NPOYNOGEZEIZ
XOPHIHZHZ NIZTONOIHTIKOY

Mépa amd tnv emtux OAOKARPWON TOU TPOYPARUOTOG YLla Th Xopnynon tou MioTomolntikou
arottovvtal ta €§AG:

» JuppeTOoXf)  TOU  eKmoubsuousvou  otn  Swabikooia  AstypoatoAnmruikoU  EA£yyou

Tavtonoinong

H Swdikacio AstypatoAnmtikou EAEyxou Toautomoinong Exkmaldeuopevou otoxeUeL oOTh
Slaodalion NG TOLOTNTOG TWV TIOPEXOUEVWY EKTIOLOEUTIKWY UTINPECLWV. ZUYKEKPLUEVQ,
efouolobotnuévo otélexog tou Kévipou Emuopdwong kat Ao Biou Mabnong tou EKMA,
ETUKOWWVEL TNAEOWVIKWG HE €va Tuxaio Oslypa eKMOLOEVOPEVWY, TIPOKELPEVOL va
SlamotwBel €dv ouppetelxav oOTIC eKMALSEUTIKEG Oladlkacle TOU TPOYPAUMATOG, €AV
OQVTLUETWTILOAV TIPOPANLATA OE OXEON LE TO EKMALSEUTIKO UALKO, TNV €MLKOWVWVIOL UE TOV
OPLOMEVO EKTIALOEUTH TOUC, KABWG KoL KE TN YEVIKOTEPN Labnaotakn Stadikaoia. H tnAedpwvikn
€TUKOWVWVLA SLe€ayetal pe TNV OAOKANPWON TOU EKACTOTE MPOYPAUUATOC, EVW N MECN XPOVLKN
SLapKeLd TNG ouyKeKPLUEVNG Sladikaotiag elval mepimou 2-3 Aemtad.

Y& meplmtwon un CUPHETOXNG Tou ekmadeuopevou otn Stadikooia AstypoatoAnmuikol EAEyyou
Tautomnoinong, epooov KANOeL, LN TAUTOMOiNOAC Tou Kotd tn Ste€aywyn tng, dev xopnyseital
TO TILOTOTIOLNTIKO OTIOUSWY, OKOHA KOL 0V €XEL OAOKANPWOEL EMITUXWE TNV €€ AMOOTACEWS

ekmaldevtikn Stadikacia.

»  FupMETOXN TOU eKIaLSeVOUEVOU oth Stadikacio AstypoatoAnmtikou EAEyyou Eyypdadwv

O SelypatoAnmtikog €Aeyxog eyypadwy Slaodalilel TNV eyKUPOTNTA TWV OTOLXELWV TIOU EXEL
SNAWoeL 0 ekMALSEVOUEVOC OTNV altnon CUMMETOXNG Tou oto Mpdypaupa Kot BAcsl Twv

omoilwv éxetL aflohoynBel kat eykplBel n altnon CUUUETOXAC TOU O€ QUTO.



Katd tn SldpKela 1 LETA TO TEPAG TOU TPOYPAUOTOG, TIPOYHATOMOLETOL SELYUATOANTITIKOG
€\eyxog eyypadwv amod tn Mpappateia. O eknadevopevog Ba mpemel va elval oe Béon va
TIPOOKOUIOEL TA amapaitnTta SLKOLOAOYNTLKA TA OTMOol0 TILOTOMOLOUV TO OTOLXEla Tou €xeL
dnAwoel otnv aitnon ocuppetoxng (Avtiypado Mrtuxiou, Avtiypado Amolutrplou Aukeiou,
BeBaiwon Epyaoiakng Epnelpiag, N'vwon Zévwv Nwoowv K.T.A.).

Y& MeplmTwon KN CUUETOXNG TOU ekMadeuopevou otn dladikaoia AslypatoAnmrikol EAEyyou
Eyypadwv, epdoov kAnBel,  un umapéng twv dikatodoyntikwv autwyv, Sev xopnyeital to
TILOTOMOLNTIKO OTMOUSWVY, OKOHA Kol oV €XEL OAOKANPWOEL EMITUXWE TNV €€ AMOOTACEWS

ekmaldeutikn Stadikacia.

» AnonAnpwpn Tou cUVOAOU TwV SLEAKTPWV

O ekmaldeuOpevog Ba MPEMEL VO UNV €XEL OLKOVOULKAG GUOEWC EKKPEUOTNTEG. 2€ TiepimTwon
TIOU UTIAPXOUV TETOLEG, TO TILOTOMOLNTIKO omoudwv dlatnpeital oto apxeio tng Mpappateiag,

UEXPL TNV EVNUEPWON TNG YLa TN SLlEUBETNON TNG EKKPEUOTNTAC.

Avalutikn teptypadr) Twv napandvw unapxet otov Kavoviopo Inovdwv:

https://elearningekpa.gr/regulation

8. ZYITPAMEIZ TOY EKMAIAEYTIKOY YAIKOY

Ot ouyypadeic Tou ekmaLdeUTIKOU UALKOU eival péAn AEN tou EBvikoU kat Kamodiotplakol
Mavemnotnuiov ABnvwv n Kot lbLkol epmelpoyvwpoveg pe Wolaitepn ouyypadikny katagiwaon,

oL omoioL KatEXouv oAU Bactkd poAo otnv UAoToinon Tou MPOYPAUUATOC.

9. NQZ AIAMOPOQNETAI H YAH TOY NPOPAMMATOZ

To mpdypappo €moayyeARATKNG emipopdwong Kot kotdptiong mepltlappavel 7 OgpaTiké

evotnTeg (Hadparta).
NEPIFPAOH MAGHMATQN
A MEPOZ: OEQPHTIKH EKMAIAEYZH
MAGHMA - MeAdatng: BspeAlwdng évvola oto CRM

Awdaktikr) Evotnta 1: N'vwpipia e Toug TIEAATES
YKOTOC AUTAG TNG SOAKTLKAG EVOTNTAC ElvalL VO TIPOUGCLACEL TN CNUOOLA TTOU €XEL Lo TN cUyXPovN

eruyelpnon n peBodeupévn kat og BAOOG yvwon Tou TEEAATN TN KAl N KOTOVONON TWV TIPOCSOKLWV

7



Tou. 2TOX0G €ival apyKA Vo TIAPOUGCLACEL TIC POOIKEC EVVOLEG TOU €0WTEPLKOU TEAATN KOl TNG
TEAQTELAKAG oAUoiSag Kol otn ouvéxela va avoAloesl Boolkolg TUTOUG TTEAQTWY - BACEL Twv
XOPAKTNPLOTIKWY TOUG, OMWG aUTA ekPpalovial KOTA Tn cUVOAAAY TOUG HE TOuG GAAOUG. TEAOG
napouctdlel Tn Sadikaola pe Baon tnv omola 0 MeAATNG ayopdlel aAAd KOl TOUG POAOUG TIOU

Mropel vo TTapEL o€ pia ayopaoTikn amnodoaon.

Awdaktikr) Evotnta 2: Tunportonoinon neAatwy

JKOTOG QUTNG NG SLOOKTIKNAG evOTNTA €lval val TNUOTOMOUOEL TOUG TIEAGTEG KOTOVOAWTIKWY
ayopwv pe Baon Tig mAéov Onuodeilc Snuoypadikés, PuxoypadlkeG Kal OUUTEPLPOPLKES
MeTaPANTEG. ZTOXOC NG evotntag eival va dwoeL TtV amopaitntn mAnpodopnon otoug
eKTTAULOEVOUEVOUC WOTE VOl KATAVONooUV OTL Bal TIPETEL val eVTOTI{OUV HE CUYKEKPLUEVA KPLTHPLOL

TOUG TEAGTEG OTOUG OTOIOUG ETIAEYOUV VOL TIOPEXOUV TLS UTINPECLEG TOUG.

Awdaktikr) Evotnta 3: To management Twv neAAtwv

JkomO¢ aUTAC TNG SBAKTIKNAG evOTNTOG €ival va emonudavel adevog ta XOPaKTNPLOTIKA KAl TG
Katnyoplieg mAnpodopuwv ToU TIPEMEL va Tiep\apBavoviol os pia kohooxedloopévn Baon
Sebopgvwy Kal adeTEPOU TOV TPOTO alomoinong OAWY AUTWY TWV TTANPOdOPLWY YLa TNV avaAuon
NG OUUTEPLDOPAC TWV TEAATWY KAl TNV EMAOYN TWV TEAQTWYV — OTOX0. META TV KOTAAANAN
€TUAOYH, VA TIPOUGCLACEL TN CNUAOLa TN a€LoToinong artd TV EMXELPNON TWV AUETPNTWY OTLYHWV

oAnBslog otnv emadr pe Tov TTEAATN.

Awdaktikn Evotnta 4: AmOKTNOoN VEWV TIEAATWVY
Jkomd¢ auTtng TNG SLOAKTLKNG EVOTNTOC ElvVOlL VO TAPOUGCLACEL adevog Tn onuaocio Tou €xeL n
SLaTAPNON HOKPOXPOVLWY OXECEWV EUTLOTOCUVNG UE TOUC TIEAATEG ylat TNV KepSodopia kal thv

eruBiwon pag enixeipnong kot adetépou tn Sladikaoia TNG TPOCEAKUGNG VEWY TIEAOTWV.

Awdaktikr) Evotnta 5: Nepi tng e§unnpétnong

JKOTOC AUTAC TNG SLOAKTIKAG EVOTNTAC ElvVOL VO TIOPOUCLAOEL Kal Vol avoAUoEL TNV €wvola NG
g€unnpétnong tng melateiag Kot TNV kepahawwdoug onuaociag afla g yla TV eniyeipnon, mou
OmoKoU(CeL TepaoTiol 0dEAN amo TV € apyrC CWOTr TMAPAUETPOToinor Tng, Aoyw NG adoaoiwong
TIOU QIMOKTA QO TOUG TEAATEG TNG. 2TOXOC €lval apXlka va TOPOUCLACEL TNV €EUMnPETnon, WG
OVOYKOLOTNTA TNG ETOXAC TIOU SLAVUOUE, Ta £16N TNC Kot TI LOPPEG TWV ETUXELPNOEWY, AVAAOYWS

NG onpaciag mou tng mpoadidouv. TENOG, MAPOUCLATEL TIG UTIOXPEWOELG YLOL EEUTINPETNON TIOU EXEL N



EMUKElPNON, LETA amtd TNV IPOWBNCN TWV TPOIOVIWV ) TWV UTINPECWWV TNV MeAATela TNG KBWCE Kol

Ta KpLTPLa e Bdon Ta omola oL MeAGTeG a&loAoyouv TN EUTINPETNON TTou AauBavouv.

Awdaktikr) Evotnta 6: Mepi tng meAatoKevTpiknG GLAocodiag Ko TPOCEYYLONG

KkomOC AUTAC NG SIBAKTIKAG EVOTNTAC EIVOL VO TIOPOUCLAOEL Kal vt avoAUoEL TV €wvola TNG
KouAtoUpag tng eEumnpétnong wg Tou Pookol oUCTOTIKOU TNG TEEAATOKEVTPLKNG dhocodiac Kat
T(POOEYYLONG TNG ETUXELPNONC, KABWG emiong tn omoudaldtnTa Tou OPAATOC KOL TNS OITOCTOAAG TNG
ETUXEPNONG OTNV €UIMAOKN Tou ovBpwrivou Suvapikol yla TV €riteuén TwWV OKOWV TNG
ETUXELPNONG. 2TOXOC Elval 0PXLKA VOL TIAPOUCLACEL TNV KOUATOUPO WG TNV OrapaitnTn VooTportia Kal
TPOTO AELTOUPYLAC TNG EMIXELPNONG TTOU ETBUEL VoL £XEL OTO EMIKEVTPO TwV SPACTNPLOTITWVY TG TOV
TEEAQTN, TOUG TPOMOUC HME TOUC omoloug n Sloiknon amodelkviel tn S£0peUor TNG TPOG TNV
KateuBuvon g KouAtoupag e€umnPETnong, kabwg Kol TV omottoUpevn evalcbntonoinon ota
OTTOTEAECUATO TWV EPEUVWV OXETIKA HE TNV EMITELEN TwV EMOWWKOUEVWY OTOXWV. TEAOC,
TIOLPOUGLATEL TN ONUOGCLA KAL TO pOAO TTOU SLadpaaTIleL OTNV TEAATOKEVTPLKI| TIPOCEYYLON TO OPOLOL
NG EMKElPNONG, KOBWC KAl TOUG TPOMOUG SnpLoupylag evog owoTd SLOTUMWHUEVOU OPAATOC,

oadoUg Kat Katavontou yla 6A0 To avBpwrilvo SUVOULKO TG EMXElPNONG.

Awdaktikr) Evotnta 7: Ta Bparta thg meAatoKevTpikng ¢pthocodiag

2KOTOG AUTAG TNG SLOOKTIKAG EVOTNTAG €lval VA TTAPOUCLACEL TNV OVOYKALOTNTO TWV AAAQYWVY OTLG
onoleg Ba MPEMEL va TIPOXWPNOOUV OL ETIXELPNOELS, TIOU EMOULOUV VO TIPOCAVOTOALOTOUV OThV
KATeUBUVON TNG LKAVOTIOINONG TWV QVOYKWY TOU TIEAATN KOL TNG OMOTEAEOUATIKAG EEUTINPETNONC
tou. ErumpooBeta, TIC TMNYEG Kot TOUuG TUMOUG Ttwv oMaywv, kaBwg Kat TG SUOKOAEC Tou
OVTLUETWTIEL N eMXelpnon otnv mPoomadBeld g va epapprOosL Tpoypappata dAywY HE OTOX0
v oAayr| mopeiag and tnv eowotpedela otnv eEwaotpedela. ZTdXog ival va avaAuBoulv oL Adyol
TI0U eTUPBANOUV TLG AANAYEC OTLS ETIXELPAOELG, KOBWCE KL OL TPOTIOL, HECW TWV OTOIWV TO avOpwWITVO
SUVOUIKO Twv eTuXEProswy Ba suaiodnTomolnBel TPOKEWWEVOU VA avTamoKplOsl Btk oTig
oMayéc. Emiong, otoxog sivarl va mopouotactoly Tta BT TNG AVATTUENG LG TEEAQTTOKEVTPLKIG
T(POCEYYLoNG, TIou Ba SWaoel otnv emixelpnon MPoBASIOUA KOl GUYKPLTIKO TIAEOVEKTNHOL HETAEY TwV

ETUXELPINOEWV WE TIG omoieg Spaaotnplomnoleital oto eptBAAov.

MAGHMA - Epeuva Mapketivyk: Eva MoAUTiuo Epyaleio

Awdaxtikn Evotnta 1: Baowkég Apxég Mapketvyk - To Meiypa MApKeTivyk
Baotkr) erubiwén tng evotntag autig lvat opxIKa va mapouolaotel, vo avarttuyBel kat va e€etaotel

n ¢von koL n ovaykootnta TOU MAPKETWVWYK. Etol, péow tng Slaxpovikng £EEMENG NG



ETUXELPNMATIKAG Spdong, yivetal avadopd oto Tl amoteAel PAPKETIVYK OHUEPA KOL TO T Elval Kal
TIOLA oTolXEla amoTeAoUV TO Ml TOU PAPKETIVYK. Mo KAOE OTOLXElo TOU UEIYHOTOG UAPKETLIVYK
TIOPOUGCLATETOL O TPOMOC E TOV OMOLo UrtopolV va AndBouv oL KATAAMNAEG aropACELS TIPOKEUEVOU
N EMUKELPNON VA UMOPEDEL VO TIETUXEL TOUG OTOXOUC TNG Kal va €E00haAloEL TNV avATTTUEn KaL TNV

emBiwon tng.

Awdaxktiki Evotnta 2: AvaAuon MepiBaiiovrog kat Avtaywvicpov - Epdaon otig
Mwkpopeoaieg Eniyelproelg

Baotkr) embiwén thg evOTNTAS AUTAG EVOL APXLIKA VOL TIAPOUCLACEL YLOL TOV ETILXELPNUOTIO TNV avayKn
MEAETNG TOU ewteplkoU TEPIBANOVTOC HIOG  ETIXelpnonGg Tplv  EEKWVAOEL  OMOLASATIOTE
enyepnuatiky 6pdaon. Etol, avoAUovTal oL CUVIOTWOEG Tou e€wTePLkoU TepLBAAAovTtoc, opiletal n
oToudaOTNTA TOUG, KOl TIOPEXETAL N KATAAANAN yvwon TIOU EMUTPEMEL TNV TIPOCOPMOYN TNG
ETUXELPNONG OTLG €EWTEPIKEG CUVONKEG HEOW TNG SladIKAGLaG TNG TUNUOTOMOINoNG, TNG OTOXEUONC
Kal TNG TOmoBE£TNONG. ST CUVEXELD, TIAPEXOVTAL OTPATNYLKES Tou Ba mpémel va akoAouBnBoulv
avaAoya UE TLG CUVONKEG Tou TEPIBAAAOVTOC, Kal avaAuetal N ¢puon Twv MME emiyelprioswy, ta

TIAEOVEKTILLATAL KOIL LELOVEKTALOTOL TOUG, KABWG Kot oL BACIKOL TapAyovTeS EMITUXLOC,.

Awdaxtikn Evotnta 3: Apxég Zupnepipopag KatavaAwrr - Customer Funnel and
Journey

H evotnta auth emSLwKeL va TapaBEoel TIG BAOIKEG apXEG TNG MEAETNG TNG ZUMTMEPLPOPAG TOU
KotavoAwtr Kat va UTIoSEIEEL TNV avayKaotnTa yla e€ETacn Tou TPOIou AfYPing Twv ayopaoTIKWY
anodpAcewv NG ayopds-otoxou. EToL Aoutov, avaAlovtal To oTadla TG ayopaoTKnG amodaong
ONMWG €MioNG KAl OL TNYEG O TIG OMOlEG O KaTAVAAWTNG enMnpealetal Kol ou Ba Tpémel va
ETUXELPELTAL O TPOOSLOPLONOG Touc. H peAétn tou Customer Funnel and Journey oto omoio Ba
€0TLACOUME oUUPwWvVA He TIG oUyxpoveg Bewpnoelg, mpooblopilel tv akpPry Swadpouny mou
okoAouBsl 0 meAATNG POKELPEVOU va TIPOPBEL 0 ayopd Kol CUVETIWG N KEAETN TOU €ivol avaykaia.
JTNV CUVEXELD TOVI(ETAL N AVAYKN VL0 TPOOSLOPLOUO Tou BaOpol avAPELENG TOU KOTAVOAWTH UE TNV
ayopa, mapouatalovral N Bewpio Twv TIOAUKPLTNPLOKWY LOVTEAWY amodpacns, CTPUTNYIKES YLOL TNV

a€lomoinon toug, Kabwg emiong kat oL Bacikol Kavoveg ETIAOYIG TTPOLOVTOG.

Awdaktikn) Evotnta 4: Eloaywyn otnv Epguva Ayopad

Baotkr embiwén tng evotntag authg eivol apyKd Vo TIopoucLaoTel To Ti slvat kot Tt Sev eival n
£peuva ayopdg. Etol, apxikd Bo SoUpe mold sivat n agio g £peuvag LAPKETIVYK OTOV OTPOTNYIKO
OXEOLAOUO. ZTNV CUVEXELD aVOPEPOULE TIWG CUVSEETAL UE TOV EVIOTIOMO TUOAVWY EUKALPLWY Kal
omeAWV TG omoleg n emyelpnon odeidel va evromiosl aAAd Kol 1w odellel n emiyeipnon va
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0£LOTTOLEL TOL ATTOTEAECOTAL TNG TIPOKELUEVOU VOL BEATIWVEL TNV SpAOT TNG. TNV CUVEXELX TIOPEXOULE
€vav OAOKANPWUEVO OPLOHO Kal TTAPOBETOULE TIG apXEG TIAVW OTLG OTOLEG oTNPLIETOL KAL TLG OTTOLE
avaAUoupe Ote€odika. Avadepdpaote otnv Slakplon Uetaty dedopévwy katl mAnpodopiag Kal

Kavoupe laitepo Adyo yla Tny onpacio tng avadpaong.

Awsaktikn Evotnta 5: Zxedialovrag pa Epeuva MApKeTLVYK

H gvotnta amookomel oto va BonBnoeL Tov eKaSEUOEVO VO KATAVONOEL TTOLA €lvall Tal arapaitnta
BripoTa yla Tov oxeSLAoUO Kal TNV UAOToinon HLaG EpEUVOS 0Yopag. To cUYXPOVO OVTAYWVLOTIKO
TePBANOV amalLTel £pEUVEG AYOPAC CWOTA OPLOMEVEG Kal UAOTIOLNEVES TToU Ba Swoouv Eekdabapa
arnoteAéopara ta onoia Ba SteukoAuvouv Tnv Adn Twv anoddoswv Kat Ba PeLwvouv To ploko Tou
OUTEG EVEXOUV. JUVEMWC, e€talovTol Ta BrLOTaL TTOU OOLTOUVTOL Kl avaAUovTalL EVWOLEG Kol OpotL
TIOU TIPOKUTITOUV. ITNV CUVEXELA YiveTal avadopd oTtoug EEWTEPIKOUG TTOPOXOUC UTINPECLWY EPELVAG

QyopAG KoL GTOV TPOTIO ETUAOYNG TOU KATOAANAGTEPOU.

MAGHMA - Ztpatnyikn kat Epappoyéc tng CRM dhoocodiag kot
T(POCEYYLONG
Awdaktikr) Evotnta 1: H évvola ¢ aélag oto papketivyk — value based marketing
YkomAC TNG MPWTNG SISAKTIKAG EVOTNTAC EiVOL VA yVwPIiooUV oL EKTIOLSEUOLEVOL TN VEQ TIPOCEYYLON
OTO HAPKETIVYK, CUUPWVA LIE TNV OTOL0L OL EVEPYELEG MAPKETLVYK TIPETEL val SnoupyoLy afla otoug
HETOXOoUG TG emixsipnong. Zta maiola TG mpwtng SOaKTIKAG evotnTog Ba rapouctactoly oL Adyotl
TIOU 08HyNoaV oTNV avVAayKn ULOBETNONG L0 SLApOPETIKAG TIPOCEYYLONG OTO MAPKETLVYK, Tou Value
Based Marketing, oA\Q Kal Ta KUPLOTEPO XAPOKTNPLOTIKA TNG. Ta XOPOKTNPLOTIKA OUTA Eival N
HETPNON OXL HOvo NG amodotikotntag, OAAG Kol TNG OUTOTEAECUOTIKOTNTAG TWV EVEPYELWV

HAPKETLVYK, O LOLKPOXPOVLOG XOPOKTAPAC KL N avAlyKn oAAayrG TNG OPYAVWTIKAG KOUATOUpO.

Awdaxktikn Evotnta 2: Négg popdpég marketing — RELATIONSHIP MARKETING

JTNV MPWTN SIOOKTIKA EVOTNTO £YIVE KATAVONTH N avAykn Snuoupyiag agiog ylo Toug HETOXOoUG TNG
gtauplog armd TG EVEPYELEG MAPKETIVYK. TKOTIOC TNE SeUTEPNC SISAKTIKAC EVOTNTAG Elval va yvwpicouv
oL ekAGEVOMEVOL TIWEG HECW TNG VEAC Hopdng Mdapketivyk mou PBaoiletal otn dnuoupyia kal
Slatpnon HOKPOXPOVIWY OXECEWV HE TOV TEAATN, Wrmopsl pa etaupia va avénoetl tv afla twv
METOXWV TNG. 2Ta mAaiowa tg deutepng SOAKTLKNG evotnTog Bal TOPOUCLACTOUV Ta KUPLOTEPQ
XOPAKTNPLOTIKA Tou Relationship Marketing (Zxeolakd MAapketvyk | MApPKeTIVYK Tou Baoiletal otny
avarmtuén kat Slatrpnon oxEoEWV e Toug TIEAATEG) Kal Bal yivouv oadeig oL Adyol yla Toug omoioug

N ETUKOLVWVIA KOLL OL TIPOCTIABELEG TNG ETALPLAG TIPETEL VO CUYKEVTPWVOVTAL OXL TOCO TNV AmOKTNOoN
11



VEWV TieAatwy, aAAd otn Slatrpnon Twv AN UNMAPXoVIWVY Kol HAALoTA TwV Tio KepSodpopwv amd

autoug.

Awdaktikr) Evotnta 3: CRM sloaywyr) otnv €vvola

H tpitn Sbaktikr evotnta epPablivel otnv €vvola TNG aVAMTUENG OXECEWV HE TOV TTEAATN Kol
mapouctdlet v £wola tou Customer Relationship Marketing/ Management (CRM). Mo
OUYKEKPLUEVQ, OTNV EVOTNTA QUTH 0 eKMALdeUOpEVOG Ba yvwploel Tt elval to CRM kat Ba kotavoroet
OTL €lval KATL TEPLOCOTEPO OO KATIOLO TEXVOAOYLIKO OUCTNA, lval pior OAOKANPN OTPATNYLKY KOl
dooodia mou mpénel va uloBetnBel ard oAokAnpn tnv enxeipnon. EmutAéov, Ba mapouolaotel
QVOAUTIKA Ttola. avAlykn odnynoe tnv emixeipnon va otpadel oe aut Tnv MPooéyylon kot Ba
e€eTaoTel TO TL OKPLBWE KAVOUV OL ETIXELPAOELS TIPOKELUEVOU VA TIPOCEYYIOOULV, VA LKAVOTIOLjCoUV
Kat va Stotnpricouv tov mehdtn. Télog, Ba avoAuBolv ta kuplotepa odEAN TTOU GUVEMAYETAL N
otpatnywk CRM kot péow mapadelypdtwy Ba amodelytel n onuacia g uloBEtnong g and

oUyxpovn smnixsipnon.

Awdaktikr) Evotnta 4: Epappolovrag emtuxws CRM oTpatnyLkeg

Jtnv tetoptn Stbaktikn evotnta peAetaral n Stadkaacio mou mpEmet va akoAouBoUv oL ETIYELPHOELG
v va edopudlouv emituxwg to CRM. Mapouotdlovral to BALOTO TTOU TIPETEL VO aKOAOUBNoEL N
gnuyelpnon tooo oto oxedlaoud thg CRM otpatnykig tng, 6oo kat otnyv uAomoinon te. Tautoypova
g€etalovral ta Kuplotepa AAOn Twv etoplwy otnv mpoorndBeta vobétnong tou CRM, ta omola

g€nyouv kat ta UPNAA TTOCOCTA AITOTUXLOG KOl AVOTTOTEAECUATIKOTNTOG TwV CRM GUOTNUATWVY.

MAGHMA - Miypa Marketing kot Emtiyelpnuatikny Avamtuén

Awdaktikr) Evotnta 1: NpoUmnoAoylopog ka TexVIKEG MwANRCEWV

Jta malola tng mapouoag evotntag Ba aoxoAnBoUUEe OPXIKA HE EL0AYWYLKA {NTAHOATA TIOU
oxetiCovral pe t Slaxelplon Twv MWANCEWVY Kal vV ouvexeia Ba emikevtpwOoUue pe NTrOTa o
QTTTOVTOLL TOU TPOTIOU EMITEVENC pLag Suvapkng ot eminedo emitevéng mwAnoswv. Eniong Oa Solpe
TIWG OUVSEETAL N KOt Pareto armOTEAEOUATIKOTATA E TS TTWANOELS, KaOwg Tov TPOmo Snpoupyiag
TOU TPOUTOAOYIOHOU TwV TWANCEWV. TEAOG Bat EVTPUDIOOULE OTIG KUPLOTEPEC TEXVIKEG TIWANCEWY,

TIOU ELVOLL QTP ALTNTEG YLOL TNV AlUENON TOU EMUTESOU TWV TIWANCEWV.

Awdaktikn Evotnta 2: E€eldikeupéveg Aladikaoieg MwAncewv
Y€ aUTNA TN SLOAKTIKN) evoTtNnTa Ba MiKeVIpwBOoUE o€ e€ELOIKEVEVO {NTALATA TTIOU OXETI{OVTaL LE TN

Sladikaoio Twv MwAncewv. Mo cuykekpLeva, Ba avaAUGOUE TOV TPOMO MWANCNE TPOIOVTWY Kall
12



UTINPECLWY OE OPYAVIOLOUG, KABWG Kal TV TPAKTKA tou B2B marketing mou amoteAel kal t
ONUAVTIKOTEPN SpAoN TNG EMUXEPNUOTIKAG SpaocTneLOTNTaG. XTn ouvEXeld Ba acyoAnBoupe Ttov
TPOmo Tou Ba TpEMEL va KAE(OEL QMOTEAEOMOTIKA M ouvoAAayr TwAnong kot téAog Ba

OlelodUo0UE TN SLASIKTUAKI TIWAN G TIOU QTTOTEAEL KAIL TO EAAOV TWV TIWANCEWV.

Awdaktikr) Evotnta 3: KUkAog Zwng tou Mpoiovrog ko Kawvotopia

Oa &ekwvnooupe TV avaluon g ev AOyw SLOAKTKAC eVOTNTAG ME TN CUCXETLON TWV POOKWY
EWOLWV — TIPOLOV, uTtnpeoia, Wea — ota mAaiola tou marketing Oa enikevipwBou e otnv avaluon
Twv otadiwv Tou KUKAOU {WwNE Tou TPOIOVTog, e€nywvtog tote Ba PEMEL £va TIPOLOV va ELoEPXETAL
KQlL VO QTTIOCUPETAL OTNY ayopd KAl avaAUoVTaG T onpaoiot KoL To pOAO TNG KAVOTORIG TOCO oTtnVv

€€EALEN TWV TTPOIOVTWY, OO0 KAl OTNV QUTOKTN O OVTOYWVLOTIKWY TTAEOVEKTN LATWV.

Awdaktikn) Evotnta 4: Yninpeoieg ko Branding

YTa mAaiola TNG eV AOyw SLBAKTIKAG EVOTNTAG Bl EEKLVIIOOUE TV AVAAUCH HAG e TN onuooia Twv
UTINPECLWY OTNV OLKOVOLLKN avartuén, Ba SoUpe mola elval Ta KUPLO XOPOKTNPLOTIKA Twv
UTNPECLWVY Kol Ba TapaBECOUE L0l KATATAEN LIE TLG ONLOVILKOTEPEG UTINPECLEG. ZTN OUVEXELA Ba
g€nynooupe v €vwwola Kal Tn onuoocia tou opou branding, evw Ba avaAUCOUHE KOl TIG

ONUOVTIKOTEPEC OTPATNYIKES branding.

Awsaktiki Evotnta 5: NpowOnon

Ztnv napovuoa SOAKTIKY evotnta Ba acyoAnBouU e e TNV powBnaon Tou MPoiOVTog ou aroteAel
€va amnd ta 4 P tou piypatog marketing. Mpwta artd oAa Ba §oUpe e OOV TPOTIO ETUTUYXAVETAL O
T(POCBLOPLOKOG TOU KOooU — OTOXoU (target group) Kat v ouvexela ta aooAnBoUE e ToV TPOTO
KATAPTIoNG Tou mpoUmoloylopou mpowbnong kot Ty avaluon tou oxediou mpowbnong Twv
TpoiovIwv. TéAog Ba Soupe To pOAO oL MA{OUV T CUYXPOVA KOL TIPASOCLAKA LECA EVNLEPWONG

otnV emiteuén tou oxediou PowBNoNC KaL TG vENONE TWV TIWANCEWV.

B MEPOZ: Ekpabnon Aoyiopikou (EkudBnon Alaxeipiong
Noyiopikou otn Baoikr ‘Ekdoor) Tou)
To B’ pépog tng ekpadnong xpriong AOYLOULKOU TIPOYPAUMOTOG amoteAsital and Svo pépn-
paOnuato. ITo MPWTO HEPOG-UAONUa yivetol plo sloaywyn oTlc PAoLkEG AELTOUpPYLEG TOU
T(POYPAUHATOC VW 0TO SUTEPO YIVETAL N YWWPLHIA LE TOUG TUTIOUC KOl TLG OELPEG EVEPYELWV

CRM kot avalUetoL n mapapeTpornoinon tng eboppoync.
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MaBnua - Eloaywyn - Baolkég odnyleg xelpLlopou
Awsaktiki Evotnta 1: Tpomnog Aettoupyiog Kat Baoikd epyaAeia XELPLOKOU

Awsaktikn) Evotnta 2: E§eldikeupéva epyaleia Xelplopol

MaBnua - Ekpadnon Aoylopikov Softl CRM
Awsaktiki Evotnta 1: Epyaocieg-Evépyeieg CRM
Awsaktiki Evotnta 2: KopUmavieg - EUKaLpieg mwAnong

Awsaktiky Evotnta 3: Mapapetpomnoinon (TUmoL eVeEPYELWV, XOPOKTNPLOMOL,
unodeiypata e-mail)

" MEPOZ: MNMpakTtikA Epapuoyn
Mabnua - Mpaktikn Epappoyn tou Aoylopikou Softl CRM
Awsaktikiy Evotnta 1: MeAétn Nepintwong 1
Awsaktikiy Evotnta 2: MeAétn Nepintwong 2
Awsaktikiy Evotnta 3: MeAétn Nepintwong 3

Ta Case Studies kadw¢ kat ta Sedouéva mou da xpnoiuonoiwjoete oto I MéEpog,
Staoponotovvral avdaAoya ue tnv Emixeipnon nov Sa emidAééete kata tn Siadikaocia tng
aitnong ocag. H Swadeowodotnta twv Emiyeipricewv Suvarat va petaBaddetal avda

EKTTALOEUTIKO KUKAO.
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