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æƠƚƭƠ ƬƭƩ 35Ʃ ƭƠƶưƩƫ ƭƩƮ ƢƦƠƥƭƪƩƧƤƥƩƶ newsletter ƭƩƮ ƂƆƂƍ: 

      

 

 

 

 

 

 

10Ʃ ƂƦƦƢƧƤƥƵ ƏƮƧƘƟƪƤƩ ƇƩƪƮƯƙƫ ƬƭƢƧ ƂƨƮÙƢƪƘƭƢƬƢ ƍƠƦƜƭƷƧ   ƬƠƦ. 2 

¶ ƍƪƵƞƪƜÕÕƜ ƏƮƧƠƟƪƚƩƮ 

¶ ƌÕƤƦƢƭƘƫ 

ƇƜƦƲƬƩƪƚơƩƮÕƠ 4 ƊƘƜ ƉƘƦƢ   ƬƠƦ. 5 

 

ƂÙƤƭƮưƢÕƘƧƠƫ æƪƜƬƭƢƪƤƵƭƢƭƠƫ ƂƆƂƍ   ƬƠƦ. 6 

¶ CEO Breakfast & ƍƜƪƩƮƬƚƜƬƢ ŸƪƠƮƧƜƫ: GfK Hellas 

¶ Middle Management - Team Building Activities : GM Congress and Events & Rethink 
Business Lab 

¶ Case Study: ſƐƐƆƇƂƏ æƆſæƎƌƉƂƏ ſƂ 

¶ Case Study: Samsung Electronics Hellas  

¶ Case Study: Public  

¶ ƂÙƤÕƩƪƯƲƭƤƥƵ ƂƪƞƜƬƭƙƪƤ: ManpowerGroup  

¶ ƀƤƲÕƜƭƤƥƵ Workshop: Response 

¶ ƂÙƤÕƩƪƯƲƭƤƥƵ ƂƪƞƜƬƭƙƪƤ: ƋƑƊ+ 

ƊƘƩ ƂƥÙƜƤƟƠƮƭƤƥƵ ƍƪƵƞƪƜÕÕƜ ƂƆƂƍ - ACSE   ƬƠƦ. 8 

¶ ſÙƩƧƩÕƙ ƝƠƝƜƤƷƬƠƲƧ ACSE - ƆƩƶƧƤƩƫ 2015 

¶ ƄÕƠƪƩÕƢƧƚƠƫ æƤƠƨƜƞƲƞƙƫ ƧƘƩƮ ƂƥÙƜƤƟƠƮƭƤƥƩƶ ƍƪƩƞƪƗÕÕƜƭƩƫ 
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ƉƠ ÕƠƞƗƦƢ ƠÙƤƭƮưƚƜ ÙƪƜƞÕƜƭƩÙƩƤƙƣƢ-
ƥƠ ƭƩ 10Ʃ ƂƦƦƢƧƤƥƵ ƏƮƧƘƟƪƤƩ ƇƩƪƮ-
Ưƙƫ ƞƤƜ ƭƢƧ ƂƨƮÙƢƪƘƭƢƬƢ ƍƠƦƜƭƷƧ, 
ÙƩƮ ƟƤƩƪƞƗƧƲƬƠ ƭƩ ƂƦƦƢƧƤƥƵ ƆƧƬƭƤ-
ƭƩƶƭƩ ƂƨƮÙƢƪƘƭƢƬƢƫ ƍƠƦƜƭƷƧ (ƂƆƂƍ) 
ƬƠ ƬƮƧƠƪƞƜƬƚƜ ÕƠ ƭƢƧ Boussias Com-
munications ƬƭƩ Maroussi Plaza, ƬƭƤƫ 
8 ƆƩƮƦƚƩƮ 2015.  
 
ƐƩ ƥƠƧƭƪƤƥƵ ƣƘÕƜ ƭƩƮ ƏƮƧƠƟƪƚƩƮ ƙƭƜƧ, 
òInnovation meets tradition in  
Omnichannel Customer Serviceó.  
 
ƏƭƩ ƬƮƧƘƟƪƤƩ, ÙƜƪƩƮƬƚƜ ƮƱƢƦƵƝƜ-
ƣÕƲƧ ƬƭƠƦƠưƷƧ ƜÙƵ ƟƤƜƯƩƪƠƭƤƥƩƶƫ 
ƠÙƤưƠƤƪƢÕƜƭƤƥƩƶƫ ƭƩÕƠƚƫ, ÙƜƪƩƮƬƤƗ-
ƬƭƢƥƜƧ ƩƤ ƬƢÕƜƧƭƤƥƵƭƠƪƠƫ ƭƗƬƠƤƫ, Ơƪ-
ƞƜƦƠƚƜ ƥƜƤ ƥƜƦƘƫ ÙƪƜƥƭƤƥƘƫ ƠƨƮÙƢƪƘ-
ƭƢƬƢƫ ÙƠƦƗƭƢ, ƠƮƣƮƞƪƜÕÕƤƬÕƘƧƠƫ ÕƠ 
ƭƤƫ ƤƟƤƜƤƭƠƪƵƭƢƭƠƫ ƭƢƫ ƠƦƦƢƧƤƥƙƫ ƜƞƩ-
ƪƗƫ, ƵÙƲƫ ƜƮƭƘƫ ƟƤƜÕƩƪƯƷƧƩƧƭƜƤ ƜÙƵ 
ƭƩ ƬƮƞƥƠƪƜƬÕƵ ÙƜƪƗƟƩƬƢƫ ƥƜƤ ƥƜƤƧƩ-
ƭƩÕƚƜƫ.  
 
ƐƩ 10Ʃ Customer Service Summit ƯƤ-
ƦƩƨƘƧƢƬƠ ƟƤƜƥƠƥƪƤÕƘƧƩƮƫ ƘƦƦƢƧƠƫ ƥƜƤ 
ƟƤƠƣƧƠƚƫ ƩÕƤƦƢƭƘƫ, ƩƤ ƩÙƩƚƩƤ ÙƪƩƬƘƯƠ-
ƪƜƧ ƞƧƷƬƢ ƥƜƤ ƘÕÙƧƠƮƬƢ ƬƠ ƠÙƤưƠƤƪƙ-
ƬƠƤƫ ƥƜƤ ƬƭƠƦƘưƢ, ÙƪƩƥƠƤÕƘƧƩƮ ƧƜ ƬƮƧ-
ƟƮƗƬƩƮƧ ƭƤƫ ÙƜƪƜƟƩƬƤƜƥƘƫ ÙƪƩƬƠƞ-
ƞƚƬƠƤƫ ƬƭƩƧ ƭƩÕƘƜ ƭƩƮ customer ser-
vice, ÕƠ ƥƜƤƧƩƭƵÕƠƫ ƭƠưƧƤƥƘƫ ƥƜƤ ƠƪƞƜ-
ƦƠƚƜ ÙƩƮ ƯƘƪƧƩƮƧ ƩƤ ƧƘƠƫ ƭƠưƧƩƦƩƞƚƠƫ. 
ƏƭƩ ÙƦƜƚƬƤƩ ƭƩƮ ƬƮƧƠƟƪƚƩƮ ƜƧƜƦƶƣƢ-

ƥƜƧ ƣƘÕƜƭƜ, ƵÙƲƫ: 

¶ 360Ʃ Customer  
service : Omnichannel 
ƠƨƮÙƢƪƘƭƢƬƢ ƥƜƤ ƝƘƦ-
ƭƤƬƭƢ ÙƩƤƵƭƢƭƜ ƬƠ ƵƦƜ 
ƭƜ ƬƭƗƟƤƜ ƠƨƮÙƢƪƘƭƢƬƢƫ 

¶ ƊƘƠƫ ƭƗƬƠƤƫ ƥƜƤ  
ƭƠưƧƩƦƩƞƚƠƫ ƬƭƢƧ ƠƨƮ-
ÙƢƪƘƭƢƬƢ ÙƠƦƗƭƢ: Mo-
bile  Customer Experi-
ence, Video-based chat, 
The rise of the Internet 
of Things (wearables) 

¶ Personalized  
Customer Service : 
ƍƪƩƬƲÙƩÙƩƤƢÕƘƧƢ  

ƠƨƮÙƢƪƘƭƢƬƢ ƥƜƤ segmentation 

¶ Re-Humanizing Care : ƂÙƤƭƮưƢÕƘƧƩƫ 
ƬƮƧƟƮƜƬÕƵƫ self-service ƠƨƮÙƢƪƘƭƢ-
ƬƢƫ ÕƠ ƜƧƣƪƷÙƤƧƩ ÙƜƪƗƞƩƧƭƜ 

¶ ƂƨƮÙƢƪƘƭƢƬƢ ÙƠƦƗƭƢ ÕƘƬƲ social 
media  

¶ ƂÕÙƠƤƪƚƜ ÙƠƦƗƭƢ ƬƠ offline ƥƜƤ 
online ÙƠƪƤƝƗƦƦƩƧ: Innovation in 
experience design and manage-
ment, ƩÕƩƤƵƭƢƭƠƫ ƥƜƤ ƟƤƜƯƩƪƘƫ 

 
ƐƤƫ ƠƪƞƜƬƚƠƫ ƭƩƮ ƬƮƧƠƟƪƚƩƮ ƗƧƩƤƨƠ Ƣ 
ƥ. ƉƗƪƣƜ ƇƜÕÙƶƦƢ, Marketing & Cu-
stomer Experience Consultant ƥƜƤ ƂÙƚ-
ƭƤÕƩ ƉƘƦƩƫ æ.Ə. ƭƩƮ ƂƆƂƍ.  

ƉƗƪƣƜ ƇƜÕÙƶƦƢ, Marketing & Customer 

Experience Consultant, ƂÙƚƭƤÕƩ ƉƘƦƩƫ æ.Ə. 

ƭƩƮ ƂƆƂƍ & ƏƮƧƭƩƧƚƬƭƪƤƜ ƏƮƧƠƟƪƚƩƮ 

ƂƮưƜƪƤƬƭƩƶÕƠ ƣƠƪÕƗ 

ƭƤƫ ƠƭƜƤƪƠƚƠƫ: 

ƓƎƑƏƌƏ ƓƌƎƄƁƌƏ 

ƑƍƌƏƐƄƎƆƇƐƂƏ 

COMMUNICATIONS 

CONSULTANTS 

CONFERENCE 

EXPERIENCE SPONSOR 

 ƓƌƎƄƁƌƏ ƂƇƐƑƍÝƏƂÝƊ 

Maroussi Plaza 
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08:30 -09:00   ƍƪƩƬƘƦƠƮƬƢ - ƂƞƞƪƜƯƘƫ 

09:00 -09:10   
ƂƤƬƜƞƲƞƙ 

ƉƗƪƣƜ ƇƜÕÙƶƦƢ, ƏƮƧƭƩƧƚƬƭƪƤƜ ƏƮƧƠƟƪƚƩƮ, Marketing & Customer Experience Consultant Greece, 
Middle East ƥƜƤ ƂÙƚƭƤÕƩ ƉƘƦƩƫ æ.Ə., ƂƆƂƍ  

09:10 -09:20   
ƓƜƤƪƠƭƤƬÕƵƫ 

Frank Thibaut,  ƍƪƵƠƟƪƩƫ æ.Ə., ƂƆƂƍ ƥƜƤ æƤƠƮƣƮƧƭƙƫ æƤƩƟƚƲƧ, ƂÕÙƩƪƤƥƙƫ æƤƜưƠƚƪƤƬƢƫ ƥƜƤ ƐƢƦƠ-
ƯƲƧƤƥƙƫ ƂƨƮÙƢƪƘƭƢƬƢƫ ƍƠƦƜƭƷƧ, ſƭƭƤƥƘƫ æƤƜƟƪƩÕƘƫ ſ.Ƃ.  

09:20 ð 09:40  
ƍƜƪƩƮƬƚƜƬƢ ƂƆƂƍ  

æƢÕƙƭƪƢƫ ƁƠƲƪƞƵÙƩƮƦƩƫ, ƁƠƧƤƥƵƫ ƁƪƜÕÕƜƭƘƜƫ, æƏ ƂƆƂƍ ƥƜƤ Managing Partner, Rethink Business 
Lab  
«Ƅ ƠƨƘƦƤƨƢ ƭƢƫ ƠƨƮÙƢƪƘƭƢƬƢƫ ÙƠƦƜƭƷƧ ƭƢƧ ƭƠƦƠƮƭƜƚƜ 10ƠƭƚƜ»  

09:40 -10:25   
Opening Keynote 

ƇƜƣ. ƁƤƷƪƞƩƫ ƍƜƧƢƞƮƪƗƥƢƫ, ƐÕƙÕƜ ƌƪƞƗƧƲƬƢƫ ƥƜƤ æƤƩƚƥƢƬƢƫ ƭƲƧ ƂÙƤưƠƤƪƙƬƠƲƧ, ƌƤƥƩƧƩÕƤƥƵ 
ƍƜƧƠÙƤƬƭƙÕƤƩ ſƣƢƧƷƧ ƥƜƤ ſƧƭƤÙƪƵƠƟƪƩƫ æ.Ə. ƂƆƂƍ 
«ſÙƵ ƭƩ ƧƠƲƭƠƪƤƬÕƵ ƬƭƢƧ ÙƜƪƗƟƩƬƢ - Experiential Customer Service»   

10:25 -10:55   
ŸƪƠƮƧƜ 

ƉƗƥƢƫ ƅƠƩƟƷƪƩƮ, Managing Director, GfK Hellas  
«Retail Trend Monitor 2015»   
To Retail Trend Monitor 2015 ƜƯƩƪƗ ƬƠ ÙƪƵƬƯƜƭƢ ÙƜƞƥƵƬÕƤƜ ÕƠƦƘƭƢ ƭƢƫ GfK, Ƣ ƩÙƩƚƜ ƟƤƠƨƗƞƠƭƜƤ 
ƞƤƜ ƟƠƶƭƠƪƢ ƯƩƪƗ ƥƜƤ ƬƭƵưƩƫ ƭƢƫ ƠƚƧƜƤ ƧƜ ÙƜƪƜƥƩƦƩƮƣƙƬƠƤ ƭƤƫ ƭƪƘưƩƮƬƠƫ ƠƨƠƦƚƨƠƤƫ ƥƜƤ ƭƤƫ ÕƠƦ-
ƦƩƧƭƤƥƘƫ ƭƗƬƠƤƫ ƬƭƩ ƦƤƜƧƠÕÙƵƪƤƩ ÕƠ ƤƟƤƜƚƭƠƪƢ ƠƬƭƚƜƬƢ ƬƭƩ ƢƦƠƥƭƪƩƧƤƥƵ ƠÕÙƵƪƤƩ ƥƜƤ ƭƩ internet.   

10:55 ð 11:25   Coffee Break  

11:25 -11:55   ƉƤưƗƦƢƫ ƀƤƪƗƪƭƢ, ƑÙƩƥƤƧƢƭƙƫ ſƧƣƪƲÙƚƧƩƮ æƮƧƜÕƤƥƩƶ & ƏƮƞƞƪƜƯƘƜƫ  
«Internal customer service: Our employees as ambassadors»   

11:55 -12:25   ƇƜƣ. ƁƠƷƪƞƤƩƫ ƉÙƗƦƭƜƫ, ƐÕƙÕƜ ƉƗƪƥƠƭƤƧƞƥ & ƂÙƤƥƩƤƧƲƧƚƜƫ, ƌƤƥƩƧƩÕƤƥƵ  
ƍƜƧƠÙƤƬƭƙÕƤƩ ſƣƢƧƷƧ  
«ƌƤ ÕƠƞƗƦƠƫ ƜƦƦƜƞƘƫ ƬƭƢ ƬƮÕÙƠƪƤƯƩƪƗ ƭƲƧ ÙƠƦƜƭƷƧ ÙƩƮ ƙƦƣƜƧ ƞƤƜ ƧƜ ÕƠƚƧƩƮƧ: H ƧƘƜ ƠƦƦƢƧƤƥƙ ÙƪƜƞ-
ÕƜƭƤƥƵƭƢƭƜ, ƩƤ ƟƤƠƣƧƠƚƫ ƭƗƬƠƤƫ ƥƜƤ ƭƤ ÙƪƘÙƠƤ ƧƜ ƞƧƲƪƚơƩƮƧ ƬƭƠƦƘưƢ ƥƜƤ ƠÙƤưƠƤƪƙƬƠƤƫ»  

12:25 -13:05   
Keynote Speaker 

Peter Economides, Brand Strategist - President, Felix BNI  
«Tradition meets innovation in Greece»   

13:05 -14:05   Lunch Break  

14:05 ð 15:00  
International Speaker  

Polle de Maagt , Senior Social Media Strategist & Consultant,  
«We need to rethink customer service»  

15:00 -15:30   ƆƬƤƟƷƪƜ ƇƜƪƜƟƢÕƢƭƪƚƩƮ, Business & Mind Trainer, Reframe  
«From Customer Care to Customer Dare!»   

15:30 -15:45   Coffee Break  

15:45 -16:25   ƌÕƗƟƜ D.U.C.K.S. (Dialogue & Understanding Communication with Knowledge & Solutions):  
ƍƩƦƮưƪƵƧƢƫ ƇƩƥƥƤƧƚƟƢƫ, æƙÕƢƭƪƜ ƁƜƝƪƤƙƦ, ƁƤƷƪƞƩƫ ƐƬƤƭƬƤƪƚƞƥƩƫ  
«ƇƜƤƧƩƭƵÕƠƫ ÙƪƜƥƭƤƥƘƫ ƞƤƜ ƠƮưƜƪƤƬƭƢÕƘƧƩƮƫ ƂƬƲƭƠƪƤƥƩƶƫ ƥƜƤ ƂƨƲƭƠƪƤƥƩƶƫ ÙƠƦƗƭƠƫ: ƂƯƜƪÕƵ-
ơƩƧƭƜƫ ƭƤƫ ƭƠưƧƤƥƘƫ ƭƲƧ ƠƧƜƦƦƜƥƭƤƥƷƧ ƭƪƵÙƲƧ ƠÙƚƦƮƬƢƫ ƟƤƜƯƩƪƷƧ ƬƭƢƧ ƠÙƤưƠƚƪƢƬƢ»  

16:25 -16:55   Live «UX Experts» Website Analysis  
Customer Service Goes Online!  
ƂƤƟƤƥƩƚ ƬƠ ƣƘÕƜƭƜ User Interface ƥƜƤ User Experience ƜÙƵ ƭƢƧ ƠƦƦƢƧƤƥƙ ƜƞƩƪƗ «ƜƨƤƩƦƩƞƩƶƧ» ơƲ-
ƧƭƜƧƗ ƠÙƚ ƬƥƢƧƙƫ ƢƦƠƥƭƪƩƧƤƥƗ ƥƜƭƜƬƭƙÕƜƭƜ ÙƩƮ ƠÙƤƦƘƞƠƤ ƭƩ ƥƩƤƧƵ ƭƩƮ ƬƮƧƠƟƪƚƩƮ, ƵƬƩƧ ƜƯƩƪƗ 
ƬƭƢƧ ƠÕÙƠƤƪƚƜ ưƪƙƬƭƢ ÙƩƮ ÙƪƩƬƯƘƪƩƮƧ:  
ƏƮÕÕƠƭƘưƩƮƧ: 
ƏƭƘƦƤƩƫ ƄƦƤƗƥƢƫ, ƁƠƧƤƥƵƫ æƤƠƮƣƮƧƭƙƫ, Sleed 
ƁƤƗƧƧƢƫ ƇƜƪƗÕÙƠƦƜƫ, ƆƟƪƮƭƙƫ, Net Studio 
ƁƤƷƪƞƩƫ ƓƜƪƜƦƜÕÙƗƥƢƫ, New Business Director, ForestView 
ƏƮƧƭƩƧƚơƠƤ: ƒƷƭƢƫ ſƧƭƲƧƵÙƩƮƦƩƫ, eCommerce Director, MyShoe.gr  

16:55 -17:15   
Closing Keynote 

æƪ. ƁƤƗƧƧƢƫ ƇƜƦƩƞƠƪƗƥƢƫ, æƤƠƮƣƶƧƲƧ ƏƶÕƝƩƮƦƩƫ, JMK Ltd 
ƏƶƧƩƱƢ ƭƲƧ ƬƢÕƜƧƭƤƥƵƭƠƪƲƧ ƬƮÕÙƠƪƜƬÕƗƭƲƧ ƜÙƵ ƭƤƫ ƩÕƤƦƚƠƫ ƭƩƮ ƬƮƧƠƟƪƚƩƮ.  
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Frank Thibaut , ƍƪƵƠƟƪƩƫ æ.Ə. ƂƆƂƍ 

ƥƜƤ æƤƠƮƣƮƧƭƙƫ æƤƩƟƚƲƧ, ƂÕÙƩƪƤƥƙƫ 

æƤƜưƠƚƪƤƬƢƫ ƥƜƤ ƐƢƦƠƯƲƧƤƥƙƫ ƂƨƮÙƢ-

ƪƘƭƢƬƢƫ ƍƠƦƜƭƷƧ, ſƭƭƤƥƘƫ æƤƜƟƪƩÕƘƫ 

ſ.Ƃ.  

æƢÕƙƭƪƢƫ ƁƠƲƪƞƵÙƩƮƦƩƫ, ƁƠƧƤƥƵƫ 

ƁƪƜÕÕƜƭƘƜƫ æ.Ə. ƂƆƂƍ ƥƜƤ Managing 

Partner, Rethink Business Lab   

ƇƜƣ. ƁƤƷƪƞƩƫ ƍƜƧƢƞƮƪƗƥƢƫ, ƐÕƙÕƜ ƌƪƞƗ-
ƧƲƬƢƫ ƥƜƤ æƤƩƚƥƢƬƢƫ ƭƲƧ ƂÙƤưƠƤƪƙƬƠƲƧ, 
ƌƤƥƩƧƩÕƤƥƵ ƍƜƧƠÙƤƬƭƙÕƤƩ ſƣƢƧƷƧ ƥƜƤ 
ſƧƭƤÙƪƵƠƟƪƩƫ æ.Ə. ƂƆƂƍ  

ƉƗƥƢƫ ƅƠƩƟƷƪƩƮ, Managing Dire-
ctor, GfK Hellas  

ƉƤưƗƦƢƫ ƀƤƪƗƪƟƢ, ƑÙƩƥƤƧƢƭƙƫ ſƧ-
ƣƪƲÙƚƧƩƮ æƮƧƜÕƤƥƩƶ & ƏƮƞƞƪƜƯƘƜƫ 

ƇƜƣ. ƁƠƷƪƞƤƩƫ ƉÙƗƦƭƜƫ, ƐÕƙÕƜ ƉƗƪƥƠƭƤƧƞƥ 
& ƂÙƤƥƩƤƧƲƧƚƜƫ, ƌƤƥƩƧƩÕƤƥƵ ƍƜƧƠÙƤƬƭƙÕƤƩ 
ſƣƢƧƷƧ  

ƆƬƤƟƷƪƜ ƇƜƪƜƟƢÕƢƭƪƚƩƮ, Business & Mind 
Trainer, Reframe 

Peter Economides ,  Brand Strategist 
- President, Felix BNI 

Polle de Maagt , Senior Social Media 
Strategist & Consultant  

æƪ. ƁƤƗƧƧƢƫ ƇƜƦƩƞƠƪƗƥƢƫ, æƤƠƮƣƶƧƲƧ ƏƶÕ-
ƝƩƮƦƩƫ, JMK Ltd 

Live «UX Experts» Website Analysis  
ƏƭƘƦƤƩƫ ƄƦƤƗƥƢƫ, ƁƠƧƤƥƵƫ æƤƠƮƣƮƧƭƙƫ, Sleed 
ƁƤƗƧƧƢƫ ƇƜƪƗÕÙƠƦƜƫ, ƆƟƪƮƭƙƫ, Net Studio  
ƁƤƷƪƞƩƫ ƓƜƪƜƦƜÕÙƗƥƢƫ, New Business 
Director, ForestView  
ƏƮƧƭƩƧƤƬƭƙƫ: ƒƷƭƢƫ ſƧƭƲƧƵÙƩƮƦƩƫ, eCom-
merce Director, MyShoe.gr  

ƌÕƗƟƜ D.U.C.K.S.  

(Dialogue & Understanding Communication 

with Knowledge & Solutions) 

ƍƩƦƮưƪƵƧƢƫ ƇƩƥƥƤƧƚƟƢƫ, æƙÕƢƭƪƜ ƁƜƝƪƤƙƦ, 

ƁƤƷƪƞƩƫ ƐƬƤƭƬƤƪƚƞƥƩƫ 


