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Baoikol otoyol

Eviaioc aplBuocg e€urnpetnong

Apegon, EyKupn Kat QLALKNA €uTTNPETNON

> uotnua ticketing — lNpoocwtommolnuevn mAnpowopnon
24wpn Asttoupyia yia 7 yepeg tnv €Bdouada

Awpeav, YwpIC Kaula xpewon

EAdxlotog Xpovog avapoving
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Ouada’Epyou kat EpmmAekopevol Popeic
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KOINQNIKHZX TOMA ENIOEQPHXIHI EPIFAZIAY
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»  EAAHNIKH AHMOKPATIA
YTtroupyeio Epyaaiag e‘Em KA
/ﬁ . KGI KOvaVIKd)V Ynoeéoswv HAEKTPONIKOZ EONIKOXZ OOPEAY KOINQONIKHEZ AZOAAIZHE

Yuvtoviopog Kat Aoiknon’Epyou - Ataxelpiotikil Ymootnpién YrroSopuég

Deloitte. choose /

— STRATEGIC COMMUNICATIONS PARTNER e

Oupadeg Ymootnpi&éng 1ou & 2ou emmédou

AvaAuon Powv, Aladikacwwyv kat GDPR

PRISRITY

? Teleperformance

each interaction matters

S Kanaresearch



Mua ypappn,
via va Bpickelg akpn

1909

990 epyalopevol yla TNV eEUTTNPETNON TWV TTOALTWYV
[320 Twv avadoywv]

7 o epyalopevol yia tnv optlOvTia UTTooTnPLEN Tou £pyou
epyalopevol Twv call centers otnv umodoxn KANCewvV
(1o emimmedo - front office)
epyalouevol TTou uttodEyovtal ocuvBeta attiuata amod to 1o emimedo -
Kataxwpnon altnuAtwy Kal €MmKolvwyvia pe Toug ToAiteg (20 emimedo — back office)

e&eldlkeupevol UTTAAANAOL Tou YTTOUpYEIOU KAl TWV ETTOTTTEUOPEVWY POPEWYV TTou emme€epyalovTal
ouvOeta altiuata, mou dgv Pmopouv va uttootnplxBouv oto 2o emimedo (3o emimedo — back office)
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H e€ummnpétnon NMPIN kat META to 1555

MPIN META

- XIALladeg avamavinteg KANCELS - - E€uttnpétnon 8.000 KANCEwV NUEPNCILWS
E€urtnp&€tnon povo 1.500 kKAnocewv

- M€oog xpovog avapovng 15 Aemrta - M€oog xpovog avapovng 15 deutepoAemnta

- 7 duaommapta tNAE@WVIKA KEVTPA -Eviaioc tnAe@wvikoc aptOuog
Kal 0ekadeg tnAswvikoi aptOpol

Tou uttoupyeiou Epyaciag kat

TWV ETTOTITEUOUEVWYV (POPEWYV
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H e€umrnpétnon NMPIN kat META to 1555

[MPIN META

- Meploplopevo wpaplo Asettoupyiag, - Aetrtoupyia 24 wpeg yia 7 nHEPEG
MOVO TIC NUEPES Asttoupyiag tnv edouada
TWV ONUOCLWV UTTNPECLWYV

- lNowkiAeg xpewoelg avaioya - Xwpig XpEwon yia Toug TToAITEG
uE To TNA. KEvTpo mou KaAouoe o TToAITNG

- MoAU TrepLoplopévng KAIHAKAG -AvaAuTtiki Ka'tavpacpr'] TWV sewtnpdtwv
Kataypaen Twv EPWTNHATWY TWV TTOALTWY kal mapakoAoudnon tng mopeiag
£EUTTNPETNONC TOUG
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- % YTroupyeio Epyaciag
" kKai Koivwvikwy YTTo0éoewyv

1555 Ticketing kat CRM mrpocopa oto £pyo

> UOTNUA KATAXWENONS KAl OlaxeiplonNg altnuAatwy

AlacUvdeon OAwV Twv EMITEOWYV €EUTTNPETNONG - PO TNG TTANPOWOopPIag o OAa ta erimeda

Kataypapn Kat avaAucon OTOoLXEIWV OXETIKA JE TNV PUCN TWV AITNUATWY, TOV XPOVO Kal
TNV dladlkaoia eCUTTNPETNONG TOUQ

Anpoupyia KaApTEAAG TTOAITN HE TA ATHHATA TOU

Auvatotnta mapakoAouOnong Twv Xpovwy mapauovig kabe artuatog e€unnpétnong os KAOe emimedo
AmootoAn ewdomomoewv Otav UTTAPXEL OTACLUOTNTA OTNV TTPOO0OO0 ETTIAUCNG TWV ALTNHATWY

Evioxuon tng Aoyodooiag kat tng utreuBuvotntag otnv €mAUCN TWV AlTNPATWY

Kataypagr artnpdatwy ameuBeiac amo 1555.gov.gr & diacuvdeon ue support.gov.gr

AUENonN TNG TTAPAYWYLKOTNTACS KAl ETTITAXUVON TOU XPOVOU ETTIAUCNG TWV ALTNHATWY
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Aetwtoupyia 1555: AvaAduon KAnocswv - Xpovikn €€€ALEn

ArtoteAgopata replodou 29/07 €we 04/11
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Aettoupyia 1555 yia 6Aouc toug POPEIX/Ymnpeoieg
[leplodoc 29/07 cwc 04/11

dopéac/Ymnpeoia 2UVvoAIkEG KAoelwg  Amavinpéveg  Mn Amavinpéveg % lMoocooto Amavinpevwv Xpoévog Avapoviis  Xpdévog Opthiag
EOKA 272.810 260.072 12.738 95,3% 00m 47s 05m 37s
OMEKA 58.033 56.056 1977 96,6% 00m 39s 02m 35s
OAEA 64.993 64.538 455 99.3% 00m 125 04m 29s
Kowvwvikng AAAnAeyyun 463 448 15 96,8°/o 00m 25s 02m 34s
loétnra Twv GUAwY 162 147 D1 87,0% 00m 275 01m 54s
YENE 819 801 18 97,8% 00m 10s 06m 325
Epyactakd Oépata (EPFANH) 2.415 2.384 31 98.,7% 00m T1s 04m 08s
Bia Katd twv Nuvaikwv (15900) 80 - - -

TYNOAIKA 399.775 384.440 15.255 96,2% 00m 40s 04m 58s

(00Om 15s ZemtépufBplog -

NoépBprog)
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10 Emrimredo (front office) 20 & 30 Emiredo (back office)

Aeltoupyia 1555

384.440 p§84,4%

ATTAVTNMEVEG TWV ALTNHATWY

12.8% 2.8%

EMAUMEVQ atrtnuata

KANCELG emMAUONKav atrtnpata TPOC €mmiAucn

aueoa
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Aewtoupyia 1555
Xoovoc Alekmepaiwong Altnudatwy oto 20 Kal 30 Emirmedo ‘eECDKA

Auon os: ApiBpocg %
24 wpeg 8027 14.38%
1- 3 nUEPES 15370 27.53%
4 - 7 nuéPES 9285  16.63%
7 - 15 nuepeg 7648  13.70%
15+ nuépPEC 5870  10.51%

NMpog emiAuon ' '
20 emimedo 5237 9.38%
3o emimedo 4399 7.88%
ZUvolo - 55836  100%
Meooc Ypovoc dlektrepaiwonc (29/07 - 4/1) 1,26 NUEPEC

Méoocg xpovog Siekmepaiwong (21/10 - 4/11) 2,64 nHEPES
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Aewtoupyia 1555

Meooc Xpovocg Ecuttnpetnong ava katnyopia ‘eECDKA

Aupéva oto Back Office uvtadelg Acwalion & Ewopopéeg NMapoyxég kau Yyeia t. ETEAEN
Auon os: 2YNOAO %% ZYNOANO % ZYNOANO % 2YNONO % 2YNONO %
24 wpeg 2927 12.94% 135 7.27% 2735  17.41% 1773 11.68% 394 11.68%
1- 3 NUEPES 5646 24.95% 378  20.37% 5074  32.30% 3093  25.63% 1040  25.63%
4 - 7 NUEPES 3752 16.58% 229  12.34% 2866  18.24% 1441 21.39% 873 21.39%
7 - 15 nuEPES 3887 17.18% 255  13.74% 1952  12.43% 712 16.88% 640  16.88%
15+ nuEPES 2129 9.41% 603  32.49% 1741 11.08% 712 13.68% 512 13.68%
[Mpog emiAuon 4285 18.94% 256 13.79% 1341 8.54% 845 10.74% 20717 10.74%
Total BO Tickets 22626 1856 15709 8576 5530

MEcog Xpovog /1 NueEpPEQ 12,80 nuepeg 6,/7 NUEPEC 6,22 NUEPEC 7,80 nuUEPES
emmiAuonc Ticket (704 nuépec) (13 nuépeg) (6,82 NuéPEC) (581 nuEPES) (790 nuépsc)

Meoocg ypovoc emmiAuong

3,35 nue 2,75 nuepe 2,01 nué 2,58 nuéps 2 871 Nué
Ticket 21/10 - 4/11 NHEPES NUeEPEQ NUEPEQ NUEPES NUEQEC

*Ta TIc Baoikeg katnyopieg Bepdtwyv EOKA
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Baowka ammoteAéocpata tou Epyou
otnVv MAOTIKN AELToupyia Tou

g 8 Evomroinon e§umnpétnong oAwv tTwv ﬁ o . . .
8 poptwv / Sopwyv tou Ymoupyeiou Epyaciag 96' 2 /0 MOGOOTO SUTNPETNONG KANGEWY
%z 399.775 ELCEPYXOMEVEG KANOELS X Mécog xpdvog avapoviig— ~15 deutepoAemta
(M.6. 5.575/npépa) (a6 ZemrtepPprlo £wg NoguBpio)

P
% 384.440 ATTAVTINHEVEG KANOELG Méon Sidpkela KARoNG> ~5 Aemrta

(p.6. 5.518/nuépa)

Aebdopgva 04/11/2021
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YTroupyeio Epyaciag

>z  Kal Koivwvikwy YTToBéoswv

Emmopeva Bnuata

1o¢ Zro)0¢:
KaAutepn Siaxeipion artnuatwy

(Meiwon xpovou emiAucnG-0YKOU EKKPEHWY ALTAHATWYV)

: 20¢ ZT0Y0g¢:

BeAtiwon uninpeowwv péow drapkouc ekmaideuong

TTPOCWITIKOU OE TEXVLKO KAl EMLYELPNOLAKO EmiTedo

: 30¢ Zto)o¢:

Anuoupyia vVEwV Yn@lakwyv e@apuoywyv
e€untnpétnong (web/mobile)
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40¢ ZT0)0¢:
Awapknc a§loAdynon umrnpeociwy

HECW EPEUVWV LKAVOTTOINGONG TWV TTOALTWV®

50¢ Ztoyoq:
2ulBoAn otn BeAtiwon

Twv dtadikaociwv Kat Asttoupylwv tTwv Popéwv
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