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AvTiKEIHEVO TOV HOOMUOTOC EIvaL 1 AVOAVTIKY TAPOLGIOGT TOV HEBId®Y EpEvVoC
Kol XOpTOypaeNoNng NG «eUmelpiog meAdT», e TN YPNON TOCOTIKMV KOl TOLOTIKMV
avaAboe®v Kot ALV pebodoroyikmv epyoieimv, omwg ta Ta&idw ITehdtn (Customer
Journeys), pe okomd TV Katavonon TV TPOsIOKIOV TOL TEAATN OALL KOl TOV TPOTMV
aAAnioemidopacng Tov pe v emyeipnon/opyaviopd.  Iopovoidlovtar  tpomot
TPOTEPALOTOINGONG, EMAOYNG, YapTOYPAPNOoNG Kot Topovsiaong tov Customer Journeys
KaOdg Kol TPOMOL GLAAOYNG KOU OVAALGONG TOGOTIKMOV KOl TOLOTIKMOV OESOUEVMV,
amopoiTNTOV Yoo TNV opOn amotHmmon Kot oxedlacHd TOvG. Xe cuvéyela Tov Customer
Journeys, kot pe yvopova v npocyyton tov Design Thinking, erniong mapovoialoviat
TPOTOL Y10 TNV OVATTLEN CLYKEKPIUEVOV GYediV PeATimong g «eumelpiog TeAdTN» Kot
GUVOEGNG TOVG LLE TO OPOLLOL, TO. OIKOVOULKE OTOTEAEGLLATO, KOL TOVG YEVIKOTEPOLG GTOYOVG
NG EMLYEIPNONC/OPYOVIGLLOV.

H dwoaktikn mpocéyyion, mépa omd NV Topovcioor GYETIKOV Oempntikod
vroPadpov, Ba TepthapPavetl kuping Tolhéc Propatikég aoknoelg kot Workshops.
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Tniépwva: 210-8203233

e-mail: gsiomkos@aueb.gr

LinkedIn: George J. Siomkos

Twitter: @Siomkos

V. Yroypewoeic — Aoun MabOnuaroc & Baluoloyio: 2'\‘

Yvupetoyn & In-class exercises 10%

['pant E&€taon 30%

Mini-Projects (2 atopukd @ 10%) 20% [Br. A+B oto [Mapaptmuo Al
Opadwn Epyacio 40% [BA. T oto Hapaptnpa A]
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a/a | Hpepopnvio, | Aibovsa Oépata

1 609 | (o) Ewoaywyn kot Atowntikég Aentopépeteg tov Mabnpartog

(B) PART I: SERVICE-DOMINANT LOGIC& SERVICE DESIGN
-Service Design Logic (SDL)

-Service Design (differences UX, CX etc)

(y) PART II: DESIGN THINKING

(8) PART 111: IDENTIFYING THE EXPERIENCE

-3.1 Personas

2 609 | PART III: IDENTIFYING THE EXPERIENCE (cont’d):
-3.2 Storytelling/ Storymapping

-3.3 Customer Journey

-3.4 Voice-of-Business

3 609 | PART IV: DESIGNING THE EXPERIENCE
PART V: DELIVERING THE EXPERIENCE
4 Corporate Visit: KPMG

-11:30-12:00 Welcome

-12:00-12:30 KPMG Presentation
-12:30-13:30 Overview!/ Intro to CX (Part 1)
-13:30-14:00 Lunch Break

-14:00-15:00 Overview!/ Intro to CX (Part 2)

5 101 | Workshop — Day 1:

-Journey Prioritization

-Segmentation to Personas

-Empathy Mapping (Persona Deep-Diving)

6 101 | Workshop — Day 2:

-Journey ldentification & Mapping (current state)
-Evaluation of current state journey (pain points, gain points,
moments of truth, channels, etc)

7 101 | Workshop — Day 3:

-Journey Transformation (recommendations, prioritization of
recommendations)

-Agile scrum (prototyping and piloting)

-CX Governance

-CX Metrics

EZETAXEIX




