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Evotnta 4: Ikavomoinon KatavoAwtn

Oecobwpidnc Mpokonng
2xoAn Opyavwonc kat Atoltknong Emxelpnoswv

Tunuo Atotknong Emuyelpnoswyv AypoTtikwy
Mpoiovtwv & Tpodiuwv (A.E.A.M.T.)



2Komoi 4" evotntoc

2 KOTTOC TNC EVOTNTOC ELVOLL VAL KATAWVONOEL O
aVayvVwoTNG TNC EVvola TNE LKAVOTToLNoNnG Tou
rnieAatn. Mapouvaotalovtal Ta KUPLOTEPD
LovteAa LkavoTtoinong kabwc Ko Ta
ouvnBeotepa PoANMOTO IOV TIPOKUTTTOUV
KOlL OL TPOTTOL AVTLETWTTLONC TOUC

4" ALaAegn



Meplexopeva 4 evotntog
Ikavomoinon katavaAwtn (Consumer satisfaction)
EvOouoiaopocg mehatn (Customer delight)

Qswpia pun emBepaiwonc/ dwtadpsvonc twv
NPOcdoKLWV

Mpoodokiec kat Lkavomoinon meAotwy
2uvnOeotepa npofARuaTa

A€IKTEC LKAVvOoTTOoinoNC MEAQTWVY

Napamnova kot evaAAaKTLKoL TpomoL aviidpaonc
Mapayovteg EMNPEACHOU TOU TPOMOU avTidpaonc

Aoyol mpoBAnUaTiopHoU Hn EKPpaong maporovwy
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Ikavomtoinon KaTovaAwTi)
(Consumer satisfaction)

H kawvortolnon Tou KatavaAwtn armoTteAEL pLa
QIO TNC ONMOVTLKOTEPEC EVVOLEC TNC
ETILOTNNG TOU MOPKETLVYK.

AmoteAel Baolkn tpoUOOeon MPOKELUEVOU
LLLOL ETILXELPNON VO QLUENOEL:

Tn dtatripnon twv neAatwv (customer
retention)

Tnv mototnta toug (customer loyalty)
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EvOouoiaopog meAatn (Customer
delight)

* H BetIkn ocuvoloOnNUOTLK KATAOTOON TOU
NEAQTN N omola TPOKUTITEL OTAV N
MPAYLLATIKOTNTA UTIEPPALVEL TIC TTPOOOOKLEC
TOU yLla EVOL TTPOLOV OE €VOV N OVOLEVOUEVO
BaOuo mou va tou npokalet ekmAnén (Rust &
Oliver, 2000).

* B evBouolaopog tou tedatn cuvoualel
eéalpeTika uPNAN Lkavomolnon HeE pa BeTkN
oUVOLLOONUOTLIKA OVTOTTOKPLON TL.X. XOpQ
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Oewpia pn emPepaiwonc/
drayevonc twv tpoodokLwv

O BaBuoc tkavomoinonc StapopPwVETAL PE
Baon tTn yvwolakn cUYKPLon aVAUEDOL:

- 2Ttnv avtlhapBavopevn (mpaypatikn)
arnodoon evoc POLOVTOC Kol

- Tic mpoodokiec amodoonC Tou £LXE 0 TTEAATNC
TPLV TNV Ayopa TOU TIPOLOVTOC
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MPpoGOOKLEC KOl LKOVOTTOLNON)
EAATWV

Mpoodokiec
anodoonc |[kavoroinon
MPOLOVTOC \ /
Z0yKpLon
’I'Ipayuau'lf n / \ Mn wkavormoinon
arnodoon mMpPoiovtoq

. MrtaAtag kot M. NanaotaBomnovAou (2013), ogl. 224 © Ekdooelg Rossili 2013 — Zuumnepidpopd Katavalwtn
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2uvnOeotepa pofARpOTO

XapnAn rmolotnta npoiovtog

RN LKAVOTIOLNTLKN EMLOKEUN TIPOLOVTOC

MeyaAn avopovn yio tnv mapaAafni Tou mpoiovtog
AuokoAiec otnv mapaAafn Tou mPoioviog
Flopadoon AavBaopEvou mpoioviog

KaAaopEvo npoiov

Apvnon Tou KOTAOTALOTOC VO OVTIKOTOOTAOEL Eval
XOAOLOLEVO TTPOLOV

RN avtamokpLon KATAOKEVOLOTH — KATALO T LOTOC
OTOUC OPOUC TNC EyyUNONC
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AELKTECG LKOVOTTOLNONC TTEAOTWV

PlounOLKOC OELKTNC LKAVOTIOLNONC
ApepLkavikog SelKTNC Lkavomoinong
[epUOVIKOC OELKTNC LKAVOTIOLNoNG

Eupwmaikoc O€LKTNC LkavoTmolnong
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20UNOLKOC HELKTNC LKAVOTIOLNONG

Ewkova

v

Mpoodokieg tou
KATAVOAWTH AvtilapBavopevn
T ala
AvtidapBavopevn A v VY v
noLotnTa T Aeiktng
«Epyaotnplakn»: Lkavoroinong

XOPOKTNPLOTLKA TOU KOTOLVOAWTH)
MPOLOVTOC A v v

AvtilapBavopevn Mototnta
noLotnTa KOTOVOAWTA
«MeyeBuvon»:
XOPOKTNPLOTLKA TNG 1‘
uTtnpeoiog

. MniéAtag kat M. NamaotaBonovAou (2013), oel. 226 © EkdooeLg Rossili 2013 — Jupunepidopa Katavalwtn
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ALEPLKAVLIKOC SELKTNC LKAVOTtoLlnoNC

Avtilappavopevn
moLoTnTa

Ikavomoinon tou
KATAVOAWTH
(Yevikog Seiktng
Lkavormoinong)

AvtihapBavopevn
afla

MNpoodokieg Twv MNapamnova Twv
KQTAVOAWTWV KQTAVOAWTWV

I. MmnaAtag kat M. NanactabomnovAou (2013), oel. 229 © EkS60elg Rossili 2013 — Zuumnepldopd Katavaiwtn
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[EPUOVLIKOC SELKTNC LKAVOTTOLNONC

HOLOTI’]TOIL OkoTNTL
TIOPAYWYNG \
MpayuaTko —
Afomiotia mpoiov/ E_‘.J,KO)‘LOL eupeong
umnpeoia npoiovtocg/ umnpeaoiag
YTOKELUEVLKN
Arabuwaola avthapBavopevn Awadikaoia Ikavoroinon
gflowong S nowotnta aloAoyn or]q) KotavoAwtn
Mpoodokieg Yd)lGTOLuf—VF-Q
EUTIELPLEG
Mpoodokwu
gvo mpoiov/
umnpeoia
15aviKEG YTIOOXEOELG TNG
avtANPELg Sladruong

. MrtaAtag ko M. NamaotaBomovAou (2013), oel. 232 © Ekddoelg Rossili 2013 — Juunepidopd Katavalwtn
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MovtéAo deiktn tkavomtoinong
KOTOLVOLAWTH artO0 NAEKTPOVLKEC OYOPEC

Eumiotoouvn

Agiktng
LKavomoinong tou
KATAVOAWTH

AvtihapBavopevn
afla

MNowotnta
NAEKTPOVLKWV
umnpeowwv (e-SQ)

MNapamnova Twv
KOTOLVOAWTWV

. MntaAtag kot N. MNamnaotaBonovAou (2013), ogA. 235 © EkdooeLg Rossili 2013 — Zupnepidpopd KatavaAwtn
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MNapamnova Kot EVAAAAKTLKOL
TpOToL aviidpaonc

2uvnOwc oL SuoapeoTnUEVOL TTEAATEC TELVOUV VOl

NV avtildpouv otav AVILMETWTIL(OUV Eval

npoBAnua

Aev avtidpa

Anodeuyel
VoL OlYOPALOEL
gava to
TLPOLOV amno
TO Kataotnua

Kavel
OLPVNTLKA
oXOALa oTO
$Ako Tou
neptBaiiov

Kavel
nopanova
(o ()
KOTAo TN 1
TWV
nopoywyo

Kavel
KortalyyeAia o€
Tpitouc dopeig

(m.x. evwoelg
KOTOVAAWTWV)

. MntaAtag kat M. NanactaBomnouAou (2013), oel. 237 © Ekdooelg Rossili 2013 — Zuunepidpopd Katavowth
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MapAyovIEC EMNPENCHOU TOU
TPOTIOU avtidpaonc
H ONUOVTLKOTNTO TOU TIPOLOVTOC
H ribavotnta va tkowvorolnBel To mapamnovo

H €vtaon Tou mopanovou

H utapén Stadikaoiog kataypadnc
TP ATIOVWV

Ta T(POOWTILKA XOLPOLKTNPLOTLKA TOU
KOTaVaAWTN
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Aoyol tpoBAnNUATIOHOU N
EKPppaong maponovwy

e Aev €xouv npocoPacn o€ onUAVTIKEC MTANnpodopleC TTov
elval mBoavov va BeAtiwoouy tnv amodoon Kol vo
arnotpEPouv apopoLa tpofANpATA OTO AUECO
HEAAOV

e Edavouv tnv sukatpia va Stopbwoouv to PpoBAnua Kot
va emovadEPOUV TNV LKAVOTIOLNON O amodEKTA
entimeda

* Mmopel va mAnyel N pRun TnG emxeipnonc e€outiog
Tou apvntikoU word-of-mouth anwAsila Suvnikwy,
aAAQ Kol UPLOTAUEVWY TIEAATWV

4" ALaAegn
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TéAocg Evotntoc 4



Xpnuatodotnon

To apov ekmaldeuTLKO UALKO €XeL avamtuxBel oto mAaiclo tou
ekmaldeuTtikol £pyou tou dLbaokovta.

To £pyo «Avoikta Akadnpaika Madniuata oto MNaveniotipio Natpwvy

EXEL Xpnuatodotioel povo tTnv avadlapopdwaon Tou EKTOLOEUTIKOU
UALKOU.

To €pyo vAomoleital oto mAaiolo tou Emxelpnolakol Mpoypdppatog
«Eknaidsvon kat Ala Biou Mabnon» kat cuyxpnpatodoteital ano tnv

Evpwmnaikn Evwon (Evpwmaiko Kowvwvikod Tapeio) ko oo eBvikoug
TTOPOUC.

EZMNA

222798 18 11 oviendy

',', ((

YNOYPTEID HIUA[I \L KAl BPHIKEYMATON

Evpwnaiki Evwon &/ |A AIAXEIPILH]
[ 0o Kovuveo Ti
— e Me ) ouyypnuarodérnon e EAAMaSag xan tng Evpwnaixic Evwong
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2nueiwpa lotopikov Ekéocswv Epyou

To tapov €pyo amoteAel tnv €kdoon 1.0.

‘Exouv tponynOel oL katwOL ekbOOELC:
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Znueiwpa Avodopac

Copyright MNavenotAuwo Matpwyv, Mpokomiog Oeodwpidng. «Zuunepidopd
KatavaAwtn. [kavomoinon katavaAwti». Ekdoon: 1.0. Matpa 2015.
AlaBgotpo ano tn diktvakn dtevBuvon:

https://eclass.upatras.gr/modules/document/document.php?course=DEAPT1
08.

4" ALaAegn
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Znpeiwpa Adetodotnonc

To apov LALKO StatiBetal pe toug 0poug tng adelac xpnong Creative Commons
Avadopd, Mn Eumnopikn Xprion Napopota Atavoun 4.0 [1] i} petayeveotepn, Alebvng
‘Exkboon. E&atpolvtal ta autoTeAn £pya Tpitwy m.X. pwtoypadiec, Staypappata
K.A.TT., TOL OTIOLOL EUTIEPLEXOVTOL OE QLUTO Kall Ta oTtoia avadEpovtal pall e Toug
OpPOUC XPAONC Toug oTo «2nUeilwpa Xpriong Epywv Tpitwv».

(©0e)

[1] http://creativecommons.org/licenses/by-nc-sa/4.0/

Q¢ Mn Epmnopkn opiletal n xprion:
e 10U Sev mep\aBAVEL AUECO 1) EUIECO OLKOVOULKO OPEAOG ATTO TNV XPrON TOU £PYOU, yLd
1o Slavopéa tou €pyou Kal adelodoyo

* 10U Sev mephapBavel olkovoulkn cuvaAayrn wg tpolnoBeon yla tn xpron A mpooBacn
oTO £pYO

* 1ou dev npooTopilel oto SLavopEa Tou €pyou Kol adEL0SOX0 EUECO OLKOVOULKO OPEAOC
(rt.x. Stapnuioelg) amod tnv npoPfolr Tou €pyou o SLASLKTUAKO TOTIO

O Swaouxo¢ pmopel va rapexeL otov adelodoyo Eexwplotr adeLa va XpnoLLOTIOLEL TO £pYO yLa
gEUIOPLKA Xpron, epooov auto tou {ntnOeL.
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[1] http:/creativecommons.org/licenses/by-nc-sa/4.0/

