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Ta dedopéva Kal ol TTPOKANCEIC CHMEPO

® O1 OUOKOAIEG gival JTTPOCTA PAG

® [1poodiopilovTal O€ TPEIG KATNYOPIEG:
® Oikovouikr) Kpion Kai n guxoAoyikr TnG €TTidpaon
® ‘Eviovoc¢ Avtaywviouog - H duvardétnrta piag MUE va exwpioel y€oa oT1O TTPOIOVTIKO Kal
O1a@NUIOTIKO cuvovBUAcuua (clutter), @avtalel avEQIKTN

® O1 oUOIOO0TIKEG DIOPOPEC KOI TA OUCIAOTIKA TTAEOVEKTIUATA TTPOIOVTWY XAvovTal —

® «O00 KaAG kai av gival Eva TTpoIoV 1) JId UTTHPETIa onuepa, auplo Ba cival amAa éva arro

TTOAAG Ouoia, Kal To auplo EpxeTal TTIo ypnyopa armro maAia» Don Peppers -Peppers & Rogers

80% of CEOs believe their firm
offers a superior product...

Group

@ ...8% of their

BAIN

customers agree
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To peyaAo {NTOUMEVO CHUEPO

® 2¢ KaIpoUG OIKOVOUIKNG Ueong, n agooiwon/mototnta (Loyalty) TreAatwy

--------------------------------------------------------------------

auelopnreiTal

% ¢\ f Grant Fairley

' Business Strategy :
‘ _ Consultant
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Narti n Eptraipia (Experience)

E IPSOS REPUTATION PYRAMID
Advocacy ZYZTAZH

st | EMAIZTOZYNH (W O.M )

Faverability = OETIKH [NIPOAIAGEZH

Familiarity E=0OIKEIQ>H

Awareness - ANATFNQPIZHMOTHTA

“Our work shows that there is a strong
correlation between an organisation's
reputation and its ability to
successfully market to consumers”
IPSOS 2008
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Narti n Zuotaon;

TO WHAT EXTENT DO ¥YOU TRUST THE FOLLOWING FORMS OF ADVERTISING?

E Recommendations from consumers TE'_!-"u

_ Mewspapers 63% 7

| Coraune s st o The most recommended |

|- Erani_‘_l 'Hl"EbeI'tﬂ'-S B0% & COMPANY
Television 56% . ‘el

e = product in it’s category grows
Radio 54%

 Brand sporsorships 2.5x category average

. Ema.il | signed up for 49‘}1:

. Ads before movies 38%

_ Search engine ads 34%

_ Dl_'llir_le ba_n_nerads 26'1_-‘.:
Text ads on mobile phones 18%

Sowrce: Mialzen Oniing Global Consumer Study Aprl 2007
Baze: Al Respondents

The Fastest Growing Marketing/Media
Trust in Spokespeople, United States (2003-2008)

I you heard informaion about & company o each o fese sources, how credibie would £ be? Segments
1009 Expected 5 year
B Compound Annual Growth Rate
8%
Word of Mouth 27%
Internet/Mobile 14%
Branded Entertainment 13%
Custom Publishing 11%
= Out of Home 10%
0% A person -rlatnaa'nme:'y Academic  DoctonHeaith care Non-Profil G0 Reguiar empioyes CED Biogger
ke yoursed analyst speciaist represeative  of a comgany of company

Source: Veronis Suhler Stevenson
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Nati n ZvoTaon;

® 93% TwvV KaTavoAwTwyv Bewpouv TNV cUCTACTN CAvV TNV TTI0 aIOTTIOTN TTNYN TTANPoPOPNOoNGS yia
éva TTpoiov ) pia utrnpecia (MnynR: NOP World — 43% 10 1977)
® 91% TwvV KaTavoAWTWY Bewpouv TBavo va dOKINACOUV £va TTPOIOV | JIa UTTNPECIA av TOUg
ouoTnOsi (INnyR: NOP World)
® 70% TO TWV KATAVOAWTWY TTOU ETTNPEACTNKE ATTO TNV 0UCTACH MIAG MAPKAG

® 37% TNV ayodpaoce, 24% Tnv £BaAe OTIC €TTIAOYEC TOU, 9% Tnv atropuye (MNnyn: Keller Fay)
® 74% Twv KATAVOAWTWY TTOU AKouoav apvnTIK ) ouoTach, €TTNEeAoTNKAV yia ayopdc AAANg
Mapkag (Mnyn: Millward Brown)
® 61% TO TTOOOOTO TWV KATAVOAWTWY TTOU dnAwvel 0TI ayopddel idla PApKa PE TOUuC PIAOUG TOU
(Mnyn: Edelman/Yankelovich — 33% T10 2003)
® 2% peiwon TG apvnTikAg ouctaong onuioupyei 1% auvtnon eicodnuatwy (MNny: London
School of Economics)
® AglotTolgi «dwpedv péoo TTpowdnonsg» (free media)

® EINAI METPHZIMH o
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2votaon & Net Promoter Score

® Ti cival n MeBodoAoyia Net Promoter;
® Eival otpaTtnyikr) avaTtrtu¢ng opyaviouwy PJECW EO0TIAONG OTOUG TTEAATEG
® [NpoUTTOBETE!:
@ Tpnon Apxeiou MNeAaTtwyv
@ EpeuvnTikA MNpooéyyion Tunuarotroinong MNeAartwv
@ 2uvexopevn MNMapakoAouBnon
® XPNOIYOTTOIEI OXETIKA MIKPO EPWTNMATOAOYIO UE TIC AKOAOUBEC QPXEG:

@ H 1" kai 1Mo KaBopIoTIKA epwTnon €ival N TpdBeon cuoTAONC

@ 2uvOualel KAEIOTEG KAl QVOIKTEG EPWTNOEIG

@ O1 epwTroeIg akoAouBouv dIaYOoPETIKN TTopeia avaldoywc atmraviioewy (Interactive)

Net Promoter is a registered trademark of Satmetrix 0 pUIse
Systems, Inc., Bain & Co and Fred Reichheld market rescare b
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NMNpdéBson ZuoTtaong & Net Promoter Score

® MeBodoAloyia Net Promoter: .
i ] KatavaAwTKn ZupTrepipopd

® O@ceiletal otov Fred Reichheld
® AT0 10 1977 nyeital TOU TUAPaTOG Loyalty Fevik I

Consulting Tng Bain & Co Ikavotroinan
| ® OcwpeiTal aTrd TOUG KOpU®aioug -
' ' 4 standards
ETTIXEIPNUOTIKOUC CUPBOUAOUC OTO KOO0 om .
® ATr6 10 1996 — 2001 peAETnOE TIG ATTAVTHOEIG O€ Kamyopia. |

gpeuva pe deiypa mépav Twv 20000 atopwy (14+ Mos8eom
0paoTnpIdTNTEG, 400 €TQIPEiES) KAl TIC OUVOEDE e |~ Emavayopdg -

i | ‘| TNV TTPAYMATIKN) AyOPACTIKI) CUMTTEPIPOPA TOUG

imbstais . @ To 2003 og  peAétn mépav  Twv 150,000 Agices -
FRED REICHHELD : . Migromra
avadeixbnke  kal  cuoxétion Tou  NPS e

OIKOVOUIKEG ETTIOOCEIC ETAIPEIWV.
® KatéAnce ot n «lMpdBeon Zuotaonc» eival o ZUoTaong

KUpIa nyn TTPORBAEYNGS MEAAOVTIKNG
KATAVOAWTIKNAG cUUTTEPIPOPAC (predictor)

Net Promoter is a registered trademark of Satmetrix
(&) Systems, Inc., Bain & Co and Fred Reichheld
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H Baoiki EpwTtnon Ttou Net Promoter

® 1" kal BaCIKOTEPN £PWTNON:

2& Ua KAiuaka 0-10 moéoco mlavo sival va OUCGTNOETE TV ... OE KATTOIO
YVWaOTO, QIA0 ) GUYYEVH. Omou 0 = E€aipeTika amiBavo kai 10 = EEaipeTika MBavo

— .
[ D6
p etractors Pa@ SIes P/‘ﬂl(ﬂt@/"é’

Net Promoter Score (%) = Promoters (%) - Detractors (%)

Net Promoter is a registered trademark of Satmetrix
Systems, Inc., Bain & Co and Fred Reichheld
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EpwTtnuatoAodyio kai Tunuarotroinon & Net Promoter

® [€pav TNC BacIKOTEPNC £PWTNONG:

2& Ua KAiuaka 0-10 moéoco mlavo sival va OUCGTNOETE TV ... OE KATTOIO
YVWaOTO, QIA0 ) GUYYEVH. Omou 0 = E€aipeTika amiBavo kai 10 = EEaipeTika MBavo

o[ 2][3][4 563 [ ®]C 10

———— S — S —
Detractors Fussives Fromoters
1 i 1 1 i
‘ @ [1aTi dev Ba TNV OUCTAVATE; ‘ ‘ @ T1 Ba ytTopouoe va BeATIWOEL, ‘ ‘ & T1 00G apeog;

® 2uvnBwc akoAouBouv Kal AAAEC EpWTAOCEIC TTOU BonBouv TNV TTIo TTAVW avaAuon

Net Promoter is a registered trademark of Satmetrix o pUIse
Systems, Inc., Bain & Co and Fred Reichheld market rescarc b
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Net Promoter Score — Case Study

® EoTmiatdplo - Asukwoaoia:
@ KaTtayxwpouoe o€ KaBnuepivr) BAon TIC KPATAOEIG JE OVOUOTETTWVUMO Kal TNAEPWVO
® AvEDeoe O¢€ eTAIPEIO EPEUVWIV CUOTNUATIKA TTapakoAouBnon Tou d€iktn NPS
@ Mnviaio deiypa 60 TreAaTwy, TPIKNVIAIO aVAAUCT ATTOTEAECUATWYV
@ H épeuva apxloe 1o lavoudpio Tou 2007
@ H TAnpotnTa (BACEl KPATHOEWYV) TO TTPWTO TPiKNVvo Tou 2007 Tav Kovtad oto 60%

EvdeikTik Mopeia Agiktn NPS
P
m Detractors

m Passives

B Promoters

Q1 2007 Q2 2007 Q3 2007 Q4 2007 Q1 2008 Q2 2008 Q3 2008 Q4 2008

Net Promoter is a registered trademark of Satmetrix 0 pUIse
Systems, Inc., Bain & Co and Fred Reichheld market rescarch
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Net Promoter Score — Case Study

EvdeikTiki Mopeia Agikrn NPS

PS
M Detractors

m Passives

B Promoters

Q1 2007 Q2 2007 Q3 2007 Q4 2007 Q1 2008 Q2 2008 Q3 2008 Q4 2008

® Katd ta Tpwrta 2 Tpiunva Tou 2007, 1600 ol Detractors, 600 kal ol Passives agloAoyouocav xaunAd Tov
o¢eikTn Value for Money ouykpITIKG e GAAa eoTiaTopia

® ENEPIEIA: H eTaipgia KuKAOQOPNOE evNUEPWTIKO QUAAGDIO OTOUG TTEAATEG TNG KAl EVTOG TOU E0TIATOPIOU
yia TIG 01adIKATieg TTIAOYNC UAIKWVY KAl ETOINOCIOC Kal AvoIge TTapABupo TTPog TNV Koudiva

® Ta teAeutaia 2 Tpiunva Tou 2007 o1 Promoters £€dwoav oav €va atmd Toug Adyoug TTpoBeong cuoTaong TNV

@IANIKA ox€on Kal eTTapn e Tov 1I810KTATN. AvTiBeTa o1 Detractors avdagepav 611 o€ TTApATTOVA TOUG OEV TTHPAV
IKQVOTTOINTIKEG ATTAVTAOEIG.

® ENEPIEIA: >av diadikaoia, o I1I010KTATNG avEAABE TOOO TO KAAWGCOPIOUA KOBWG KAl TOV ATTOXAIPETIONO
KaBe kpATNONG

® H NAHPOTHTA TO TPITO TPIMHNO TOY 2008 =EMNEPAZE TO 80%

Net Promoter is a registered trademark of Satmetrix o pUIse
Systems, Inc., Bain & Co and Fred Reichheld market rescarch
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[Moiol XpnoipoTtroiouv T0 Net Promoter Score
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