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Otav ta npdypata otpapwoouv
Service recovery paradox

Awayeipion mapamovev
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Mapaptnpa - Case Study

‘Otav 1 Continental ¢faie 10 TPOCWITIKO OTNV KOPLPT)

Benchmarking. Suykpivopevol e toug KaAvTeEpoug
AVTAYWVIOTESG

Lineup. ITog pia mohvteAng aivoida alomotel 15 Aemta
M HEPA V1A VA TTAPEYEL VTN PETNOT 5 ACTEPWV

ITog va evioyvoete To customer engagement
oL Eevodoyeiov oag

Ta 3 Pripata e€umnpémnong meAatwv ota Ritz-Carlton
Golden and Platinum Rule

[TeAdteg mov oag eGupuvolv. Afla avektipnm
(ka1 ava&lomointm)...

Mnv akolovBelte mMOTA TIG TOMTIKEG
0 10Aoyog twv AaBowv oy eCummpetnon
[Tog va yeproteite vay mapaAoyo el

O Nopog tov ATToppIUUATOPOPOV
(the law of garbage truck)
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