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MaOnoiakoi oToxol

9.1 MNMw¢ PTTOPOUV Ol ETTIXEIPNOEIC VA ETTITUXOUV ETTIXEIPNOCIAKI)
aploTeia ye TN BonBeia Twv ETTIXEIPNCIOKWY CUCTNUATWY;

9.2 lNw¢ cupBaAAouv Ta cuoTAPaTa dlaXEipIoNG EPODIACTIKAG
aAugidag aToV CUVTOVIOUO TOU TTPOYPANUATIOUOU, TNG
TTapAywWYyNg Kal TNG £QOdIACTIKAG UE TOUG TTPOUNBEUTEG;

9.3 MNwc¢ oupBailouv Ta cucTAPATA dIAXEIPIONG TWV OXECEWV PE
TOUG TTEAATEC WOTE Ol ETAIPEIEC VO OUVATITOUV OTEVEC OXETEIC
ME TOUC TTEAATEC TOUG KAl VA KATAVOOUV TTANPWG TIC AVAYKEC
TOUG;

9.4 Toieg gival ol TTPOKANCEIC TTOU BETOUV 01 ETTIXEIPNOIAKES
EPAPMUOYEC KAl TTWG Ol ETTIXEIPNTIAKEC EQAPHOYEC
EKMETAAAEUOVTAI TIC VEEC TEXVOAOVIEG;

9.5 MNMwc¢ Ta TTANPOPOPIaKA CUCTHMATA dI0IKNONG WPEAOUV TN
oTadI00pOMIa HOU;
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BivTeo

* [epimmrwaon 1: H Maersk avatrtuogoel €va TTayKOOUIO
ouoTtnua diaxeipiong arrootoAwv (Maersk Develops a
Global Shipping Management System)

 Bivreo didaokaAiac: H GSMS 1TpooTaTtevel TOUC AOBOEVEIC
TNG XPNOIMOTTIOIWVTAG apIBUOUC OLIpWY O€ KADE
ouokeuaoia apuakwyv (GSMS Protects Patients By
Serializing Every Bottle of Drugs)
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H Avon opyavwvVel TNV £€QoOIaCTIKN
TNG aAucioa (1 atro 2)

* MpopAnua
— AoT1aBng ¢ntnon
— [NaykOoMIEC TTAPAYWYIKEC AEITOUPYIEC
— 20v0eTtn £podiaoTikA aAuaida
— Mn autopateg OI0dIKATIEC

* AUOc€IC
— AvabBewpnon di1adikaoiwyv £odIacTIKNG aAuaidag
— AvaTtrtu¢n Tou ouoTiuaTtog Tmapaywyns JDA
— Eu@unc diektTepaiwon
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H Avon opyavwvVel TNV £€QoOIaCTIKN
TNG aAucioda (2 atro 2)

* H Avon XpnoIdoTrolei To oUCTAUA TTAPAYWYNGS KOl EUPUOUC
diektrepaiwong (Manufacturing and Intelligent Fulfillment)
JDA yIa va £xel Tov EAeYX0 TNG €POOIACTIKNG aAuaidag Kal
TWV ATTOOEPATWY TNG, KAl VIO VA EKTIMA TIC MEANOVTIKEC
AVAYKEG VIA EVOTTOINON TWV ETTIXEIPNUATIKWY OIEPYATIWV
Kal TNG ANYNS atToPpACEWY

 AgiyVvel yiaTi ol eTalpEieC XpeladovTtal ETTIXEIPNOIOKES
EQAPHOYEG

« Agixvel TNV IKAVOTNTA TWV cuoTnUAaTwy ERP va BeATiwvouv
OPACTIKA TNV ETTIXEIPNOIAKN ATTOTEAEOUATIKOTNTA KAl TN
ANWn atro@AcEwyY O€ TTAYKOOMIA KAiaKa
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ETixeipnoiakd cvotTnuoTa

* 2UCTAMATA TTPOYPONMATIOMOU ETTIXEIPNTIOKWY TTOPWV
(ERP)

* [1akETO EVOTTOINUEVWYV AEITOUPYIKWYV JOVAOWYV AOYIOUIKOU
KAl 1A KOV KEVTPIKN BAon dedOUEVWY

* 2UAAEYEl OedopEVA ATTO TTOAAOUC KAADOUG TNG ETTIXEIPNONG
YIQ XPron oXE00V O€ OAEG TIC ECWTEPIKEC ETTIXEIPNMUATIKES
OPACTNPIOTNTEC TNC ETAIPEIOC

* OI TTANPOYOPIEC TTOU EI0AYOVTAIl O€ UIa dlEpyaaia gival
Aueca OIOBEOIUES YIa AAAEC Dlepyaaieg
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Eikova 9.1 lNwc¢ Aeitoupyouv Ta

ETTIXEIPNOCIOKA CUCTAMATO

] « AiaBéagipa peTpnTd
XPNHOTOOIKOVORIKH + EloTrpakTtéol Aoyapiaopoi

& * MioTwaon TTeAaTwv
«'Ecoda

AoyioTiKr) diaxeipion

MwAnoeig & Alaxgiplcrl
: i avepwTTIVWY
MAPKETIVYK ZUYKEVTPWTIKI TOPWV

Baon dedopévwyv

« MapayyeAieg

* MpoBAéwelg TTwARTEWY
* AITPOTO ETTIOTPOPNS

* ANayEC TIHWV

* AvaAwBeioeg wpeg

« EpyaTik6 kb6oTOg

o ETTayyeAuaTikég
OELIATNTEG

MeTtatroinon &
Tapaywyn

* YAIKG

* XpovodIoypAuuaTa TTAPOYWYAS
» Huepopnvieg amooToAwy

* AUVAUIKOTNTA TTAPAYWYNS

* Ayopég TTpounBeiwy

eKOOOEIG
KAEIAAPIOMOZX

Copyright © 2021



Emixeipnoiokd AoyiouIKO

* Eival kataokeuaopEVo pe acova XIANIADdEC TTPOKABOPIoOUEVEC
ETTIXEIPNMATIKEC DIEPYATIEC TTOU AVTAVAKAOUV TIC BEATIOTEC
TTPOKTIKEG

— XPNMUATOOIKOVOUIKNA KAl AOYIOTIKN dlaXEipion
— AvBpuwTrivol TTopOI

— MetaTtroinon kai Trapaywyn

— TMTwAAOCEIC KAl HAPKETIVYK

* [1a va uAOTTOINOOUV £va TETOIO OUCTNUA, Ol ETAIPEIEC TTPOBAivOuV
OTIC £¢N¢ DIAdIKATIEC:

— ETmAoyn} A&ITOupyIwY TOU CUCTAMATOG TToU BEAOUV va
XPNOIUOTTOINCOUV

— AVTIOTOIXION ETTIXEIPNUATIKWY OIEPYATIWYV O€ DIEPYATIES
AoyIouIKOU

= XpAon Tvakwy 0I1euBETNoNS Tou AOYIOUIKOU VIO TTPOCOPHOYH
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H agia Twv €mTIXEIPNOIAKWYV
CUOCTNUATWYV

* AUCNON TNG ETTIXEIPNOIOKNAS ATTOO0TIKOTNTAG

* [Mapoxn TTAnpo@opIwy o€ ETTITTEDO ETTIXEIPNONG YIA TNV
uTTOOTAPIEN TNC ANWNC ATTOPATEWY

* AuvartoTnTa ypnyopng aviatrokpiong o€ AITAUATA TTEAATWV
Yia TTANPOYPOPIEC 1 TTPOoIOVTA

* 2UMTTEPIANYN AVAAUTIKWY €PYAAEiWV yIa TRV acloAdynon
TNG OUVOAIKAG att0d00NG TOU OpyaviououU Kal Tn BeATiwon
NS ANWNG aTTOPACEWY
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H epodiaoTiKk aAucida

* AIKTUO OpYyaVvIOUWYV Kal dIEPYATIWY YIA:
— [pounBeia UAIKWV
— MeTaTpoTI) UAIKWV O€ TTPOoIoVTa
— Alavour) Twv TTPOIOVTWYV

* Avw TUAMO £POOIACTIKAG aAuaidag
* Katw TuAMa TNG €p0odIacTIKNG aAuaidag

« EowrTepikn £@odIAOTIKA aAuaida
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Supply
Chain
Life Cycle

SCM
Functional
Processes

SCM
Integrated
Solution

> Commit>> Schedu>

Deliver

Strategic Sourcing
and Procurement

Forecast and Demand Planning

Customer Order Fulfillment/Service

Distribution Network and Warehouse Operations

Production
Logistics

Transportation and Shipment
Management

Supplier

Shared Collaborative
Market Data Fulfillment

/. \

The Internet

-3 | Manufacturer | —>» | Retailer | €<—3>» | Customer




The role of SCM

What?
Establish objectives, policies, Strategic
and operating footprint

o Objectives
* Supply policies (service levels)

® Network design

How much? * Demand forecast
Depley esoucesto match supply Tactica ® Production, procurement, logistics plan

to demand

* [nventory targets

When? Where? * Work center scheduling
Schedule, monitor, control, and Operational . .
. . ® Order/inventory tracking
adjust production
Do ® Order cycle
Build and transport Execution

¢ Material movement




Benefits and Challenges

* Benefits

— Can provide faster, more accurate order processing, reductions in
Inventory levels, quicker time to market, lower transaction and
materials costs, & strategic relationships with suppliers

* Problem causes
— Lack of proper demand planning knowledge, tools, and guidelines
— Inaccurate or overoptimistic demand forecasts
— Inaccurate production, inventory, and other business data
— Lack of adequate collaboration



Trends in Supply Chain Management

Information
Sharing

Product/Sales Data

Sourcing Help
Logistics
Order Fulfillment

Order
Management

Inventory
Management

Resource Allocation

Systems Use and
Integration

Collaborative
Marketing

Sales and Service
SCM Optimization

Collaborative Design
and Delivery

SCM Stage 1

e Current supply chain improvement
* Supply chain, e-commerce loosely
coupled

SCM Stage 2

* Intranet/extranet links to trading
partners
* Supplier network expansion

SCM Stage 3

* Collaborative planning and
fulfillment

* Extranet and exchange-based
collaboration




Eikova 9.2 H epodIaoTIK aAucida
™nG Nike

Avw TUAPa

<
<

E— ZUH-
BeBANUEVOG AuvapIkeTNTA, OYKOG ATTOBEPGTWY, XPOVOSIAYpaUHa TTapddoong, 6pol TTANPWUAS
TIPONNBEUTAS \
é E—
<€—>»| Avopéac “—>
% | O /
BePANuévog MapayyeAieg, ampara emMoTPOPnG, aITfuaTa £MIdIGPOBWONG Kal EUTTNPETNONG, TTANPWHES
TIPOUNBEUTAG * *
% \;\ Kdatw TuRpa
INN——
MpounBeutéc MpounBeutég MpounBeuTég
Emmédou 3 Emmedou 2 Emmrédou 1
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Alaxeipion €@odIaCTIKNG aAUCiIiOAGg

* O1 QVETTAPKEIEC £XOUV AVTIKTUTTO OTA AEITOUPYIKA KOOTN MIAC
gTalpeiag
— AUZnon Acitoupylikwyv datravwy £wg Kal 25%

« 2TpaTnyIkn dlaKivnong «Tn oTiyun Tmou xpeialeTtan» (just-in-time
strategy)

— Ta UAIka @tavouv otav Xpeialovtal. Ta €Toiga TTpoiovTa
atrooTéEAAOVTAI JETA TNV €000 ATTO TN YPOAMMI OCUVAPUOAOYNONG

« ATTOOeua aoPaAEiac: AEITOUPYEI ECICOPPOTINTIKA YIa TRV EAAEIYN
eueAICiac oTnv £podIaoTIKn aAuaida

* Qaivéuevo trapapdpewaonc (bullwhip effect)

— O1 TAnpo@opieg TTou agpopouv 1N {ATNON VOGS TTPOIOVTOC
dlaoTpeBAwWvVovTal KABWC peTadidovTal atrd TN Yia ovroTnTa TNG
£QOOIACTIKNG aAUCidAC aTNV ETTOUEVN
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Eikova 9.3 To @aivopevo
napapopcpwcng

Kata-

1 A
KdTtw TpApa
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AOYIOHIKO OlaXEIPIONC EPODINCTIKAG
aAucidag

* 2UCTAMATA TTPOYPOANMATICHMOU £QOOIACTIKNG AAUCIOAC
— MovTeAoTrolEi pIa uTTap)xouca £QOOIACTIKI aAuaida
— Kavel €QIKTO TOV TTPOYPANUATIONO TNG {TNONG
— BeATioTtotrolei Ta oXEDIa yIa TTPOUNOEIEC KAl TTAPAYWYI)
— KaBopilel Tov OyKO ATTo0EuATWY
— [1pocodiopilel TPOTTOUG METAPOPAC

* 2UCTAMATA EKTEAEONC TNC £€PODIACTIKN G aAUCidAC

— Alayeipion TNG PONG TwV TTPOIOVTWYV PJECW KEVTPWYV DIAVOUNG
KAl ATTo0NKWV
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[MayKOOMIEC EPOOINCTIKEG AAUCIOEC
Kol AladikTuo

* ZNTAMOTA OXETIKA UE TIC TTAYKOOMIEC £POOIACTIKEC OAUTIOEC
— MeyaAUTEPEG YEWYPAPIKESG ATTOOTACEIG, DIAPOPESG WPAG
— 2UMMETEXOVTEC ATTO DIAPOPETIKEG XWPES
= AIAQOPETIKA TTPOTUTTA ATTOd00NG
= AIAQOPETIKEC VOUIKES ATTAITAOEIC

* To AiadikTtuo fonBa otn diaxeipion TTEPITTAOKWV
TTAYKOOMIWC
— Alaxeipion atmodnkng
— Alaxeipion HETAPOPWV
— E@odiaoTIKN
— E&wrtepIkr avabeon
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E@odI1aoTIKEGC AAUCIOEC KOBOONYOUNEVEG
a1ro Tn ¢NnTnon: Ao TNV wnon otnv £€A¢n
KOl OTTOTEAECOUATIKA ATTOKPION OTOUG
TEAATEG

* MovTtého wBnong (atroBeparotroinon)
— ApXIKa cuoTApaTa dlaxeEipiong £podlacTikAG aAuaidag (SCM)
— é(povoélaypdp uarta Tou Baciovral o BEATIOTEC EIKATIEC YIA TN
nrnan

* MovTého €AENcC (kaBodnyoupevo atrd Tn rTnon)
— Baolopévo otov loTo

— O1 TapayyeNiec Twv TTEAATWY TTPOKAAOUV CUNBAVTA OTNV
£OoOIaOTIKI) aAucida

* To AIadiKTUO ETITPETTEI TN METARBACH ATTO JIADOXIKES
£POOIACTIKEC AAUCIDEC OE TAUTOXPOVEG

— Ta ouveeta dikTua TTPONNBEUTWY UTTOPOUV va TTpocapudlovTal
AMETWC
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Eikova 9.4 MovTéAa wBNnoNng Kal €AENG
oTNV £OOIAOCTIKN aAucidoa

MovTéAo wlnong

MES eSS Alavopéa A MeAGT
MNBeuTHg OKEUQOTHG HEQR TTWANTAG ne
Mpooopd e Mapaywyr] ye ATToBEpaTa e Trpnon amoBepdtwy  Ayopd e Baan
Bdon Tnv Bdon Tnv Bdon v ME Bdon TRV T SIaBeCIUOTNTA
TTPORAEWN TTPORAEWN TTPORAEWN TTPORAEWN

MovTéAo €AEng

NS K Alavopéa N MeAGT
MNBeuThg OKEUQOTHG HEQR TTWANTAG ne
Mpoogopd pe paon Mapaywyn pe Bdon AuToPOTN AuTtopatn MapayyeAieg
TNV TTapayyeAia TNV TTapayyeAia avaTtArpwon avaTrAfpwan TTEAGTN
atmodnkng ammoféuaTog
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Eikova 9.5 H peAAoOVTIKN £€OOIAOTIKN
aAucida tTou BacileTal oTo AIadIKTUO
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RFID & loT

— Use of IoT and RFID technologies across different sectors — ITU

https://www.itu.int/en/ITU-D/Regional-Presence/ArabStates/Documents/events/2018/10T/RFID-HACHANI 10T%20Forum Dec,%202018.pdf

— RFID https://slideplayer.com/slide/17369113/

- LogiStiCS 40 (elearning.cnam.gr)

— Industry 4.0


https://slideplayer.com/slide/17369113/

H eTIXeipnUATIKA Ogia TWV
OUCTNMATWYV OlaXEipIoNG
£POOINOTIKNG aAUCidag

« AvTiOTOIXION TTIPOCPOPAC OTN {NTNON

Meiwon Oykou atroBeuaTtwy

BeAtiwon TnNC uttnpeciag Tapadooewyv

ETriotreuon tou xpovou €100d0U TTPOIOVTOGC OTNV ayopa

[110 ATTOTEAECUATIKI XPNON TTEPIOUCIAKWY OTOIXEIWV

— To OUVOAIKO KOOTOG TNG £pOdIACTIKNG aAuaidag UTToPEi va
QVTIOTOIXEI OTO 75 TOIC EKATO TOU TTPOUTTOAOYICHOU TWV
AEITOUPYIWYV TNC ETTIXEIPNONG

Au¢non TTWANCEwv
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Avayvwpion Avayk
KaBopiopdc ATaimioswy lden\{if(;’%egd yKNG

Manage Demand Anuioupyia Arruarog
KaBopiopog Zrparnyikiig Avhuon EE8BwY Create Requisition
MpounBeiwy Define Spent Analysis

Eykpion Armuarog

Sourcing Strategy \
/ Route Approval

Anuioupyia
Aglohoynon NapayyeAiag
gporn EUTUV é}lggg
Suppl?ers g%chase
er
\ NapaAaB

ANALYZING

Aiampaypdreuorn / MapayyeABEVIWY

’ Mpoibvrwv/Y mpeaiw
Zupohaiwv |\ Etumvec Avago .
Negotiate Contract gx&% Goods
Alaxgipior MAnpwyr & Takromoinon
ZuppoAaiwv AOYapIaoY

Manage Contract Payment & Settlement



Sell Buy
side ( Enixeipnon \ side

st Kevipik Source
Meharec & ouoTuara T_J Tipopngeut é‘;j
Alavopeic

Neqotiate
CRM T_J e-RFX
Procure
ERP T Keraokevaorig I

d

e-Invoices Involcig
AnoBgpara P — -
@& i
e-Auctions

ﬁOncovouu(oi
SUVEPYaTEC

e-Procurement

Service
Centers

e-Purchasing Intelligence



A1001IKOCIO TIMOAOYIWV (TTapadociakd)

Evornra n-riuoAoyiwv: MNHIMH https://www.cosmo-one.gr/educommerce/?page _id=310

33% OBi1aX€IpIoTIKO KOOTOC 66% KOOTOG ANOTEAEI
yia napayyehiodoTnon TO KOOTOC TIHOAOYIWV

() ()
#E‘Tonoeémf{n ano_do I
- napayyeAiwv J
| L\ NAnpwTEo
EAeYXOG ~ Aoyapiaopoi

| I"IpounOEUTéqJ ﬁ X

L‘ ﬂopuAOBn
anoaToAn TIHOAOYiWV




H-TipoAovia

— To TIHOAGYIO dNUIOUPYEITAI OTO CUOCTNUA TOU TTPOPNBEUTA

— KpuTtrtoypageital kal atrooTEAAETAI JEOW internet oTov TTAPOYXO TNG
UTTNPECIAG N-avTaAAayng TIMOAOYiwV

— O mmapoxoc «diaBadle» Tov NAEKTPOVIKO PAKEANO, avayvwpilel TOV
QATTOOTOAEQ KAl TOV TTAPAANTITN. AKOAOUBWG EKTEAEI TIC AKOAOUBEC EpyaaTieg

= MeTaTpotrry HOPPOTUTTOU: ATTO TTPOUNBEUT O ayopaoTnh
= KAvel OUYKEKPIUEVOUC EAEYXOUC 0pBOTNTAC OTOIXEiWV
= EkteAei mBavég o1adikaaieg (.. miuepiouoc PriA ava €idog)
= KpouTtrroypa@ei Kal TTaAl Tov akeAO TiLIOAoyiou.
— ATTOOTEAAEI TO NAEKTPOVIKO TIMOAOYIO OTO CUCTNUA TOU OyOpPOOTH

— E1doTroIEi Kal Ta QU0 HEPN ME NAEKTPOVIKO TAXUDPOMEIO OTI TO OUYKEKPIUEVO
TIMOAOYIO £XEI TTAPadOOEi KAVOVIKA.

— To TINOAGYIO ATTOKWOIKOTTOIEITAI, KOl POPTWVETAI OTO CUCTNUA TOU
ayopaoTry. PUAGCOETAlI 0AV NAEKTPOVIKO ApPXEIO.



O@£AN e-TInOAOYIWYV
— Atro@uyn AaBwyv Katd Tnv aviaAAayr TTAPACTATIKWY, TTOU TTPOKUTITOUV ATTO TO

XEIPWVAKTIKO TPOTIO £I0QAYWYNS TWV OTOIXEIWV.

— Apeon emiAuon TTPORANUATWY UE TOV YPYOPO EVTOTTIONO TOU TUXOV
TTPOPRANMUATOG O€ TIMOAOYIO ATTO TO GUOTNHA.

— EZAA&Ipn TOUu AEITOUPYIKOU KOOTOUG ETTECEQYATIAC KAl KATAXWPENONGS

— BeATIOTOTTOINON TWV AOYIOTIKWYV AEITOUPYIWYV [E TNV OUVTOPEUON TOU XPOVOU
Kataxwpenong Twv OToIXEiwV

— [1IAqpNn¢ gueAigia oTnv dlaoUvdeo VEWYV TTPpONNBEUTWY KABOOoOV TO OUCTNUA
gival €TOIMO ATTO TNV TTAEUPA TOU AYOPACTH.

— 'Eva Kevipiké onueEio ETTIKOIVWVING PE KABDE ETTIXEIPNON KAl CUVETTWG MIKPOTEPO
KOOTOG dlaxeipiong TNV oTroia avaAauBAavel o TTAPOX0C TNG UTTNPETIAC.



2YNEAPIAKEZ NMAPOYZIAZEIZ

e-Procurement:
2uoTtnMata HAekTpovikwy NpounBeiwy, e-Auctions
KAl e-Sourcing case studies

https://www.youtube.com/watch?v=U8wUo6TB FO



https://www.youtube.com/watch?v=U8wUo6TB_F0

MepITTTWOI0AOYIKN MEAETN — OpYaAVIOHOI:
To Soma Bay eunuepei IAOCEVWVTAG TO
oUoTNMA TTPOYPONMATIOMOU
ETTIXEIPNCIOKWYV TTOPWYV TNES OTO VEPOG

« 2ulnTnon oTnV TAgN

— [1poodiopioTe TO TTPORANUA TTOU TTEPIYPAPETAI OE AUTH TNV
TTEPITITWAON. lolol dI0IKNTIKOI, OPYAVWOIAKOI Kal TEXVOAOYIKOI
TTAPAYOVTEC OUVEBAAQV o€ auTd TO TTPOLBANUA;

— [ati xpeladotav eva guotnua ERP yia tnv €mmiAuon Tou
TpoBAnuarog; lNwc ocuvéBaAe otn Auon €va cuoTtnua ERP
TTou BacileTal oTO VEPOC;

— [lola ATav 1a ETMIXEIPNMATIKA OPEAN TOU VEOU ETTIXEIPNCIAKOU
ouoTAPATOC TNG Soma Bay; INwc¢ dAAage n diadikagia Anwng
ATTOPACEWY KOl O TPOTTOC TTOU AEITOUPYOUOE N ETAIPEIQ;

eKOOOEIG Copyright © 2021

KAEIAAPIOMOZ



AlQXEIPION OXECEWV ME TOUG TTEAATEG

* ['vwon Tou TTeAATN

* 2& MEYAAEGC ETTIXEIPNOEIC, UTTAPXOUV TTAPA TTOAAOI TTEAQTEC
KAl TTapa TTOAAOI TPOTTOI UE TOUC OTTOIOUG Ol TTEAATEC
AAANAETTIOPOUV UE TNV ETTIXEIPNON

* 2uoTnMaTa dlaxeipionc oxeoewv Pe Toug TTeAaTeg (CRM)

— Karaypagn kal evoTroinon 0eO0UEVWY TTEAATWY ATTO
OAOKANPO TOV OpYyaVvIOUO

— Evotroinon kail avaAuon deD0UEVWYV TTEAATWV

— Alavoun TTANpoPopIWY TTEAATWY O€ dIAPOPa CUCTANATA KAl
onMEia ETTAPNS PE TOUG TTEAATEC € OAOKANPN TNV ETTIXEIPNON

— 2UVOAIKI €IKOVA TWV TTEAATWYV TNG ETTIXEIPNONG

eKOOOEIG Copyright © 2021
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Eikova 9.6 Alaxeipion OXECEWV ME

ToUug TreAaTeg (CRM)

NMwAnosig
* TNAEQWVIKEG TTWANCEIG
* AIQdIKTUOKEG TTWANCEIG
* NMwAoeIg yEow
KATaoTNUATWY AIQVIKNAG
* EmTémeg TTWANCEIG

MeAamng ) EEumrnpéTnon

* Aedoptva * AeBOpEVA THA. KEVTPWY
dlaenuITTIKWY * AedOpEVO AUTOEGUTTNPE-
EKOTPATEIWV TNong YEow AladiKTUoU

* [epiexopevo * Aedopgva ato

* AvaAuon dedopévmv aoUpparta SikTua

+ AeSopEVD ETTITOTTION
€GUTTNPETNONG

* Aedopéva

KoIv. OIK-

T0wang

MdpkeTIVYK

eKOOOEIG
KAEIAAPIOMOZX
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Customer Relationship Management

* Provides customer-facing employees with a single,
complete view of every customer at every touch point and
across all channels

* Provides the customer with a single, complete view of the
company and its extended channels



The ultimate goal of CRM

Current
Customer
Value

Number of relationship

Relationship duration



Steps in a CRM process

Goal: Improve responsiveness & customer service

Demand
Service Creation

Mgmt L ead
Generation

Customer

Contact Relationship
Center Management A
Profiling
Custw
Mgmt O

pportunity
Mgmt

Quote Mgmt




CRM ...

* Integrates and automates many of the customer serving
processes

* Creates an IT framework of Web-enabled software &
databases that integrates these processes with the rest of
the company’s business operations

* Includes software modules that provide tools that enable a
business & its employees to provide fast, convenient,
dependable, consistent service.



Customer Relationship Management

Marketing and
Fulfillment

Sales
e Cross-sell
e Up-sell

Retention
and Loyalty

Contact and
Programs

~ Account
‘Management




Subsystems of a CRM solution

Sales force assessment

Sales automation

Leads analysis Document management

Telemarketing: Script
management

Offers / Bid management

Campaign management

Call Center integration
Loyalty programs management

Catalogue management
Sales Forecast
e-mail management

Help desk organization



Three Phases of CRM

« Acquire (new customers)

— By doing a superior job of contact management, sales
prospecting, selling, direct marketing, & fulfillment.

 Enhance (customer satisfaction)
— By supporting superior service from a responsive networked
team of sales and service specialists.

» Retain (your customers)

— Help identify and reward your most loyal, profitable
customers.



Benefits and Challenges

* Benefits
— Allows a business to identify its best customers

— Makes possible real-time customization & personalization of
products & services based on customer wants, needs,
buying habits, & life cycles

— Enables a company to provide a consistent customer
service experience

» Failures
— Due to lack of understanding & preparation.
— CRM is not a silver bullet



An operational model for CRM

o R

Ccustomer

Relationship

‘ .
Lifecycle

| & o




AOYIOUIKO DIAXEIPIONG TWV OXETEWV
ME TOUG TTEAATEC (1 aTTO 2)

* Ta TTAKETA KUMAiVOVTAl OTTO £CEIDIKEUPEVA EPYAAEia MEXP!
ETTIXEIPNOIOKEC EQAPUOYEC MEYAANC KAIUAKOGC

* Ta 1110 OAOKANPWHEVA TTAKETA £XOUV AEITOUPYIKEC HOVADEC
yiaQ:
— Alaxeipion Twv oxEoewv Pe Toug ouvepyaTec (PRM)

= Evotroinon dedopEva OXETIKA PE TN dONUIOUPYIA TTPOOTITIKWYV
TTWANOEWYV, TNV TIMOAGYNON, TIC TIPOWONTIKEC EVEPYEIEC, TN
dlapoppwaon TrapayyeAiwy, Kai Tn dIaBeCIPOTNTA

= EpyaAcgia yia Tnv agioAdynon 1nG atmrodoong TwV CUVEPYATWV
— Alaxeipion ox€oewv PE TO TTPOOWTTIKO (ERM)
= KaBopiopog atoxwy, diaxeipion amrodoong epyalopeEvwy,
auoIBEC Baoel attddoong, ekTTaideucn epyalopEvwy

&4 | exbdoeig Copyright © 2021
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Types of CRM

* Operational CRM

— e.g. sales force automation, customer service centers

* Analytical CRM

— e.g. data mining

* Collaborative CRM

— e.g. partner relationship management

* Portal-based CRM



CRM: Analytical & Operational

Operational CRM
—

ZS & SERVICE

'\1 MARKETING

CUSTOMER INTELLIGENCE MARKETING

PRESENT PAST

Analytical CRM



Operational & Analytical CRM: IS

Detailed / historica
database

S
Pzggb}ilﬁfyp:z;igis Wy did it happen?
Influencing Factors
Monitor & Change |
Strategy Tools What will happen?
Data Mining -
: : Predictive
Campaign Execution — \ Modelling

/

W hat might happen
if ? Forecast,
Parameter

Operational Integration

Execute hypothesis



AOYIOUIKO DIAXEIPIONG TWV OXETEWV
ME TOUG TTEAAQTEC (2 aTTO 2)

* Ta TTakETa CRM ouviBwc¢ trepiAauBdavouv epyaleia yia:

— Aurouarorroinon mpoowrITikoU TTwARoEwV (SFA)
= [TANPOPOPIEC TTPOOTITIKWY TTWANCEWYV KAl ETTIKOIVWVIAG
= AuvaTtoTnTeC dNUIoUPYIAC TTPOCPOPWYV TTWANTEWV
— Eéumrnpérnon meAarwv
= AvaBeon kai dlaxeipion aAITNUATWY €CUTTNPETNONG TTEAATWYV
= AuvatoTnTeEG AUTOECUTTNPETNONG TTou Bacilovtal oTov |oTo
— Mapkerivyk
= Kataypa@r) 0e00NEVWY TTPOOTITIKWY TTWANCEWYV KAl TTEAATWYV,
XPOVOTTPOYPAUMATIONOC KAl TTapaKoAoUuBnon Eviuting

aAAnAoypagiag r} NAEKTPOVIKOU TaXUdPOEIOU AuETOU
UAPKETIVYK

= 2TAUPOEIONG TTWANCN

eKOOOEIG Copyright © 2021
KAEIAAPIOMOZX




Eikova 9.7 Nwc¢ Ta cuothuata CRM
UTTOOTNPICOUV TO HAPKETIVYK

AvTtatréKkpIon ava KavaAl yia Trn O10@nNMICTIKA EKOTPATEIO TOU

lavouapiou 2020

eKOOOEIG
KAEIAAPIOMOZX

Kolvwvikd péca

AVTATTOKPION avd KAVAAI
yia Tov lavoudpio 2020

6,7%

HAeK.
Taxudpopeio
17,3%

Ala@nUIoTIKA
aAAnAoypagia
29,2%

loT66
16%

TnAé@wvo
30,8%
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Ewova 9.8 AUVATOTNTEG Aoyiopikou CRM

l iz eKOOOEIG

KAEIAAPIOMOZ

MwAnRoeig

Acdopéva TreEAaTWV

MdpkeTIvyk

E€utnpétnon

Alaxeipion
Aoyaplacuwy

Alayeipion dloa@nNUICTIKWY
EKOTPATEIWV

Mapoxn
£gUTTINPETNONG

Alaxegipion uTToWnReIwyY
TTEAQTWV

Alaxgipion TrpowdNTIKWY
EVEPYEIWY aVA KAVAAI

Alaxgipion
IKAVOTTOINONG TTEAATWV

Alaxeipion
TTapayyeAIWV

Alaxeipion
eKONAWOEWV

Alaxeipion
ETTIOTPOPWV

MpoypappaTiopog
TTWACEWV

Mpoypappamouédg
ayopag

Mpoypappamoués
e€uttnpETNONG

EmTomeg
TTWAROEIG

AeiToupyieg
MAPKETIVYK

TnAepwviké kévrpo &
UTTNPEDIiEG UTTOOTAPIENS

AvdAuon
TTWANOEWV

AvdAuon
MAPKETIVYK

AvdAuon
eEuttnpEéTNONG
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Eova 9.9 AICYPOMMA OIEPYATIWYV YIA TN
OlaXEipIoN TNG APOCIWONS TTEAATWYV

AlaBe-

Arfgn BaBuoloyia YwnAn Mapoxn e1dIKWV

OTOIXEIWV 0||J6Tr]m a&loAéynang agia kal TIPOCPOPWY KAl
TENGTN 0;22(;;:’_" TeAdTN aQOooiwon; £EUTINPETNONG

Bdon ApopoAGYNoN aTov cﬁ:}:ﬁggg 4
Oedopévv BEATIOTO EKTTPOOWITT £EUTINPETNONG

TTEAQTWV

eKOOOEIG Copyright © 2021
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AEITOUPYIKN KOl OVOAUTIKNA
OIOXEIPIONG OXECEWYV ME TOUC TTEAATEC

* AEITOUPYIKN OIOXEIPION OXETEWV UE TOUG TTEAATEG
— E@apuoyég TTou atreuBuvovTal aTov TTEAATN

— AuTouATOTTIOINON TTPOCWTTIKOU TTWANCEWYV, UTTNPETIEG
UTTOOTAPIENG MECW TNAEPWVIKOU KEVTPOU KaIl ECUTTNPETNONG
TTEAATWV

— Autouarotroinon JAPKETIVYK

*  AvVOAUTIKN dlaxeipion OXEOEWV JE TOUG TTEAATEC

— Bagiletal o€ atroOnkec dedOPEVWY TTOU CUMTIANPWVOVTAIl OTTO
AEITOUPYIKA cuOTHMATA JIAXEIPIONG OXECEWV ME TOUG TTEAATEC KAl
onMEeia ETTAPNG ME TOUG TTEAATEC

— AvoAuel dedopéva TreAaTwy (OLAP, ecopucn 0ed0OUEVWY, K.ATT.)
= Alaxpovikn acia treAatn (CLTV)

eKOOOEIG Copyright © 2021
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Exova 9.10 AVOIAUTIKER) OIAXEIPION OXECTEWV

ME TOUG TTEAATEG

KavdAia

* TNAEQWVIKO KEVTPO

* loToTOTTOq

» AoUppaTtn auvdeon

* ETIToTTIEG TTWANOEIG

* ZUMBaTIKR aAAnAoypagia

* HAekTpOVIKA aAAnAoypagia

» KaraoTtnpa AIavikng
TTWANONG

* ETaipog

* Méoa koiv. dIKTUwong

AAAeG TTNYEG

* KAnpovounuéva ouoTruara

» Anpoypa@ikd dedopéva

» Aedopuéva aTrod TpITa PEPN

» Aedopéva EKOTPATEILV
MGPKETIVYK

Agdopéva TreEAATWYV

eKOOOEIG
KAEIAAPIOMOZX

Atrofnkn n
avaAuUTIKN
TTAATQOpUQ
dedopévwv
TTEAATWV

+ OLAP

» E€6pugn dedopévv
* AN epyalcia avd-
Auong dedopévwy

* ETikepdeic TEAQTES

* TuAMaTa ayopdg

* MpoiA TreAatwy

* [looooTa amrwAeIag
TTEAATWV
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MepITTTWOIOAOYIKN HEAETN — AvBpwTTOl: Ta
OUOTAMOTA OIOXEIPIONS TWV OXECTEWV ME TOUG
mTeAdaTeG Bonbouv Tnv Adidas va yvwpioel Toug
TEAATEG TNG EvVAV TTPOG EVAV

« 2ulATnon oTtnv T4¢N

AvoAuoTe Tnv TrepiTTTwon TnNG Adidas XpnoINOTIOIWVTAG TA JOVTEAQ
TWV AVTAYWVIOTIKWY dUVAUEWY Kal TNS aAucidag agiac.

[Mola gival n emxeipnuarikr otparnyikn tng Adidas; Nolov poAo
dladpapaTifel o€ AUTAV TN OTPATNYIKI N dlAXEipION TWV OXECEWV
LUE TOUG TTEAQTEG;

[Mwg uttooTnpidouv Ta TTANPOYOPIAKA CUCTAMATA TN OTPATNYIKI
NG Adidas;

[Twg N xprion TnG Salesforce.com €kave Tnv Adidas 1m0
avtaywvioTIKA; NMw¢ AAAage 0 TPOTTOC UE TOV OTTOIO N ETAIPEIA
dINUBUVE TIC ETTIXEIPNMATIKEC TNS OPACTNPIOTNTEC;

AwoTe Eva TTAPAdEIYUa OUO ETTIXEIPNMATIKWY ATTOPACEWYV TTOU
BeATiwWONKav pe TN Xprjon TnG Salesforce.com.

eKOOOEIG Copyright © 2021
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Adidas case study

- Analyze Adidas using the competitive forces and value
chain model.

» Adidas aims to attract and retain customers through the
guality of their products and customer experience. There
are many cheaper substitute products on the market, but
Adidas chooses to compete by creating a personalized
experience for their customers rather than lowering their
prices. Their flexible, personalized, and convenient
customer service platform strengthens their value chain,
which is concentrated in its primary activities such as
operations, sales and marketing, and service.

& & | exbboeig Copyright © 2021
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What is Adidas’s business strategy? What is the role of
CRM in that strategy?

- Adidas focuses their business strategy heavily on the
customer experience. They do this by ensuring that their
products are available for customers to purchase
regardless of the channel they interact with the company
through, providing personalized and convenient customer
support, and tailoring the experience to meet each
customer’s needs. Customer relationship management
allows them to gain insight into their customers and adapt
what it presents to the customer to be as close to what the
customer is actually looking for.

eKOOOEIG Copyright © 2021
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How do information systems support Adidas’s strategy?

 In order to enhance the customer experience, Adidas
partnered with Salesforce.com. Through the use of their
cloud-based customer relationship management tools,
they have been able to better identify key customer
segments, develop closer ties to customers, and design
differentiated experiences tailored to each customer’s
needs.

eKOOOEIG Copyright © 2021
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How did using Salesforce.com make Adidas more
competitive? How did it change the way the company
ran its business?

« Using Salesforce Marketing Cloud, Adidas has been able
to enhance customer interaction. This software includes
predictive analytics to help them make decisions such as
what channel to communicate to customers through.

« Salesforce Service Cloud has helped Adidas’s 1,100
customer service agents to automate service processes,
streamline workflows, and respond to customers across a
variety of social platforms. It has made it possible to deliver
service that is more personalized and convenient.

- Salesforce Commerce Cloud has enhanced the company’s
business throughout the globe, helping them use the

knowledge of their customers to create better products

eKOOOEIG Copyright © 2021
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Give an example of two business decisions that were
iImproved by using Salesforce.com.

» Adidas developed a mobile app to customize the
customer experience.

» Adidas used Salesforce Marketing Cloud to better
communicate with customers.

* Adidas used Salesforce Service Cloud to enhance the
customer service experience.

» Adidas used Cloud services to unify the customer
experience, preventing overlap between departments.

 Adidas used Salesforce Commerce Cloud to deploy its
centralized e-commerce site globally.

eKOOOEIG Copyright © 2021
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H eTIXeipnuaTIKn agia Twv
OUCTNMATWYV OlaXEIPIONG TWV
OXEOEWV ME TOUG TTEAATEG
« Emixeipnuartikn agia Twv cuotnuatwv CRM
— BeATiwpEVN IKAvVOTTOINON TWV TTEAQTWYV
— Melwpeva KOOTN AUECOU HAPKETIVYK
— 110 ATTOTEAECUATIKO HAPKETIVYK
— XaPNAGTEPO KOOTOC YIa TRV ATTOKTNON/d1aTrPNOon TTEAATWY
— Augnuéva €é0oda atro TTWANCEIC

* [1oo00TO ATTWAEIAG TTEAATWY
— O apIBudC TwV TTEAATWY TTOU OTANATOUV VA XPNOIKNOTIOIoUV
N va ayopalouv TTPoIOVTA I} UTTNPECIEC ATTO HIa ETAIPEIN
— A€&IKTNG TNG AVATITUENG I TG CUPPIKVWONG TNG TTEAATEIOKNG
Baoncg pIag eTaipeiag

ekdooeig
KAEIAAPIOMOZX
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[MTPOKANCEIG TWV ETTIXEIPNCIAKWV
OUCTNUMATWYV

* H ayopd ka1 uAoTroinon €TTIXEIPNUATIKWY EQAPUOYWV Eival
dartravnpn
— ‘Epya aciag TToANwYV ekaTtoppupiwy 10 2018
— Meyalol xpovol avaTTucng

TeXVOAOYIKEC AAAQYEC

AANNQYEC ETTIXEIPNMATIKWY OIEPYATIWYV

Opyavwaolakr) paénon, aAAayEg

KooTtog aAAayng, ecaptnon atrd TTpopunBeuTEC AOYIOUIKOU

Tutrotroinon, diaxeipion, KABAPIOUOC DEDOUEVWIV

eKOOOEIG Copyright © 2021
KAEIAAPIOMOZX




ETTIXEIPNCIOKEC EQAPHUOYEC ETTOMEVNG
veviag (1 atro 2)

« Emxeipnolakeg AUOEIC/TTAKETA AOYIOUIKOU

— [110 EVENIKTEG EQAPUOYEG, UE TTEPIOCOTEPEC DIADIKTUAKEC
OUVATOTNTEG KAl QUVATOTNTEC EVOWNATWONG ME AAAD
OuUOoTNMOTO

[MpoTutta SOA

* AOYIOUIKO avoIiXTou TTnyaiou KwoIkKa

AUCEIC KaTa TTapayyeAia

ExdOOoeIC yIa Xpnon HECW VEPOUC

AEITOUPYIKOTNTA YIA POPNTEC OUOKEUEC

eKOOOEIG Copyright © 2021
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ETTIXEIPNCIOKEC EQAPHUOYEC ETTOMEVNG
YEVIOG (2 aTTo 2)

* Koivwviké CRM
— Evowpdatwon T1eXVOAOYIWV KOIVWVIKAG OIKTUWONG
— KolvwVviKa diKTua ETAIPEIWV
— [MapakoAoubnon TnS dpacTNPIOTNTAGC OTA PECA KOIVWVIKNG
OIKTUWONG, AVAAUCEIC KOIVWVIKWYV JECWV

— Alaxeipion EKOTPATEIWY OE NECA KOIVWVIKNG OIKTUWONG KAl HETW
Tou loTou

« Alaxeipion €TIXEIPNUATIKWY TTANPOPOPIWV
— 2ZUMTTEPIANYN TNG dlaXEipIoNG ETTIXEIPNMUATIKWY TTANPOYOPIWY O€
ETTIXEIPNOIAKES EQAPHOYES
— EUEANIKTEC avapopEg, AUECEC AVAAUCEIC, OEVAPIA EVOANAKTIKWYV
UTTOBE0EWYV, WPNPIAKOI TTIVAKEC EAEYXOU, OTTEIKOVION OEQOUEVIV

& | ekdooeIg Copyright © 2021
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ERP Benefits and Challenges

Quality and efficiency of customer service, production, &
distribution by creating a framework for integrating and improving
Internal business processes

Decreased Costs: Reductions in transaction processing costs
and hardware, software, and IT support staff

Decision support: Provides cross-functional information on
business performance to assist managers in making better
decisions

Enterprise agility: Results in more flexible organizational
structures, managerial responsibilities, and work roles

Costs of ERP: The costs and risks of failure in implementing a
new ERP system are substantial.



Typical costs of an ERP implementation

Hardware
12%%6

Software
15°%

Reengineering
43%

Training and
Change
Management
15%9%

Data
Conversions
156



Causes of ERP failures

« Underestimating the complexity of the planning,
development, and training required

- Failure to involve affected employees in the planning
& development phases and change management
programs

* Trying to do too much, too fast
* Insufficient training

 Believing everything the software vendors and/or
consultants say



Hidden costs of ERP
Training
Integration and testing
Customization
Data conversion
Data analysis
Consultants ad infinitum
Replacing your best and brightest
Implementation teams can never stop



Mw¢ Ta TTANPOPOPINKA CUCTAMATA
010iKnoNg WPeAOUV TN oTadI0OPOMIA HOU;

* H etaipeia: XYZ Global Industrial Components

[Meprypagn B6€oncg: EKTaideudpuevog otn dloiknon
Tapaywyng

ATrapaitnta TTpooovTa

EpwTtNOEIC ouvEVTEUENC

2UUBOUAEC TV OUYYPOAPEWY
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[MveupaTIKA OIKOIWMATA

To Tapov épyo eptritrTel 0TN VopoBeoia Twv Hvwpévwy MoAiTeiwv Tng ApgpIKAG TTEPi
SIKAIWHATWY TTVEUMATIKAG ISIOKTNCIAG KAl TTAPEXETAI ATTOKAEICTIKA Kal MOVO yia XpRon
a1rd Toug B1I0ACKOVTEG OTIG TTAPADOOEIG TWV HABNUATWY Kal TV agloAdynon Twv
YVWOEWV TWV oTToudaoTwyV. H d1ao1Topd OTTO10USNTTOTE NEPOUG TOU TTAPOVTOG £PYOU N
n 51a0gon Tou TTPOog TTWANON (aTTd OTTOI0BNTTOTE NECO, METASU QUTWYV KAl TOU
Maykéopiou loTou) Ba TTAREEI TNV AKEPAIOTNTA TOU KOl WG €K TOUTOU OeV ETITPETTETAL TO
TTapov £pyo Kal TO UAIKO Trou TrepIAaUBAvVETAI O AUuTO Bev TTPETTEl va dIaTiOETAI OE
oTToudaoTEG TTAPA MOVO ATTO TOUG SIBACKOVTEG TTOU XPNOIMOTTOIOUV TO CUVOJEUTIKO
oUyypOappa OTIG TAEEIS TOUG. O1 ATTOBEKTEG TOU TTAPOVTOG £pyou KaAoUvTal va TnPHoouv
TOUG TTOPATTAVW TTEPIOPICHOUGS Kal VA OEBAOTOUV TNV TTAISAYWYIKA CKOTTINOTNTA VI TV
oTroia TTPOOoPIETAI AUTO, KABWG Kal TIG AVAYKEG AAAWYV 316ACKOVTWYV TTOU oTnpPijovTal o€
auTO TO UAIKO.

This work is protected by United States copyright laws and is provided solely for the
use of instructors in teaching their courses and assessing student learning.
Dissemination or sale of any part of this work (including on the World Wide Web) will
destroy the integrity of the work and is not permitted. The work and materials from it
should never be made available to students except by instructors using the
accompanying text in their classes. All recipients of this work are expected to abide by
these restrictions and to honor the intended pedagogical purposes and the needs of
other instructors who rely on these materials.
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