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Mponoyos

H npowBnon kat nepippolpnon Tou
Sikalwpatog twv VEwv Ye avannpia Kat
Xpovieg nabnaoelg otnv eknaideuon, atnv
enayyeAlatikn katdptuon kat &id Biou
pabnon anoteAel Uyiotn npotepaldnta
yla tnv EBvikn Luvopoonovdia Atopwy pe
Avannpia.

H eknaibeuon twv atopwv pe avannpia, 6nwg unayopeUetal anod to apbpo 24
n¢ Aebvolg Zuppaong yla ta Aikaiwpata twv Atopwy pe Avannpieg, ivat
ONPAvIIKOG KataAUtng yia tnv eknAnpwon noMwv dMwv avBpwnivwy
dikalwpatwy —tou dikalwpatog otny gpyaaia, atnv avedptntn diaBiwaon kat otn
OUMHETOXN OTNV KOWVWVIKNA, NOMTIKA Kat noAttiotikn {wn. Méoa and tn diapkn
eknaideuon, Tnv eNPopEWON Kat TNV €ENAyyEAUATIKN KATAPTION TWV ATOHWY HE
avannpia Ba apBeil 0 KowvwVIKOG anokAelopdg nou Biwvouy, Ba npowbnBei n
autovopia, n ave§aptnoia kat n duvatdtntd toug va {noouv pia {wnh Me
alonpénela Kat auto-kaBoplopo Kat Ba kataotei duvath n NANPNG cupnepiAnyn
TOUG OTNV Kolvwvia.

To napov eknadeutikd UAIKO eknovnBnke and tnv etaipeia «AMOWH Ynnpeoieg
MAnpogopikng XupPBouleutikng kat Exknaideuong Avwvupn Etaipeia», pe
dakpiukn tautotnta «AMNOWH A.E.», petd and avaBeon tou and tnv EBvikn
Yuvopoonovdia Atdépwv pe Avannpia (avaBétouca Apxn) Kal anoteAel 1o
Mapadotéo M1.1 tou Ynoépyou 2 oto nAaiolo tng Mpd€ng «EibikéG Apdoelg
‘Evta€ng otnv AnaoxoAnon yia Néoug/Néeg pe Avannpia».

H Mpa€n «Eidikég Apdoeig Evtagng otnv AnaoxoAnon yia Néoug/Néeg pe
Avannpia» otoxeUel otnv évtagn Kal tnv enavéviagn otnv ayopd epyaciag twv
VEWV PE avannpia Kat Xxpovieg NabNoelg JEow oAOKANPWHEVNG ENAYYEAUATIKNAG
Katdptiong, andKINoNG EPYActakng ePnelpiag Kat niotonoinong. To napov TeUxXog
anote)ei 1o ekNalbeuTIKO UAIKO Tou e€eldikeupévou npoypdupatog Epnépro kat
E§wotpépela, nou Ba uhonoinBel oto nAaiolo TG eNayyeAHATIKAG KATAPTIONG
¢ avapepopevng Mpdéng.

lwavvng Bapbakaotdavng

Mpdebpog tng EBvikng Zuvouoaonovdiag Atéuwv ue Avannpia
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Eunéplo kat E§wotpépela

1 BaolKkés £vvolies Tns opyavwaolakns Koudtoupas

< Ikonog >

YKONOG TNG OUYKEKPIPEVNG OIBAKTIKNG evotnTag €ival n avaAuon tng €vvolag «Opyavwaolakn
KOUATOUpPa» w¢ optopoU aAAd Kat wg Asttoupyiag péoa og pila enixeipnon. EnnAéov, okonog tng
€VOTNTAg €ival N napouciacn Twv PUCTIKWY TNG €nikolvwviag. Oa avaAuBolv ol Bacikég apxEg
enikolvwviag kabwg kat n yAwaoa tou owpatog. Eniong, Ba avaAuBolv o1 §€€10TnTEG TwV avolktwy
Kal KAEIOTWV EPWTINCEWY, TNG MPOCEKTIKNG Kal EVEPYNTIKNG akpdaong, NG napdgpacng Kat
avtavakAaong ouvaloBnpdtwy kabwg Kat tng evauvaioBnong. TéAog, 6a napouciacTtoUv ol HoPPEG
Kal 1a €(bn Tng enikotvwviag péoa oe Pla enxeipnon.

< Npoodokwpeva anoteAeopara >

‘Otav Ba éxete 0AOKANPWOEL TN PEAETN TNG OUYKEKPIUEVNG idakTIKNG evotntag Ba eiote og B¢on va:

e yvwpidete 011 N opyavwaolakn KouAtoUpa anoteleil Bacikd otoixeio dnpioupyiag, e€EAENG
Kal ENITUXiag Twv ENIXEIPNOEWY,

e Katavoeite Tn dlapopd NG opyavwolakng KoUAToUpag Ke o KAIpa piag enixeipnong,

e yvwpilete ta enineba tng opyavwolakng KouAtoUpag KaBwg Kat 1o poAo NG Kal TG
Aeltoupyieg tng P€oa o€ Pia enixeipnon,

e npoodlopilete 11 PACIKES apXEG TNG ENIKOIVWVIAG,
e  KQTavOEite TN YAWOOQ TOU 0WHATOG,
e Katavoeite Tig S1apopeg eKPPATEIS Pe Ta XEpLa, Ta N6dia, 1o NpOowWNo Kal ta pata,

e yvwpilete g Paoikég 6e€l0TNTEG €nikolvwviag KaBwg Kal tn HopPn Kal ta €idn tng
gnikolvwviag Yéoa otn dloiknaon.

<’Evvoleg-kAe1bia »

e Opyavwolakn KouAtoupa

e KAipa enmixeipnong

e Enineda opyavwolakng kouAtoUpag
e [\wooa owpatog

e Enwowvwvia

e AEKUKA / Pn AeKTIKA Pnvlpata

e Ae€l0tnTeC enikoivwviag

e Aloiknon
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1.1 Opyavwolakn KouAtoUpa

210 oUYXPOVO EMIXEIPNHATIKO NePIBAAAoV n £vvola TNG 0pyavwaolakng KouAtoUpag anoteAei Baolko
otoixeio dnpioupyiag e§EAENG Kal enTUXiag TwV ENIXEIPNOEWV.

0 o oAoKANPWHEVOG 0PIOHOG YIa TNV £VVOLa TNG OPYAVWOLAKNG KOUAToUpag eival autdg nou divel
0 Schein (1985) oUppwva pe tov onoio n KouAtoUpa opiletal w¢: «Eva alvoAo napadoxwv rnou
apopouV Npatuna ouunepipopds, aieg, nenolBnoeig kar aviiANYeI Twv UEAWY eVOG opyaviauoUs.

1.1.1 Opyavwolakn KouAtoUpa Kat KAipa péoa otnv enixeipnon

‘Exovtag 6waoel napandvw tnv évvola Thg opyavwolakng KouAtoUpag ag doUpe nota ival n diagopa
HE To KAipa piag enixeipnong. To KAipa nou enikpatel yéoa og évav opyaviopd agopa tnv Tpéxouca
atpéopalpa tou opyaviopoU. XUhewva Pe tov Furnham (1997), oto kAipa plag enixeipnong
oupnepthapBdavovtal ol tpdnol enikotvwviag Petau twv peAwv Tng, 10 cUCTNHA apolIBwy Toug Kal
10 OTIA S10iknong nou uloBeToUy ta avwtepa oteAéxn otnv lepapxia. Oa pnopouloe va anoteAel
TUAKA TNG 0PYAVWOLAKNG KoUAToUpag Twv epyalopévwy evog opyaviopou, aAAd bev eival o iblo.

1.1.2 Enineda opyavwolakng kouAtoupag

H peAétn tng KouAtoUpag piag enixeipnong onpaivel eotiaon otig aieg, ota notelw Kal ot
napadoxég nou npokuntouv and tnv aAnAenibpaon twv HeAwV TNG. LUHPwVa We Tov Schein:

Z1o npwrto eninedo (opatd) — o TpoNoOG pe Tov onoio yivovial Ta Npdypata oTov opyavioyo.
BAénoupe o1l nepthaufavovial ta opatd Xapakinplotika tou neplBdAloviog Hiag enixeipnong
(artifacts) aAA@ Kkal Kdnoleg vOppeG oupneplpopds nou PonBouv toug epyalopévoug MIag
enxeipnong va katavonoouv tn Asttoupyia tng. Mapddelypa onTIKWY XapaKTINPIOTIKWY WMNopEi va
eivat o e€onAlopog n 1o oxé€dlo tou Ktipiou dnou oteyadovtal ta ypageia tng enixeipnong. Méoa ota
ONTIKA XapaKTNPLOTIKA OpwG pnopel va nepthapBavetal n unootnpin Npog toug ouvadEéAQoug pag,
N yvwplpia pe véoug ouvadéAoug, n.x and kanoto napdptnpa ypageiwy tng iblag ing etaipeiag ot
GAAN noAn, o Xelplopog Kanolwv npofANPAtwy Nou WMopei va NPoKUYoUV OXETIKWY HE TNV
neilBapxia evog epyadopévou Kal N PN KPITIKA Yid TOUG aVwTEPOUG Hag.

Z1o Seltepo eninedo 6Aa ta péAn avayvwpidouv 1 aieg Kat tn onpacia toug. Ot aieg sival
0TOXO0l, KOIVWVIKEG apXEG Kal MPATUNa TG KoUuAToUpag nou tng npoadibouv tnv aia nou npénet va
éxel. TonoBetel 10 oUoTnpa twv Kovwv aflwv nou Ba pnopoucav va anoteholyv, cUPPWVA HE TOV
Schein, tov tpéno nou SikaloAoyouvtal ol CUHNEPIPOPES TwWV HEAWYV TNG ENIXE(PNONG OTO NPWTO
eninedo nou avapépbnke. Kotvég aieg Aoindy, dnwg n pniotoolvn, n eIMkpivela, n eAeuBepia, n
dnuokpatia, n oguvepyaoia, n opadikn gpyacia kat o €Aeyxog, eNnPeadouv TN CUMMNEPIPOPA TWV
epyalopévwy ol onoiol, yvwpidovtag noto eivat To enBupuntd anotéAeopa yia v enixeipnon, Tig
HETATPENOUV OE CUUNEPIPOPEG.

Zto tpito eninedo, nou eival kal 1o apnpnpévo, Bpiokoupe OAEG eKeiveg TG AVTIANYELS, TIC
nenolBnoelg, TIG OKEWELG, Ta ouvaloBnpata twv epyalopévwy nou agopouv Tnv avBpwnivn guon,
TIG ox€0¢lG, To neptBAAov Kal tnv aAnBela. LUPQwva Pe tov Schein, og auto to eninedo ouvavtiape
TNV oucia tng KouAtoupag, agou, péoa and to yeyovag tou nw¢ avuAapBavetat o kKabe évag
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epyadopevog Tov €auTo Tou, dlagopPuwvel autd nou teAika yivetal iblo kat Asitoupyei Kat yia Toug
unoAolnoug.

1.1.3 PéAog Kat Asttoupyieg Tng KOUATOoUpag o€ Hia entxeipnon

H kouAtoUpa eival ekeivn nou ennpeddel ta dtopa va eppnvedouv ta Slagopa cupPdvia evidg 1ou
opyaviopoU Kal endpd otov Tpono pe Tov onoio gival opyavwyévn pia enxeipnon.

O1 6paotnplotnteg nou AapBdavouv xwpa Péoa o€ pia enixeipnon Kal ennpeadovtal Aueca and v
KOUAToUpa eivat:

e Ot tpdnot enikolvwviag Kat aAAnAenidpaong PeTagU Twv OTEAEXWV Kal TwV eEWTEPIKWV
gnagwy, Onwg yla napddeiypa ot neAdteg, ol pétoxol, ta péoa Padlkng enkotvwviag, ol
NPOPNBEUTEG.

e H enxelpnpatikn otpatnytkn nou akoAouBei n enixeipnaon.
e Outponot (HoviéAa) bloiknong nou emAEyel va AElTOUpYNaEL N eNixeipnon.

e Takptthpta anddoong twv epyalopévwy PEow Twv onoiwv afloAoyouvial Kal ot anoQAcelq
nou AapBdvel 1o avBpwnivo SUVApIKO.

e To €ibog twv Sl1anpoownIKWY OXECEWY MOU N EMNIXEPNON KAVEL aNodeKTO yia Ta PEAN TNG.
H KouAtoUpa Aotnoév npoadidel éva €ibog tautdtntag ota PEAN TNG ENXEipnong — opyaviopou.

‘000 nto ekabapeg eivat ot Kotvég agieg evog opyaviopou TG00 Mo OTEVA Kal anoTeAEOHATIKN Eival
n ouvbeon twv epyalopévwy He To OPAKa Kal TNV anooTtoAn tng €talpeiag, Yeyovag nou eVIOXUEL
TNV agooiwaon toug otnv enixeipnon kat tnv aioBnon ot avnkouv oe €va gupUTtePO Kal KaAd
OplopEVO OUVOAO — €ite npoKeltal yia naAaloUg epyalopévoug eiTe yia véa oTeAEXN.

EmnAéov, péow tng KouAtoUpag evog opyaviopou eival nio ekdbapo atoug epyalopévoug NOLEG
npaelg, ouPNEPIPOPEG Kal molol Tponol enkolvwviag eivat anodextég, divovidg toug pia
KateuBuvon Tou T1 PNopoUV va KAvouv, va Mouv h va pnv nouv avdloya Ti¢ ouvBNnKeg nou
avtipetwnidouv. XTnv ouaia toug divel Tnv anapaitntn otabepdtnta yia va Aeltoupynoouy og idleg
N S1aQOPETIKEG KATAOTATEIG EVTIOG TOU 0pYAVIOHOU EPOTOV NMPOKUYOUV.

H 6uvatétnta va npooapuodetal pia enixeipnon oto e§wteptkd nepifallov petappdadletal wg
eniteugn otdxwv oUPPWVa HE TN OTPATNYIKN TNG. Kal autd pnopei va yivel géow twv pebodwy Kal
Twv dpaoctnplotntwy nou npénet va npaypatonoinoel KabBwg kat tg diadikaoieg pe t1g onoieg
avtipeTwnidel Tnv eNituxia TG M TNV ANoTuxia ING o€ €va TopEQ.

‘Otav ta péAn evog opyaviopoU yvwpidouv Tnv anodTtoAn Tou Kal KatavooUv nwg PnopoUv va
OUMMETEXOUV OTNV €niteun Twv OTOXWV Tou, Hnopouv va diaxwpioouv nolol €ival ekeivol ol
e€wtepIKoi NapAyovIeG Nou €ival onpavtikoi h acnpavtol, Hnopouv va dnuioupynaoouv Tov Tpomno
he tov onoio Ba «petpolv» ta enitelypatd toug kat Ba pnopolv va afloAoynoouv Kal va
npoadlopioouv ti¢ attieg e€aitiag Twv onoiwv 6ev Katdpepav va ENITUXOUV TOUG 0TOXOUG TOUG.
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1.1.4 Acttoupyieg Tng KouAtoUpag 660V aPopd Tnv Npocappoyn os eEWTEPIKOUG
napayovieg

‘Opapa, AnootoAn Kat Etpatnytkn: Kowvn avti\nyn and 6Aa ta péAn tng KUPLag anootoAng, Twyv
pEBOOWV Kal TwV AEITOUPYLWY TNG ENXEIPNONG,.

Ztéxot: Kowvn aviiAnyn yla toug 0tdxoug Tng enixeipnong oUP@uva Je To 6papa Kat tTnv anootoAn
6.

Méaa: Kowvn avtiAnyn yla to nota péoa npénet va xpnaotgonolnBouv yla va entteuxBoulyv ot atoxol
NG enixeipnong, 6nwg, yla napddelypa, o tpdnog opilopol twv apolfwy h twv Béoewv otnv
lepapxia péow NG opyavwtikng SopNng Nou €XeL n enixeipnon.

Métpnon: Kowvn avtiAnyn tou tpénou (twv Kpttnpiwv) e tov onoio petpiétal n anédoon twv
HEAWV NG enixeipnong, 6gov agopd tnv eniteuén twv otdxwyv, aAAd Kal ol TPAnol EAéyxou Twv
otadiwv nou akoAouBouvtal yla tnv €niTeUEN TwWV OTOXWV.

AUogig: Kowvn avtiAnyn yia 1o noleg ival exeiveg ol diadikaoieg — 610pBwTIKEG Kivhoelg nou Ba
npéneL va epappoaotolv yia va eniteuxBolv ot atoxol edv NPoKUYEL Kanolo npoBAnua.

1.1.5 Asttoupyieg Tng KouAtoUpag 600V aPopd To E0WTEPIKO NeptBailov tng
enixeipnong

‘Opla opadag Kat kpitnpla anodoxng N anokAelopou peAwv: Kovn aviiAnyn notot Bewpoulvral
MEAN N 6x1 TNG opddag Kat Pe nola kpttnpla entAéyouv ta PEAN nou Ba anaptidouv tnv opada.

Mwooa enikotvwviag: Kovin aviiAnyn yia to nota eival n yY\wooa Kal ol KWEIKEG enkotvwviag yia
va pnopei va Aettoupynaoet anodotika n opada.

@¢on: Kowvin avtiAnyn yla To nola sivat ekeiva ta kpithpla nou kaBopidouv tov Tpdno pe Tov onoio
kanolog avePaivel otnv lEpapxia Kat tov Tpono We Tov onoio aokei eouaia and tn Bon autn.

Evotnta: Kowvh avtiAnyn yia 1o notol gival ot kavoveg nou e€ac@alidouv tnv 1ooTIhia Yéoa otnv
enixeipnon, doxeta e 1o GUAAO ToU aTOHOU YIa Kia ENITUXNKEVN CUVEPYAaia.

Ot Hoy kat Miskel (2008) avagépouv 0Tl n KoUATOUpPA TwvV MEPIOCOTEPWY EMIXEIPNOEWY —
opyaviopdwv xapaktnpidetat anod ta e§ng faoika otoixeia:

ZraBepotnta: AnAadbn Katd ndoo ol HpactNPIOTNTEG Kal ot 51adikaaieg Tou opyaviopoU evioXUouv
Tn otaBepOTNTa Kal ano@elyouv PeydAeg kat enwduveg aAayEg yia ta HéAN Tou.

MpooavatoAiopog oto anotéAeopa: Anhadn katd ndco n idia n dioiknon evdlapépetal kat dpa pe
TETOL0 TPOMO WOTE VA EMITUYXAVOVTAl Ta anoteAEopata.

MpooavatoAiopog atov epyaddpevo: AnAadn katd ndoo n Sioiknon AapBavel undywn TIG avayKeg
Kal YEVIKOTEPQ TOUG £pYalopEVOUG NMOU anaoXoAe.

MpooavatoAiopog otnv opada: AnAadn katd néoo cuvepyadovial Ta PEAN TNG EMITUXNHPEVA OE
opadeg.
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Katvotopia: AnAadn katd néoo ot epyalopevol oKEPTovTal Kat Hpouv dnpIoUpYIKA yia Tn eniteugn
TWV OTOXWV TOUG.

Auvapiopog - Ikavétnta: Anhadn katd néco ot epyaldpevol cuvaywvidovial getal toug yia va
dnploupynoouv 1o TeAIko anotéAeopa.

1.2 H évvoua kat n onoudaidtnta Tng entkoLvwviag

Tt eival enikovewvia; Eival n npogopikn Kat ypanth avtaAAayn okéWewy, 16wV, NANpoPopLwy,
aoBnpdtwy, yvwoewy, péoa anod tnv alnAenidpaon pe dMoug avBpwnoug. AnoteAei avaykn,
ylati pe Tov 1pono autd ot dvBpwnot Yolpaldpaote okEYELG, NPoBANpaATa Kal EPNELPIES, HE oKond
va ouvevvonBoUpe Kal va ouvepyaotoUpe We toug dAoug avBpwnoug. Eival pia diadikacia
dlaldyou, danpaypdteuong, nelBoug, avixveuong npoBéacwy, dlaBéoswy, npoadoKiwy, akda Kat
daniotwong avtibpdoswy péow tng onoiag npoonaBoUpe va kKataAdBoupe Toug AAAoug. H guon
NG ENKoIvwviag eival ouvexng, apou otéAvoupe Kat AapBAvoupe ouveXw  pnvuparta.

1.3 Baolkég apxEG entkolvwviag

H enikovwvia pnopel va oplotel wg: «H 1éxvn ¢ anoteAeauatikng aviaAiaynic nAnpogopiwv, n
onoia oAokAnpwverai ue tv edpaiwon katavonong avdueoa o dUo 1 NEpIOOOTEPA dToua, avaueoa
o€ €va drouo Kai pia oudda, 1 avaueoa ae dU0 N NePIOOOTEPEC OUAGES».

Tpeig eival ol Bacikotepol oKonoi Tng enikovwviag:

1. Eniteu€n ouvtoviopévng dpdong
2. Awvoun nAnpogopiag

3. Tpdnog ékppacng cuvaloBnpdtwyv

Ot paoceig Tng eNIKoVwviag

H 6iadikaacia tng enikovwviag Eekiva and évav nound, o onoiog kwdikonolel, 5nAadn petatpénel
€va pnvupa og €va oUpPoAo (n.x. Aé€elg). To pnvupa toTe anooTEANETaL Kal HETAPEPETAL OTOV HEKTN
(Me diapopa péoa), To onoio Kat o 6éktng napaiapPavel. O 6€kng, apou napaAdpfel To pnvupa, o
anokwdikonotel. H anokwdikonoinon Ttou pnvUpatog avagépetal otnv enefepyacia ng
nAnpo@opiag and tov 6€ktn, Tnv onoia «PIATpApel péoa and tov 61KO Tou ecwTEPIKO didAoyo, TG
NPOCWIIKEG TOU OTACELG KAl NPOKATAANYELS, TIG NPONYOUHEVEG EUNEIPIEG TOU KAl TIG MOAITIOTIKEG
Tou a€ieg» (KavbuAdakn, 2004, 73). Méow tng avatpo@odotnang, o 6¢ktng npoonabel va dwoel pia
anavinon otov NoMnoG avapopikd Je To HNvUla, To onoio €xet AddBet. Me autd tov tpono o Nopnag
pnopel va avuAn@Bei €dv o O€ktng éxel AdBel N OXI TO PAVUMA Kal KAT@ NG00 autid €Xel
dlaotpePAwbei N napepunveubel and tov 6éktn. H avatpopoddtnon ocupPalet, dpa, otnv
anoteAEOATIKN EMIKOIVWVIa.

«H avarpopoddrtnon ouuBdAret atnv eniluon twv npofAnudrwy nou npoépxovrtat and ta eunédia atnv
enkovwvia, N and avenapkn kKwdikonoinon tou unvuuarog n anokwdikonoinon n AavBaouévn
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uetapopd. la napadetyua, o A otéAvel éva unvupua atov B kat o B 1o 6éxetal. Eival, duwg, oiyoupo ot
0 B e1oénpaée auté akpiBwe To PrvuLa nou oKOneue va oteilel o A;»

Xe 0,1 apopa tnv enikotvwvia, ival, eniong, 1blaitepa onpaviiko Kat to yeviko nAaioto oto onoio
autn diadpapartiletat.

Yuykekplyéva, o Verderber (1998, 29) avagépetal ot akoAouBeg 1éooeplg PeTaBANTEG nou
a@opouV 10 YeVvIké NAaiolo enikolvwviag:

1. To @uaolko nepiBdiov
2. lotopikn
3. Wuxoloyikn
4. HkouAtoupa
5

AEKTIKA Kal Pn AEKTIKN EMKOVwvia

1.4 H yAwooa tou cwpatog

Ot neploocdtepol anokaloUv «yAwooa 10U cwpatog» OAa eKeiva Ta oTolxeia Mou agopouv 1o vonua
Kat tnv NnpoBeon tng enkolvwviag pe Toug dAAoug ta onoia AdapBdvoupe and KAMOIEG XEIPOVOUIEG,
EKQPACEIG TOU Npoowrnou KaBwg Kal and tn otdon tou owpatog. Oubnnote dnAadbn dev
oupnepAapBAavel AekTiKN ntkolvewvia.

Ol X€lpovopieg €pxovIal OPYAVWHEVEG O€ «MPOTACEIG» Kal Aéve ouvexwg tnv aAnbBewa yua ta
ouvaloBnpata h tn 61a6eon tou atdpou. To «dlaloBnTtiko» dtopo pnopel va «dlaBadet» Tig alwnnAEG
npotdoelg Kal va tg napaBdaiAel Ye akpiBela, Ye TIG NPOPOPIKEG NPOTACELG TOU AAAOU atdpou.

Méoa ékppaong Hn AEKTIKWYV HNVUHATWYV

Ta péoa nou unopoUv va xpnoldonotnBolv yla Tn petagopd e€vag pn AeKTikoU, Onwg
npoava@épape, ivat napa noAAd (otdon owpatog, KEPAAL, EKPPACELG NPOCWNOU, JATia, Xpold atn
(PwVN, KIvnon XEPLWV, XEIPOVOUIEG, enagn, KATw dkpa K.T.A.). To id1o 1oxUel Kal yia ta pnvupata nou
nolkiAouv w¢ NPog To vonua toug: dnAadn va sival pnvipata epwTIKNG pUONG N akopa pnvupata
avtipatikd oe oxéon pe ta Adyla tou iblou atépou, ondte PnopoUpE Va CUMNEPAVOULE NOTE KAMOI0G
yeudetat.

lMa tnv KaAUtepn epunveia Toug Ba Ta aNOPOVWOOUUE WOTE VA HNOPECOUKE va anobwoouUpE Mo
anoteAeopatikd Tn onpacia toug. Entkoivwvia pe tnv agn. H enagn twv avBpwnwy givat onpgaviiko
OToIXEl0 0TN PN AEKTIKN ENiKolvwvia Kat Eekivasl and ta npwta Brpata tou avBpwnou atov nAavAtn
aAAd kal ano ta npwrta Bhpata otn {wn tou.

TNV Npaygaukotnta, n aiobnon tng agng eivat n nNpwtn and Tug alebnoeslg nou pnaivel oe
Aettoupyia. Epguveg €xouv anodei€el 611 ta Bpépn apxidouv va enikoivwvoUv NPWTaA KE TNV apn Kal
nio évtova avapeoa otoug dekatéooepig Pnveg Kal ta duo xpovia (Clay, 1977).
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AvBpwnog Kal enikolvwvia ge Tnv apn

H nowdtnta tng enagng otoug evnAikeg e€aptdtat and to GUAo tou atdpou, Tnv nAlkia Tou, tnv
NPOCWMIKOTNTA KAl TN 0XE0N MOU €X0UV Ta dtopa Petagl Toug.

Ta 23 pnvUpata autou tou eiboug petadibouv otdoelg, dnwg e€oucia, oupndbela, oupnovia,
Katavonon K.q.

Ot Adyot nou ot avBpwnol ayyidouv o €vag tov aAhov ivat ot e€NG:
e 'Otav divouv nAnpopopieg n cUPBOUAEG NeploadTepo and otav TG {ntouv.
e 'Otav bivouv pia eviohn napa étav tn déxovtat.
e 'Otav {ntouv pia xdpn napd 6tav npénetL va Tnv KAvouv.
e 'Otav npoonaBouv va neicouv Kanolov napd 6tav kanolog AAAog npoonabel va Toug neioel
yla Katt.
e Y& pia cofapn oudntnon NeplocotePo and 6,tl o€ pia tuxaia.
e X évandptinapd otn Souleld.
e 'Otav napakivouv kanotov napd dtav napakivouvial and kanotov aAAov.
e 'Otav déxovtal eninova pnvopata napd otav ta petadidouv.
e 'Otav KaAwoopifouv n anoxalpetouv KAMoLov.

e Y& TPAYIKEG KATAOTACELG Yla €va atopo (névBog).

Eival pavepd 6t n enagn nolkiAel avaloya pe thv nNepintwon — 0o Nio Tpaylkn tdéoo nio Peydin
nBavétnta undpxel yia euolkn enagn. Ot avipeg ekivolv ouvnBwg Hla QUOIKN €nagn o€ id
«Bapta» atpéopaipa. Ot yuvaikeg Tn xpnotgonoloUv o NEPINTWOELG Nou oxeti{ovial pe Bépata
ouvaleBnpatikou tunou.

1.4.1 Ek@pdocig pe ta xépla

Katd tn didpkela piag ouvopihiag ta xépla Twv atopwy nou Aapfdvouv pépog otn cudhtnon
OUMMETEXOUV EVEPYA WETAPEPOVTAG TO OIKO TOUG HEPOG TOU PNVUMATOG. AUTEG Ol KIVACEIG TWV
XEPLWV €IVAl XAPAKTNPIOTIKEG OE OPIOPEVEG MEPIMTWOELG.

To otalpwpa Twv XepPLWV Nicw ané tnv nAdtn

To otaUpwpa twv Xxeplwv Niow and v NAdtn anoteAel xelpovopia nou dnAwvel oxU. Xtnv
npaypatikatnta, n épeuva £de1€e 611 ol Neploadtepot vBpwnol Bewpolv T Xelpovouia auth deiypa
ava€loniotiag (6tav 6ev pnopoupe va SoUpE TL KAVOUV Ta XEPLa Tou AAAoU, YIvOpaoTe KaxUnontol
anévavti tou). Etol, €dv 0 016x0g 0ag ivat va au§noete Tnv guniotoolvn npog 1o AAAo dtopo o€
onotadnnote otypn, pnv tonoBeteite ta xépla niow and tnv nAdtn oag. MnopoUpe va
OUVAVINCOUME auth TNV Kivnon Twv Xeplwv o€ NoAAd enayyéApata — anod dieuBuviég axoAeiwy,
OTPATIWTIKOUG, A0TUVOMIKOUG Kat dAAa dtopa Ta onoia katéxouv kanoto €idog e€ouaiag.
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To tpiyipo TwV xepldv

To tpiyipo TwV XePLWV Npaypatonoleital and KAnotov nou NePIUEVEL va yivel KAt BeTIKO yU' autov.
MoANEG OPEG N CUYKEKPIMEVN Kivnon npaygatonoleital and 1o dtopo o6tav autd é€xel kepdioel
Kanoto xpnuatiko €nabAo. O1 nwAntég 61dAokovtal Nwg av XpNoIHonoloUv Th XElpovouia auth
(tpiyipo Twv xeplwrv) dtav neplypdpouv npoidvia h unnpeoieg oe enidofoug nehateg, Ba npénel va
npoo€€ouv 1o ypnyopo tpiyido av 6ev BEAouv va pépouv Tov neAdtn toug o€ B€on apuvag. ‘Otav o
610G 0 neAdTng TpiPel Ta xépla Tou Kat Aéet otov NwANTh «lMa va 6oUpEe Tt Yag NpooEpelg!», autod
efvat onpadi 6t nepipével va tou emdei§ouv kAt kahd kat 6t niBavotata Ba ayopdoel.

H otdon 1wV oPIYHEVWYV XEPLWV

Y€ €peuva nou npaypatonoinoav ot Nierenberg kai Calero ndvw otn 0Taon TwWV GRLYHEVWV XEPLWY,
0dnynBnkav oto cuPNéPacpa NwE evw ano tn pia Bewpeital xelpovopia autonenoi®nong, yiati ta
dtopa nMou tn Xpnolponololv ouvnBwg xapoyeAoUv Kal akoUuyovial €UTUXIOMEVOL, O MOAAEG
nepINTwoelg 6nAwvel kat anoyonteuon deixvoviag 6Tt to ATopo anokpUNTel apvntikn otdon. H
Xelpovopia éxel Tpelg duvatég BEoeEIG: Ta xépla o@lyuéva, V' akoupndve ndvw oto ypageio: NAvw
ota yovata otav kdnolog kabetal- n ynpootd ano tov kaBdalo otav otéketal 6pBiog.

Ekt6g and autn tn oxéon dlaniotwBnke eniong 4Tt Kal 1o UYPoG 0To onoio gival oPlypéva ta xépta
pavepwvel 1o PEyeBog Tng apvntikng didBeong tou atdpou.

To otaUpwpa Twv XePLOV

H xelpovopia otaupwpatog twv Xeplwv €ival pia naykdopia xelpovopia kat dnAwvel tnv idla
apuvTIKn N apvntikn 81d8eon oxedov naviou. Tn BAEénoupe ouvnBwg oe SnPOOIEG CUVAVTINDELG, OTav
€va dtopo eival avapeoa oe E€voug, ENiONG 0 KAPETEPIEG Kal O acavaép h onoudnnote alou ol
avBpwnot aioBavovtatl aBéPaiol kat avacpaAeic. Av beite Tov ayannuévo oag va oag NEPIPEVEL L
OTAUPWHEVA OQIXTA Ta XEPLA, ETOIPAOTEITE yia... BUeAAa. To otaUpwHa Twv XepLwV onpaivel Ot
Bpiokeote pnpootd o€ évav gpayuo.

To onpa Tng avoixtng naAaung

MoAAEG popég, otav PINAUE Kat emBupoUpe va neicoupe KAnolov yia ta Aeyopeva Hag, €XOUHE Thv
naAdun avoixth npog to PEPOG Tou o€ pia npoondBela va deioupe o1l dev éxoupe tinota va
KpUWoupe. ‘Onwg to oKUAL onkwvel To Aaipod tou yia va dei€el napadoaon, €10t Kal o avBpwnog
Xpnaolponolel Ti¢ NaAdUEG Tou yia va nepdoel to pnvupa. Ta eldikptva dtoya, yia napadeyua, Ba
KPatnoouv tn Wia n Kat 1§ 6Uo naAdueg avoIxTéG npog 10 PEPog tou dAou. ‘Otav éva naidi Aéel
Wépata, npoonabel va kpUYel T NaAdpeg niow and tnv nAatn tou. To (6o Kal évag avipag nou
npoonabei va 1a «unaAwaoel» ot yuvaika tou: Ba BAAel ta xépla oTIG T0€neg Tou N Ba oTaupwoel
TIG NaAdpeg tou. M’ autd Kal ol NWANTEG €Xouv eKNAIOEUTEL va KoIToUV Toug NEAATEG OTIG NAAAMES
TOUG, Yla va kataAdBouv av npokeltal va BAAouv 1o xEpL TNV TOENN.

Ot KIVAGELG TOU avtixelpa

Ol xelpovopieg autng Tng Katnyoplag eival deutepeloucag onpaciag, He Ty €vvola OTL dev pnopouv
va otaBoulv and poéveg toug aAAd avinkouv o€ €va dAo oUvolo Kivhoewv Katl anAwg unofonBouv
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TNV Katdotaon. AUTEG oL XElpovopieg Xxpnatgonolouvrat yia va dei§ouv kKuplapxia, avwtepdtnta h
akdpa kat enBetkdtnta (Kopvnvakng 1996).

Tpelg eival ot Bacikég BEaelg TwV XePLWV O Hia Xelpayia:
e Mg tnv naAdun npog ta Katw (Kuptapxia)
e Me tnv naAdun npog ta navw (unotayn)

e Mg tnv naAdun katakopuea (1o6tnta)

Xelpovopieg o€ oxéon pe 10 NPOGWNO

Ot xelpovopieg nou oxetidovtal Pe to NPOowNo pnopoUv va pag anokaAuyouv noAAéG and Tig
OKEWEIG TOU OUVOMIANTA Kal va pag PBonBnoouv va Katavonooupe note npoonabel va pag
e€anatnoel kanolog.

Xapaktnplotikd napadetyya anoteAel autd twv Tplwv copwyv Haipgoldwy nou b6ev BéAouv va
aKoUVE, va Aéve Kal va BAénouv kavéva kKako. Me tov (610 tpdno kat o avBpwnog, 6tav BAEnel, Aéel
n akoUel avaAnBeleg n kopoidieg, ouxvd npoonabei va kaAUyel avtiotoixa Ta pdatia, To oTopa h ta
auTid pe ta xépta tou (Birdwhistel 1970).

To okénaopa Tou oTOHATOG

MpOKEITal Yla XapaKTINPLOTIKA Xelpovopia Tou natdlou, ouvnBwg dtav €xel kavel {nuid n ataia kal
nAdBel pla gpaviactikn 1otopia Tnv onoia A€l 0TOUG YOVEIG TOU yia va Pnv 1o Tigwpnoouv. KaBwg
dinyeital tnv 10topia, to nadi okendalel ouxva 1o OTOUA HE TO XEPL TOU oTNV Npoondbeld tou va
anokpUYEl Ta npaypatikd yeyovota (Bpettdg 1999).

H id1a akpiBwg kivnon npodibel kal toug eVANIKEG OPKETEG POPEG, EVW AAAOL, 0TNV NPoonabeld Toug
va tnv ano@uyouy, cuvhBwg Brixouv.

1.4.2 Kivnoelg pe ta nodia

Ot Kivnoelg e ta nodia Ynopei va ival 1o (610 XapakTNPIoTIKEG e QUTEG TwV XeplwV (Bpettog 1999).
Yndpxouv eKQpACEIG Kal 0Tdoel TwVv Nodiwv nou SnAwvouV 6,TL Kal AUTEG TWV XEPLWV.

To otaUpwpa Twv Nodiwv oto oxnpa tou aplBpol técoepa

H otdon tou otaupwpatog twv nodlwv oto oxnpa tou aplBuou téooepa dnAwvel tnv Unapén
avVTaywVIOTIKAG N aKOUN Kat paxnTikng 81a6eong and to Atopo nou Tnv eKTEAEL

Ot yuvaikeg nou popave navieAovia naipvouv Kat autéG tTn oTach Tou aplBuou téooepa.

1.4.3 EK¢@pdoelg P& 10 Npocwno

Ot Boe1g Tou KepaAiov

Tpelg eival ot Baoikég B€oelg Tou kKe@alioU: To KEPAAL YnAQ, To KEQAAL va YEPVEL NPOG TO €va HEPOG,
T0 KEQAAL va gival Katw.
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‘Otav 1o Ke@AM ival ynAd dnAwvoupe pia oudétepn 0Taon wg NPog autd Nou akoUHE. To KEPAAL
napapével ouvnBwg akivnto Kal Prnopel Kanou Kamnou va Kavel Pikpd veupata. ‘Otav 10 Ke@AAl
YEPVEL NPOG 10 €va PEPOG HNAwVoupE evOlapEpoV yia KAt nou akoUe h BAénoupe. ‘Otav o KepAAt
eival kdtw dnAwvoupe apvnTIKn h akOPN Kal ENKPLTIKA §1dBeon anévavil 01o dtopo nou JIAJEL

Ta 800 xépla nicw anéd to KePaAt

Auth n xelpovopia €ival Xapakinplotikn o€ Aoylotég, Siknyopoug, 6leuBuviég nwAnoewy,
dleuBuvtég panedwv Kat yevikd o avBpwnoug nou viwBouv autonenoibnon n avwiepdtnta. To
ATopOo QUTO EKNEUNEL Olyoupld yia Tig Suvatdtntég Tou Kat vopidel 6Tt yvwpidel Ta navta, otdon nou
pnopei va NpokaA€oel EKVEUPLOHO 010 OIKe(o NePIBAAov tou.

H kivnon tou kepaAioU apxikd npog ta Ndvw Katl €NElta Npog ta Katw

Mpokertal yia kivnon nou unodnAwvel katdpacn n emdokipacia, evw avtiBeta n kivnon apxika
Npog Ta aplotepa Kat €netta npog ta 6€1a napanéunel oe apvnon n anodokipaacia. ‘Otav pag kavouv
Hla €pWTNON OTNV onoia NEPIPEVOUY APESN andvinon Kat epei BEAoupe va anavinooupe apvnTika,
ouvnBwg xpnaolponoloUpe 10 KePAAL pag. H kivnon tou KepaAiou 6e€1d Kal aplotepd dnAwvel
dpvnon onoudnnote atov KOOKO Kal av tn xpnalponotnooupe. AvtiBeta, av n andvinon pag eival
Betikn, T01€ N Kivnon nou Ba kavoupe Ba ival Yia eAagpia Kivnon Tou KepaAioU Npog ta KATw Kal
auth n xelpovopia onpaivel to id1o o€ 6Aa ta pépn tou NnAavAtn.

Katnyoplonoinon ek(ppacewv npocwnou

Eival 10 Mo ekQpactikd pPEPOG TOU OwHatog, He 10 80% Ttwv Pn AEKTIKWVY HNVUPATWY va
petadibovtal and to npdowno Kat 1o tpiywvo pétwno /epudla - ydtia - putn/otopa.

Ex¢pdoeig kat ouvaicBnpata

Ot ekppdoelg Tou Npocwnou pnopoUlv va katnyoplonoinBouv wg e€Ng:
e Evblapépov-£¢€ayn
e Eutuxia-xapa

Eniong epgavidovral putideg otig e€wtepikég Akpeg Twv patiwy, dtav dnAwvetat:

e 'EKnAngn

e OAiyn - 0buvn
e ®06Pog

e Nrtponn

e Auoapéokela

e Quudg
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1.5 Baoikég 6e€lotnTeg ENKolvwviag

(i) Avoiktég — KAelotég epwtnoelg

Ol aVOIKTEG EPWTNCELG ENTPENOUV OTOV EPWTWHEVO Va eKPPaActel Mo eAelBepa Kat va HolpaoTel
neploootePeC NAnpopopieg, 16laitepa ava@oplkd Pe TG OKEWEIG Kal ta ouvaloBnuatd tou
(Trevithick, 2005).

(ii) Mpooektikn akpbéaon / napakoAouBnon

H Baoikotepn de€idtnta katd tn Sladikacia tng enikolvwviag Kal Tng napoxng Bonbelag sival n
(KavoTNtd pag va akoUpe Pe npoaoxn tov dAov (Ivey, Gluckstern & Ivey, 1996).

YUYKEKPIUEVA, N TMPOCEKTIKN aKkpdaon avapépetal «otnv MOAITIOUIKA-KoIVwVIKG appdlouca
AEKTIKN Kal PN-AEKTIKA CUUNEPLPOPA TOU aKpoath», n onoia deixvel atov optAnth 6Tt Npaypatika
Bpiokeoal padi tou kat ot evblagpépeoal va akoUOEIG autd mou €xel va nel. Ekto¢ and tn
Bepaneutikn afia nou éxel n ev Aoyw 6e€idtnta, napdAnAa cupBdaAlel otnv evioxuon tng
autonenoiBnong Kat tng autoeKtiynong tou odiAnth, didtt avtidapPfdavetal 1o yvnolo evdlapépov
TOU aKPOATN Yla 600 €XEL Va EKPPACTEL.

(iii) Evepyntukn akpoéaon

H endpevn ¢@don otn dadikacia tng akpdaong eival n Katavonon autwv Nou akoUCAE.
YUYKEKPIKEVA, N Katavonon «anguBuvetal otnv Ikavotnta anokwdikonoinong evag Pnvupatog,
npoadidoviag cwotd vonua ¢’ autod».

H evepyntikn akpdacn anattel pia Aektikn, cuvnBwg npogopikn aAAnAenidpaon pe tov opiAnTh,
Baolopévn otnv NPOCEKTIKN NapakoAouBnan 6owv Aéel To dtopo Kal 60wV To atopo ekppalel Yéoa
ano tn pn AEKTIKN Tou enikolvwvia. H evepyntikn akpoaon nepAapBAVEL CUYKEKPIUEVEG TEXVIKES
yla va eniBefatwaoete otov opIANTA OTI €XETE KATAVONOEL AQUTA NOU 0ag ine.

AUo tétoleg 6e§l0TnTEC €lval n napdgpaocn Kat n avtavakAaon cuvaicBnpatog.

(iv) Napagppaon

Méoa and tnv napdgpacn o akpoatng enavadlatunwvel Kat avatpoPodotel To Atodo-odIANTA Ye
TNV ouadia Twv NANPOPOPIWY Nou €Xel SWOoEL.

Ma va eivat enituxnpévn n napdepacn Ba npénet va divetal 1blaitepn npoooxn, wote va pnv
enavaAapBdvoupe ta Adyla Tou odIANTA, aAAd va evtoni{oupe TNV oucia 60wV €ine Kat Pe 61ka pag
AOyla va tou ta Yetapépoupe niow. H napagpaon eivat xpnotun yia va avtiAngBouUpe dv €xoupe
kataAdBel owotd autd nou HOAG akouoape (6Tl dev éxoupde napepunveloel dnhadn pia
nAnpo@opia), aA\d kal yia va ailgBavBei o odIANTAG OTL TOV aKOUWE NPaypatikd cupBdAlovtag otn
dnuioupyia plag Betikng oxéong.
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(v) AvtavdakAaon cuvaioOnpatog

H avtavdkAaon ouvaioBnpatog —oe avtiBeon pe tnv napdgpacn, nou xpnolgonoleitat yia va
anodwoel 0to dTopo 1O NEPLEXOHEVO TwV 00wV €ine— Xpnalpgonoleital yia va «avtavakAdoel ta
ouvaloBnpatika oToIxeia Nou evundpxouv oTig EKPPACELG TOU OMIANTA». MEOw TNG XpNoNg QUTNG
g 6e€0tntag avatpo@odotoUpe TOV OGUVOMIANTA pag We ta ouvaloBnuatikd otoixeia nou
epnepiéxovtal ota Adyta tou, Ki €1al tov BonBape va cuveldntonotnoel 6oa atcBdverat.

Tautoxpova, tou deixvoupe 6T Tov anodexdpaaote, ot Hev Tov Kpivoupe Kal bev npoonabolpe va
MELWOOUKE autda nou viwbel.

(vi) EvouvaicBnon (empathy)

H evouvaioBnon avagépetal otnv IKAvOTNTA Pag va KatavooUe TNy Katdotacn tnv onoia Blwvel o
aM\og, va Badoupe dnAadn tov eautd pag otn B€on tou dAou. Luxvd n evouvaioBnon avagépetal
Kal wg ouvaoBnpatikn tavtion.

1.6 Mop@pég Kat €idn enikolvwviag péoa otnv enixeipnon

Ot Hop@Eg entkolvwviag nou o@eilel va akoAouBnaoel pia enixeipnon n €vag opyaviodog npénet va
elvat noAanA£g. H enthoyn tou Tponou enKovwviag He 1o E0WTEPIKO Kal 1o e€wTtepIkO NepIBAAlov
Ba npénet va diapoppwvetal and toug EKACTOTE GTOXOUG TNG ENXEipnong. Qotdoo eival oKomMIo va
akoAouBoUvtal neplocdTtepeg anod pia HopPPEG eNKOVwWVIaG, wote va ano@elyovial Ta Adbn, ol
napaleiyelg n ot aduvapieg tng kKabe popeng. Ta €idn enikolvwviag nou avantuooovial OTIg
ENIXElPNOELS eival ta e€Ng:

H tunikn Kat dtunn enikowvwvia

Tunikn €ival n popen nou é€xel kKablepwBel and tnv enikovwviakn NOMTIKA NG €taipiag Kat
neplAapPavel ouykekplpéva Kavalla pong tng nAnpogopiag, oapei tpdnoug enapng Petalu Twv
EMNAEKOHMEVWV PEPWV KAl AUOTNPN TAPNGN TNG PONG TNG NANPOPOPNONG Kal TNG lEpapXiag.

AvtiBeta, n dtunn gop®n onyaivel Nwg ol NAnpoopieg Kat ta pnvupata dev akoAouBolv cageig
d1adpopég, alAd Kivouvtal eheuBepa petallu kaBe 1epapxikoU emnédou tou opyaviopoU Kal
(PEPVOUV o€ enapn odadeg epyaciag ol onoieg avnkouv o€ Eexwplotég unopovadeg tng taipeiag.

Ye €nIXelpnolakd eninebo, xpnaoigonolouvial eUpEwG Kat ol dUo HopPEG. XUpewva HE TOV
napandvw Odlaxwplopd, unootnpiletat n Unap€n 600 Eexwplotwyv Kat aAAnAosmdpwviwy
ouoTtnpdTwy enikolvwviag oe kabe enixeipnon: tou e€wtepikoU, 1o onoio akoAouBei nmiotd 1o
OpYavoypauHa Kal HMopel va XapakInplotel wg «YPAPEIOKPATIKO», Kal TOU ECWTIEPIKOU,
avenionpou Siktuou NAnpo@opnong To onoio avantuoostal HeTafl Twv epyalopévwy Kal anoteAel
avanoonaoto KoPUdTtl tng Asttoupyiag o€ kabe enixeipnon.

H kaBetn gvboenixelpnolakn enikolvwvia, Nou €ival anotéAeoHa TNG OpYAvWTIKAG Soung
g

Qg «k@Betn enikovwvia» opiletal n yetafifaon pnvupdtwy kat nAnpogopiwy Petafl epyalopévwv
Mou avnKouv o€ HlapopeTIKA lepapXIKA KAIPAKLa TG (6lag enixelpnong,.
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H kdBetn enikolvwvia gival ouvnBwg nio Tunikn Kat ennpeddetal and t B€on, 1o KUPOG Kal tnv
e€ouoia nou diabétouv ta pépn nou cuvbilaAéyovtal. Alakpivetal oe kaBodikn enikotvwvia, 6nou n
pon tng NAnpo@opnong akoAouBei nopeia anod ta avwtepa enineda Sloiknong NPog Ta KATwIEPaQ:
Kal o€ avodIKn EMNIKOIVWVIad, PE Ta KATWTEPA OTEAEXN VA TPOPOOOTOUV HE NVUHATA TOUG VWTEPOUG
TOUG.

Xtnv KaBobdikn, n 6loiknon kabopilel ta kavdAia enikotvwviag, opiel dnAadn tov dpduo nou Ba
aKoAoUBNoOUV 0L UPIOTAPEVOL Yia VA EKPPACOUV TIG IOEEC KaL TIG ANOYELG TOUG OXETIKA E TOV €QUTO
n t douleld toug, TNV NOAITIKA TOU opyaviopoU, Ti¢ HeBodoug kat aAAa Bfpata nou toug
anacxoAouv.

‘Otav pua npoiotdpevn Béon divel apoppn yla enikolvwvia pe pia uplotapevn B€on, tote, Katd
kavova, n enikolvwvia npaypatonoleital Siapéoou plag Kavovikng odou enikolvwviag, SnAadn
dlapéoou tng 0doU Twv dloikntikwy BaBuidwv kabBeta and ta dvw Npog ta KATw.

Anod tnv dAAn, n avodikn enikolvwvia Bewpeital NOAU onpavtikn yia pia opydvwon Kal NpEneL va
evBappulvetal, yiati o dlotayydg n o @OPog eivat and Ttoug KUploug Napdyovieg Mou tnv
napepnodifouv. H avodikn enkotvwvia €xel wg oKond Tnv evnpépwon Kal Tnv napouciaocn
NPoTdcewy Nou Npoépxovial anoé Toug UPlotapévoug, aneubuvovtal Npog Toug NPOICTAPEVOUG Kal
npoo@épel avadpaon.

H opilovtia evboenixelpnolakn enikolvwvia, nou nnyadel andé tnv opyavwtkn Sopn tng
enixeipnong Kat agpopd tnv EVnpépwon Kat tTh S1atinwon epwINPATWY.

H opilévtia enikotvwvia avantUooetal petal opoPdbuiwy oteAexwv nou avnkouv oto idlo
lEPApXIKO €ninedo (n.x. TUAPA MPE TUNMA, MNPOIOTAPEVOG ME Mpoiotddevo K.An.). Agopd tnv
avtaAAayn NANPOPOPIWY KAl YVWOEWV HE OKOMO TO OUVIOVIOHO TwV €pyaciwy, Tnv eniluon
npoPAnudtwy, Tnv evnuépwon yia tnv unap€n nAnpogoplakol UAIKOU, Tnv enihucn diagopwy,
YEYOVOG nou SleUKoAUVEL TNV enikolvwvia, €9’ 6oov Bewpeital 6t 6 dnpioupyei avacpdAela ota
MEAN TNG opyavwong.

0 okonog tng eivat Népa ano Tnv evnuépwon, N UNooTNPIEN Kal 0 GUVIOVIOHAG TWV EMNIXEIPNCIAKWY
dpaotnplothtwv.

e H atopikn enikovwvia (GUVOHIAIEG, £YYPAPEG NPOCWMIKES EVIOAEG K.A.)

e H ouMoyikn enikovwvia (ouvedpldoelg, CUOKEWEIG K.AM.)

e H enikovwvia anopdcewy, ol okéWelg dnAadn nou odnyouv otn AMYn anopacewyv

H e€wenixelpnolakn enikoivwvia nou apopd tnv €NIKOIVWVIa Pe TOUG NPOPNBEUTEG, TOUG NEAATEG,
1a Méoa Madikng Evnpépwoang, Tig diapnpuiotikég etaipeieg, Tig tpaneleg K.An. Ot Bacikotepol tponol
EMIKOIVWVIaG 0TOV EPYATIAKO XWPO £ival HEow TNAEPWVOU Kal pEow e-mail.

1.7 H enikowvwvia péoa otn Aloiknon

H enikovwvia (opiddvtia kat diaywvia) péoa otn Slolknukn opdda é€xel peydAn onpaoia, yiati
anoteAel npoln6Beon yila Tnv eNiKovwvia Pe T0 NPOoWIKS TG EMNXeipnong.



Eunéplo kat E§wotpépela

‘Opwg, 6nwg n pwrtoypapia 6ev unopel va eival kaBapdtepn and to apvnukd and to onoio
ektunwOnke, €tal kat ot AleuBuviég dev pnopouv va petadwaoouv kaBapotepa an’ 4,1t ot ot
kataAaBaivouv.

To yeyovog OtL to €Upog ENPPONG TNG €ival, TUNIKA TOUAdXIoTov, NoAU peyaAUtepo and auto twv
undéAoinwv unaMnAwyv KAvel auth th Jop@n enikolvwviag 8laitepa onpaviikn. ‘Epeuveg éxouv
katadeifel 0TI ol peyaAUtepeg anwAeleg otnv enikolvwvia —nepinou ta 3/4 TnG OUVOMKAG
anwAelag- yivovtat péoa otn dlolknTikn opdada.

Autd pag odnyel oto oupnépaopa 0Tl av n enikolvwvia og autd ta enineda 6e Aettoupyel owotd,
10TE UNApxouv MoAé¢ niBavotnteg va pn Aeitoupyel owotd Kal oto eninedo twv anAwv
unaAnAwv.

Ma va e€aopaliotel, aAAd Kat yia va €xel BeTika anoteAéopata n enikotvwvia o€ auto To eninedo, ol
napakdtw evépyeleg Pnopei va anodeixBouv XpNolUeg:

Kataption Peahioukwv Opyavoypappdtwy. H dioiknon Ba npénel va yvwpidel tnv enionpn Kat
TNV avenionpn enxelpnalakn dopn Kat Tig oxéoelg e€ouaniag, dNwg autég undpxouv.

Kataption Meprypapng Oéoewv. Oa npénel va npoadloplaboulv ol appodiotnteg/uneubuvotnteg
k@Be Bong, va kaBoploBei n dikalodoaoia tou Katdxou KABe BEong, Kal Ta KavdAla enikovwviag
(op1dévtia, kaBeta) nou npénetl va akoAouBouvral.

A&loAoynon Anédoong Epyadopévwv. Oa npénel va e§aopaliotei n KataAANAGTNTa, 0UCIAOTIKN
Kal TUMIKN, ToU Katdxou kaBe B€ong Kal va oplotei 0 puBpog aAAayNg Twv Katoxwv.

Opyavwon Kowvwv Awatpnpatikwv Epyaciwv. Xe autég Tig opddeg epyaoiag Ba npénel va
OUMMETEXOUV TO00 ol AleuBuviég 6oo Kat ol pyadOpeVol XAUNAGTEPWYV LEPAPXIKWY ENNESWV.

AnoBappuvon AvutapxiopoU kat Awatpnpatukwv TpiBwv. Oa npénet va anopelyetal n
euvolokpatia petagl twv TuNPAtwy Kat va kaBopidovial opoldpop@a ol aTOXol Kal ol NPocdoKieg
yia ta didpopa tunpata. Ot napandvw evépyeleg tonoBetouv tnv opidovia Kat diaywvia
enkolvwvia Petau twv S10IKNTIKWY oteAexwv o€ €va eAeyxdpevo nAaiolo, érnou to avenionpo
naipvel enionpo xapaktnpa kat npowbeital n dueon cuvepyacia kat 0 anodoTKOG CUVTOVIOHOG TwV
gpyaoiwyv Hiag enixeipnong. Mia eninAéov npoondbela, nou o€ opIOUEVEG ENIXEIPNOELG Bewpeital
anapaitntn, ivat n Aettoupyia eotiatopiou, KaQetéplag h aiBouoag ouvavinoewv/avayuxng yia
oteAéxn, nou npowBouv autd to €idog enkovwviag.

Opadikn Emkowvwvia oto xwpo Epyaciag. KaBe opydvwaon npoadiopiletal wg €va LUotnpua, 10
onoio anoteAeitat ané unoouotnuata. Ta unocuothyata, SnAadn ta Tpnpata, ol opadeg epyaciwv
KTA., anoteloUv opdadeg. H entuxia TOU OUVOAIKOU ouothpatog e€aptdtat and tnv
anoTEAEOHATIKATNTA TWV UNOCUCTNUATWY, KAl GUVENWG and tnv anoTEAECHATIKA EMIKOIVWVIAKN
PON EVIOC TWV 0PYaVWTIKWY opddwv. H opadikn enikovwvia anoteel pop@n enikovwviag petau
€VOC Neploplopévou aplBuou atopwy, ta onoia Siaxwpidovial o opddeg (Ewg 6€ka) Kat ot onoieg
nalt Siaxwpidovial oe HIKPOTEPEG OpAdEG avdAoya HE TA XAPAKINPIOTIKA Toug. Méow 1ng
enikolvwviag npoadiopidovtal Ta xapakinplotikd kabe opadag (oploBétnon, ouvoxn, opadikn
ouveidnon, Tunol, ouvénela KtA.).'Etal, n enikoivwvia anotelei kpioiun npolnéBeon yia tnv Unapén
kat avantu€n KaBe evboenixelpnolakng opddag.
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< Iuvoyn >

YN OUYKEKPIUEVN BI6aKTIKN evdtnTa pabate yia Thv opyavwaolakn kKouAtoUpa, h onolia
anote)el Baolké otoixeio dnuloupyiag, €€EMIENG Kat entuxiag twv enxelpnoswy, ta
OTOIXE( TNG AMOTEAEOUATIKNG €MKowvwviag, TG ApxéG TNG ANOTEAECHATIKNG
eNIKolvwviag, Tn owoth akpoaan, TNV NPaktikn Enikotvwvia Kat ta cuvnBiopéva AdBn
Kata tnv Enkovewvia.

1.8 Epwtnocig autoa§loAdynong eKnatSeuTIKNG evotntag

1.

0 6pog KouAtoUpa onpaivel KaAAEPYELQ.
O XZwoto O AdbBog

H évvola tng opyavwolakng KouAtoUpag npwtoeppaviotnke otnv Apepikn tn dekaetia tou 1990.
O Iwoto O AdbBog

H opyavwotakn kouAtoUpa ivat to 610 Pe To KAipa plag emixeipnong.
O Iwoto O AdbBog

H eowtepikn Aettoupyia evag opyaviopoU avapEPETal oTNV KOVA TAUTOTNTA TwV £pYalopév.
O Iwoto O AdbBoc

H dapdpewon piag oxupng n plag aduvapung KouAtoUpag péoa og €vav opyaviopo s€aptatatl kat
and 1o KovwVIKO nepiBailov.

OXwotd O AdBog

H enikowvwvia enituyxavetal JEow tNG EKNOMNNG KAt ANYNG JNvupdtwy
OXwotd O AdBog

e 0,1 agopd tnv enikolvwvia, dev eival onpaviikd to yevikd MAaiolo 010 onoio autnh
Sadpapartietal.

OXwotd O AdBog

To tpiyigo TwV XePIWV Mpaydatornoleital and KAMolov Nou NePIUEVEL va Yivel KAt apvnTiko yr
autov.

OXwotd O AdBog

Ol aVOIKTEG EPWTNOELG ENTPENOUV OTOV EPWTWHEVO VA EKPPAOTEL Mo eAeUBePa Kal va polpaotel
NePIO0OTEPEG MANPOPOPIEG, 161aiTEP aVAPOPIKA HE TIC OKEWELG KAl T ouvaloBnpatd tou.

OXwotd O AdBog
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10. Av n enikowvwvia og eninedo dioiknong & Aertoupyei owotd, tote undpxouv NoAAEG MBavoTnteg
va Aettoupyei 0wata oto eninedo twv anAwy unalAnAwv.

O XZwoto O AdbBog

Anavtnosig epwtnoswyv autoa§loAéynong eKnatdsuTiKnG evétntag
1-%, 2-A, 3-A, 4-%, 5-%, 6-%, 7-A, 8-/, 9-%, 10-A
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2 Eloaywyn otis Baoikés €vVolEs TOU eUnopiou

< Ikonog >

Ytnv evdtnta auth Ba napouctactolv ot BACIKEG APXEG TOU PAPKETIVYK Kal Ol ENIKPATECTEPOL
optopoi tou otnv Akabnuaikn kai Enixepnyatikn kowvétnta. Oa e€etactel n epappoyn Tou
HAPKETIVYK O€ BLOPOPETIKES EMIXEIPNOELG Kal 0pyaviopoUg, avdloya He To aviikeipevo Aettoupyiag
TOUG, Kat Ba yivel ca@ég 0Tt o MeAaToKeVIPIOKAG Kal n Ikavonoinan tou neAdtn eival n Bacikotepn
€vvola tou aUyxpovou papketivyk. Katontv Ba e€etaotel n €évvola Kat ol Aeitoupyieg tng Aloiknong
Mapketivyk (Marketing Management) kai 8a ou{ntnBouv ot evépyeleg oxedlaopoU tou nAdvou
HAPKETIVYK Kal TOU ENIXEPNHATIKOU NAGVOU oOTIG ONUEPIVEG EMIXEIPNOELG. TEAOG, Ba e€etdooupe TIg
Baoikég apxEg Tou e€aywyikou epunopiou, Tig HeBddoug bieiobuang o ayopég tou e€wtepikoU Kat
TN onpacia twv €€aywywy yia TIG HIKPOUECAIES EMIXEIPNTELG.

< Npoodokwpeva anoteAeopara >

‘Otav Ba éxete 0AoKANPWOEL TN PEAETN TNG OUYKEKPIUEVNG BidakTIKNG evotntag Ba eiote og B¢on va:

e avaAuoete tn Bepeliwdn onpacia tng NEAATOKEVIPIKNG NPOCEYYIONG KABe enixeipnong
wote va undpéel Ikavonoinon Twv NeAATwy Ng,

e yvwpilete 1G Baoikég Aettoupyieg tng Aloiknong MApKETIVYK,

e MEPLYPAYETE TIG EVEPYELEG DIAPOPPWONG TOU NAAVOU HAPKETIVYK Kal TOU EMIXEIPNHATIKOU
nAavou,

e cpappooete ¢ avaluoelg SWOT kat PESTEL, nou anotehoUv otpatnyilkd epyaleia tou
MApKeTIVyK,

e yvwpilete 1G Baoikég apxEG Tou e€aywyikoU gunopiou.

<’Evvoleg-kAeLbua »
e  MdpKeTivyk

e  MApPKETIVYK KATAVAAWTIKWY NPOidVIwWY
e  MApKeTIvyK Unnpeaiwv

e  MApKeTivyk BlopnXavikwy Npoioviwy

e [leAaTOKEVIPIOUAG

e [MAdvo Mdapketivyk

e AvdAuon SWOT

e AvdAuon PESTEL

e Avrtaywviopog

e Enwxelpnuatiké nAdvo (Business plan)
e Aaopoi

e - YuvaMaypatkn lootpia (Exchange rate)
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2.1 Egappoyn tou Mdpketivyk

2.1.1 MApKEeTVYK KATAVAAWTIKQOV NPOIOVIWV

To HAPKETIVYK TWV KATAVAAWTIKWY NPOiGVIWY OTOXEUEL 0TOUG AYOPAOTEG KATAVAAWTIKWY UAIKWV
ayaBwyv, €ite NpdKettal yla npoidvia eupeiag katavalwong (n.x. TPOQIPA TOU COUNEPHAPKET) EiTE
npdkettat yia dtapkn npoidvta (n.x. autokivnta, HEYAAEG NAEKTPIKEG OUOKEUEQ).

2.1.2 MApKETLVYK UNNPECLLV

Y€ YEVIKEG YPAHHEG TO HAPKETIVYK TWV UNNPECLWY, ONwG ot TPAnedIKES 1 0l TOUPLOTIKEG UNNPECIES,
ol unnpeoieg eatiaong, ot aopdAeleg {wng KTA., diénetat and tig ibieg apxég Pe 10 MApKETIVYK Twv
npoidvtwv. Notéc0, Napouaiddel oploPEVEG OIAKPITEG IBlaltepOTNTEG NoU oPeilovtal ota blaitepa
XAPAKTINPIOTIKA QUTWV Twv unnpeotwv (n.x. alAdtnta) Kat ta onoia Ba avaAuBolv o€ endpevn
evotnta.

2.1.3 MapketivyK Blognxavikwv npoioviwv

To HAPKETVYK TwV BlOPNXavikwy NPoidviwy OTOXEUEL OTNV IKAvoMoinon TwV ayopdoTIKWY
analTtNoEwWY Kal avaykwy Twv MNIXEIPNOEWY KAl TWV 0PYAVIOHWY, HEOW TwV «AUCEWV» Nou
NPOOPEPEL N «EMIXEIPNON-NPOPNBEUTAG» OTNV «ENIXE(PNON-AYOPACTH».

2.2 0 neAatoKeVIPIOHOG WG N BAciKOTEPN £€vvola TOU oUYXPOVOU
HAPKETIVYK

2.2.1 0 npooavatoAiopég otov neAdtn

Eival eppavég 611 ol evépyeleg KABe epyalopévou otnv EKACTOTE eNIXeipnon, ave€apTNTwWG THAKATOG
Kal lepapxikoU eninédou, Ba npénel va anookonel otnv IKAvonoinon Twv avaykwy Twv NEAaTwWY
kat otn diatnpnon twv neAatwv nou n enixeipnon ndén éxel. Autd Ba npénel va anotelel
EMNIXEIPNOLAKN PIAoCOPia Kal NPAKTIKN o€ KABE cUYXPOVO EUMOPIKO OPYAVIOHO:

0 NeAATNG WG enikevipo & 10 MApPKETIVYK WG Aettoupyia «oAokAnpwang», SnAadn wg «yépupar Tng
enxeipnong Pe tov neAdtn.

0 npooavatoAiopog otov neAdtn:

e xapaktnpiletal and tnv nenoiBnon Kat tnv agoaoiwaon tng avwtatng dloiknong 0Tt o neAdTng
eival 1o kKévipo kaBe 6paotnploTNTAG.

e avayvwpilel 6t yla Tnv €Talpeia ol NEAATEG €ival ETEPOYEVEIG AVAPOPIKA HE TIG AVAYKEG TOUG
Kat tnv ala Toug Kal avtavakAd €ToIPOTNTA Yia VA PETAXELPLOTEL H1aPOPETIKOUG NEAATEG HE
dlapopetikd tpono,

e Oewpel 61 Ba npénel va uloBetnBei pia pakpoxpdvia ontikn Twv £00dwv anod toug NeAdTeG.
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2.3 0 oxebiaopog Tou nAdvou MapkKetivyk

2.3.1 To nAavo Mapketvyk (Marketing plan)

O1 evépyeleg tng Aloiknong Mdpketivyk Katd tn diapdppwon tou nAdvou Mdpketvyk eival oe
YEVIKEG YPapUEG (Bleg, ave€aptnta €V o oxeblaopdg apopd KAatavaAwTika Npoidvia, UNNPECIeG M
Blopnxavika npoidvta, Kat eivat ot akOAoUBEG:
1. H avdAuon tng napouoag kataotaong, 6rnou neptAapBdavovrat:

e navaluon tng ayopdg Kat Tou KAGdou nou dpactnplonoleital n enixeipnaon,

e n avdhuon SWOT, &nAadn n afloAdynon tng enixeipnong, twv SUVAPEWV Kal Twv
aduvapiwy Tng Kat n NPOPAEYn gUKAIPIWV KAl ANEIAWY,

e n avaluon PESTEL, &nAadn n extipnon twv napaydviwv tou neptBdiovtog (MoAttikot,
OIKOVOMIKO{, NOAITIOTIKO{/KoIVWVIKOI, TEXVOAOYIKOi, vopikoi, nepiBalloviikoi napayovieg),

e navaAuon TOU aviaywviopou Tng enixeipnong,

e N avaAuon Twv KATavaAwIwy, ouXva HEOW TNG EPEUVAG HAPKETIVYK.

2. 0 KaBoplopog TWV OTOXWVY HAPKETIVYK, OnAadn twv anoteAeopdtwy nou NpENEL va NPoKUYouv
anod 1o ox€610 HAPKETIVYK.

3. 0 kaBoplopodg Tou NPoUnoAoylopoU HAPKETIVYK.

4. H xapa€n tng otpatnylkng JAPKETIVYK, Onou nepilapfavovrat:
e N TUNpatonoinon NG ayopdg,
e nenmAoyn Tng ayopdg-otdxou,

e ntonoBEtnon tou Npoidviog atnv ayopd,

n oAokAnpwpuévn oUvBean Tou Meiypatog Mapketivyk (npoidv, Tiun, npofoAn, diavoun),

e 1O AVIAYWVIOTIKO NAEOVEKTNA TOU NPOIOVTOG OE OXEON |E TOV AVIAYWVIOHO.

5. 0 npoodloplopdg TwV TAKTIKWY HAPKETIVYK, SNAAdN TwV CUYKEKPIPEVWV EVEPYEIWV HAPKETIVYK
nou Ba uhonoinBouv.

6. 0 kKaBoplopAG ToU XPovodIlaypAUHATOG TWYV EVEPYEIWY HAPKETIVYK.
7. H ektéAeon Kal n EQappoyn TwV OTPATNYIKWY Kal TAKTIKWY HAPKETIVYK.

8. 0 €AeyxoG TNG AMOTEAEOUATIKOTNTAG Tou oxediou pdapketivyk, dnAadn n afloAdynon twv
EMITEUXBEVTWV anoteAeoUATwWY 0 OUYKPION HE TOUG OTOXOUG Nou €xouv Tebel.

2.3.2 H avaluon SWOT

H avaAuon SWOT eival éva gpyaleio otpatnylkoU oxedlaopou 1o onoio XpNnolhonoleital yia tnv
avaAuon Tou €0wTePIKOU Kal Tou e€wteplkoU nepifdAloviog piag enixeipnong, opyaviopou n
Xwpag, 6nwg yla napadeypa oto e€aywylkd eundplo 6nou Unopel va epappootel wg epyaleio
aloAdynong tng xwpag e€aywyng. Katd tnv avaAluon SWOT peAetwvtal ta Auvatd (Strengths) kat
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AbUvata (Weaknesses) onpeia Thg und peAétn enixeipnong n xwpag kabwg Kat ot Eukaipieg
(Opportunities) kat ot anelAég (Threats) nou undpxouv.

Ta duvatd kat aduvata onpeia a@opolv 10 e0wWTePIKO NepIBAroV Tng enixeipnong (1 Tng Xxwpag)
kaBwg NpokUNToUV and Toug E0WTEPIKOUG NOPOUG MOU AUTA KATEXEL (M.X. IKAVOTNTEG NPOCWNIKOU
Kal oTeAexwy, IBIO0TNTEG Kal XAPAKTNPLIOTIKA TNG EMIXEIPNONG, TEXVOYVWOIA, XPNHATOOIKOVOUIKNA
uyeia, tonoBeoia xwpag, cuvBeon NANBucpoU, Pualkoi Ndpol KTA.).

AvtiB€twg ol euKalpieg Kat ot anslAég avravakAoUv petaBAnTéG tou e€wteptkoU neptBaAAoviog Ing
enixeipnang (h tng xwpag) ol onoieg Ba npénel va evioniotouv Kal va avtideTwnotolyv (n.x. ei0odog
VEWV aviaywviotwy, dnpioupyia n/kat egpavion véwv ayopwv, actabég noAtkd nepifaliov,
au€non gopoAoyiag, vouikd nAaioto, KtA.). Ot e§wyeveic napdyovieg nou Pnopouv va ennpedoouv
Tn Agttoupyia Tng enixeipnong (N xwpag) €ivat NoAtKoi, 0lKOVOUIKOI, KOWVWVIKOI, TEXVOAOYIKOI,
neptBarioviikoi Kal VoUIKol.

Katd tnv epappoyn tng avdhuong SWOT npénel va anavtnBouv yia kdnola enixeipnon h xwpa, Pe
600 10 duvatov nio opBoAoyIKO Kal CUYKEKPIPEVO TPOMO, Ta akOAouBa epwtnpata:

Avvapeig:
¢ [lolwa gival ta nAeovektnpata tng enixeipnong (h Tng xwpag);
e [lolo €ival 1o Bactkd aviaywvioTiko NAEOVEKTNA;
e [loloteival ot 6laBéatpol nopol nou eivat povadikoi n €Xouv To HIKPOTEPO CUYKPLTIKA KOOTOG;
e TiBewpeital wg evboyevng SUvapn tng Xxwpag;

Abuvapieg:
e Tidev yivetal KaAg;
e [lou uotepel n enixeipnon (1 n xwpa);
e Xernola onyeia uotepei Evavil Tou aviaywviopou;
e TiBa pnopouloe va BeAtiwbei n va anopeuxBei;
e TiBewpeital wg evboyevng aduvapia Tng xwpag;

Eukaipieg:
e [loleg gival ot KAAEG eukalpieg nou npoBdailouy;
e [loleg ouvBnkeg eivat npog dpeAog Tng enixeipnong (h th xwpag);
e [loigg gival ot evdiapépouaoeg TAoelg nou apopolv Tnv enixeipnon (1 Tn Xwpa);

Anelég:
e [lola eynodia undpxouy;
e TiKAvVOUV Ol AVTIAYWVIOTEG;
e Epgavidovral alayég otig npodiaypagEg n VopIKoi NeEpLopIopoi;
e Ot texvoloyIKEG N NOATIKEG aAAayEG aneAoUv TNV UPLOTAKEVN OIKOVORIa TNG XWPAgG;
e Yndpxouv e§wyevh XpnUatodoTiKd h XpNPATOoIKOVOUIKA npoBAnpata;
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2.3.3 H avaluon PESTEL

H AvdAuon PESTEL eival éva otpatnyiké epyaleio tou MApKeTIvyK nou xpnaolponoleital yia tnv
avaAuon Kat tnv napakoAoUBnon tou MakponepiBdAovtog piag enixeipnong. H avdAuon PESTEL
diepeuva:

e To MoMtiké nepifaAiov (Political)

e To Okovopiko neptBarov (Economical)

e To Kotvwvikd nepiBdAiov (Social)

e To Texvoloyiko nepifarov (Technological)
e TaNepiBarovtika Bépata (Environmental)

e To Nopikd-NopoBetikd nhaioto (Legal)

210 MoAtiké nepitBardov epnintouv n NoAtikn otabBepdtnta, ot Vool To NOMTIKO KaBeotwg Kal
n Hop®n KuBépvnong, mou WnopoUv va eRITPEYOUV N va anayopeUcouv tn Aeroupyia piag
enxeipnong otn xwpa-£dpa Tng N oG Xwpeg otig onoieg e€ayel ta npoidvta tng. E6w e€etdlovtal
Kat avaAUovtal Bépata onwg:

e YtaBepdtnta noAttikoU oUCTANATOG

e [lAaiolo pUBuUIONG Tou enixelpnalakoU nediou, eAeubepieg, neplopilopoi N anayopeUoelg,
gAeYKTIKOI unxaviopol

e Epyatikoi vopol Kal Epyaclakég OXEOELG

e XUoTnHa QopoAdynong

o  KuPBepvntikég NOMTIKEG yia TNV EPNOPIKN NPOBOAN Kal TOV EMNOPIKO aviaywVIopo

e  JYUMHETOXN TNG XWPAG 0€ SIAKPATIKEG EPNOPIKEG CUUPWVIEG

o KuPBepvnuikég enthoyég oe B€pata uyeiag, naibeiag, dpuvag, Hopwv Tou KPATOUG K.4. Nou

ennpeadouv TNV ENIXEPNPATIKOTNTA.

To Owovopiké nepiBaAlov avapépetal otnv olkovopikn {wn Tng ekdotote xwpag. Mapdyovieg
nou ennpedlouv 1o Oikovopikd neptBaldov eivat:

e Emtokia daveiopou

e Yyog nAnBwpiopoU

e NOMIOUATIKEG IOOTIHIES

e Enineda anaoxdAnong & avepyia

Ot avwtépw NapdAyovieg €Xouv HEYAAO aVTiKTUMNO 0To NWE AEIToUpYoUV Kal Naipvouv TiG anopdcelg
TOUG ol enixelpnoelg. Ma napddetypa, ta enitokia ennpeddouv 1o KOOTOG KEPAAAIOU KAl CUVENWG
Tov Babuod nou n enixeipnon pnopei va peyaAwoel Kat va enektabei, evw eival eppavég ot ol
(OOTIMIEG TWV VOUIOPATWY €X0UV QVTIKTUMNO 0TO KOOTOG TwV NPoidviwy nou e€dyovral.

210 Kotvwviké nepiBaldov peletdtal n dopn tng Kolvwviag, ol aviIAYEIG TwV KaTtoikwy Miag
OUYKEKPLHEVNG XwWpPag N KOVOTNTAG, Ta dnPoypaikd, Yuxoypaika Kal AAAa OToIXe(a Nou oapwg
ennpeddouv Tnv enixeipnon nou dpactnplonoleital e autn Th OUYKEKPIPEVN Kolvwvia. E6w
e€etddovtal kal avaUovtal Bépata onwg:
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e Kupiapxeg Bpnokeieg Kat YAwooeg

e [ToATIOHIKEG EMPPOEG OTOV TPOMNO {WNG Kal KATavaAwong

e EuaioBnoieg oe Bpata uyeilag, aopaAelag, KovwvIKNG NpovoLag
e AVUIAAYELG yia Ta TONIKA KAl Ta €loayOpeva npoiovta

e Alagoponoinon KolvwvikoU pdAou avdpwv Kal yuvaikwv

e Méoog 6pog eAelBepou xpdvou

e [lpoobokipog Péoog 6pog {wng

e HAwiakn dlaotpwpdtwon tng ayopaotikng SUvapng

e Evbiapépov kovng yvawung yia nepiBaloviikda Bépata

To Texvoloyiké nepiBdaAAov éxel KaBoplotikd poAo atn SiapdpPwaon tou MakponepiBaloviog
ng enixeipnong. Ot Kawvotopieg, ta texvoAoylka entelypata kaBwg kat n PeTagopd tng
texvoAoyiag anoteAolv kpiotpa nthpata. ESw avaAvovrat:

e TexvoAoylkéG aAayEG Kal QuTopatiopol (N.X. pOPNOTIKNA)
e Texvohoyieg nou odnyoUv o€ NpoidvTa PIKPOTEPOU KOOTOUG Kal KAAUTEPNG MOLOTNTAG
e Texvohoyieg nou e€ao@aAifouv Mo Kavotdpa NPoidvIa Kal UNnNPEeCieg

e Texvoloyieg nou «avoiyouv» véa kavaAia 61avoung.

Ot texvoAoyikoi napdyovieg pnopoUv va dnploupynoouv VEEG oUVBNKEG atnv ayopd, Onwg EXel
oupBei pe tn paydaia avantu€n twv smart phones kat tou mobile internet.

Avagopikd pe ta MepiBalloviika Bépata peAetdral NwWG o0 KaAlpog, To KAIPA Kal ol KNHATIKEG
aAayég ennpealouv noAAoUG eTEPOKANTOUG ENIXEIPNHATIKOUG KAAGoUG, Adyou xapn Tov TOUpIoHO
Kat Ti¢ KaMiépyeleg. EnnAéov, n aufavopevn evnuépwon tou nAnBuopoU yia Ti¢ mbavég
enmntwoelg e€artiag Twv KAIPHAToAoyIKwY ouvBnKwy €XoUV aVTIKTUMO TO00 OTOV TPOMO Mou ol
EMNIXEIPNOELG A€ITOUpYOUV GO0 Kal aTa NPOoidvta Nou NpooPEPOUV.

Avapopikd pe 1o Nopik6-NopoBetiké nAaioto avalUovtal Bépata oxetudopeva pe 10 Epnopikd
Aikalo, tnv lMpootacia twv KatavoAwtwy, Ti¢ AvtipovonwAiakég PuBuicelg, tv Enitponn
AvtaywviopoU, Toug VOHOUG Yla TNV UYEia Kal TNV ao@AdAeld, ToUg €pyactakoug VOHOUG, TOUG
VOHOUG YIa TN PETAVACTEUON N TOUG KOIVWVIKOUG H1axwplopoug.

2.3.4 To Emxeipnpatiko MAavo (Business Plan)

Q¢ «Emxeipnuatiké MAGvo» (Business Plan) opiletal o Aentopepng oxedlaopog Kal N NPOOEKTIKN
0pYAvwWoN TwV EVEPYELWV Yia TNV UAonoinon pilag enixelpnuatikng 16éag. H tnap€n evog ocoBapoy,
dptiou Kat peaAiotikoU (Biwaolpou) enixelpnyatikoU nAdvou anotelel anapaitntn npolnoBeon
onolacdnnote eNIXelPNUATIKNG NpwTtoBouliag.

To enixelpnuatiké nAavo:
e Eivat otnv ouaia n 16€a «KTiopévn» 0To Xxapti

e Xaptoypagei tnv nopeia npog tnv uhonoinon tng 1d€ag
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e Evtonilel ta onpeia nou npénel va npooexBouv (npoidv, avdAuon ayopdg, £€00da, £€€0da)

e BonBdel omnv Kataypapn twv onPavukotepwy KivOUVWY Kal otn cupnepiAnyn twv
©Blairtepothtwy  ToU  oUyKekpldévou nediou oto onoio o enxelpnuatiag  Ba
dpaotnplonoinBei.

To enixelpnpatiké nAdvo eival anapaitnto va cuvtaxBei yia va:
e e€aopaloBel xpnpatodotnon,
e yivel Katavonth n enixeipnon/dpactnpiétnta otoug NEAdTEG Kal 0ToUG NPORNBEUTES,
e npooeAkuaBouv avBpwnol-kAedid/ateAéxn,

e anavinBolv ta napakdtw Bacika epwinuata:
> Molot givat o1 NeAATEG;
> Nati Ba ayopdcouv 1o véo npoidv/unnpeaia;
> oo Ba 6exBouv va nAnpwaoouy;
> Mwg Ba napaxBei kat Ba diavepunBei 1o npoidv/unnpeoia;
> Tunopol (avBpwnivol, olkovouIKoi, Texvoloyikoi) eival anapaitntot;
> Mwg 10 Véo npoidv/unnpeaia Ba dnpioupynoet afia kat €00da;
To evhelKTIKO Neplexdpevo evog Enixelpnpatikou MAdvou eival to akdAouBo:
e [leplypagn tng enixeipnong.
e [1Advo Mapketvyk (Marketing Plan) yia tn véa §paotnpidtnta.
e Aloiknon & Asttoupyikn Alaxeipion (Management Plan), avaAloya pe TG avaykeg tng véag
dpaotnpiétntag.
e OIKOVOUIKOG IXeB1a0HOG KAl XpNHATOOIKOVOMIKN Kataataon.
> AldpBpwon xpnpatodotnong tng véag Spactnplotntag
> MNpolnoAoylopog évapgng Aettoupyiag
> MNpolnoAoylopo6g TaPEIaKNG PONng
To emixelpnuatiko NAAvo eknoveitat nptv ano tnv évap&n tng véag dpaotnpldtntag ing enixeipnong,
KaAUntel pia peAovVIIKN nepiodo Tplwy €wG NEVIE ETWV KAl EVNUEPWVETAL OE TAKTA XPOVIKA

dlaotnpata n 6tav npaypatonolouvial HpactikéG aAayEG 0To e€WTEPIKO N E0WTEPIKO NEPIBANoOV
NG ENIXEipnang ol onoieg anaitolv avaBewpnon Twv unoBéoewv nou AapBavovtat unoyn.

2.4 MAavo e§aywyikoU spnopiou

2.4.1 Ewaywyn oto e§aywyiKo eunoplo

g «e€aywyn» Bewpeital n NwANoN Kat N anooToAn 0to e§WTEPIKO EYXWPIWY N HETANOINPEVWV
EUMOPEUMATWY Kal N avriotolxn €l0aywyn oUVaAAAyHatog, HETA TNV TAPNON TEAWVEIAKWY,
Tpanedikwv n aAwv diatunwoewv Kat dtadikactwv. H ieBvonoinon twv eAANVIKWYV EMNIXEIPNOEWV
€ekivnoe ouolaoTikd otig apx€g tng dekastiag tou 1990, ondte avol§av ol ayopEG TwV avatoAlKwy
xwpwyv, Kat éAafe blaotdoelg nou nplv and pepika xpovia ntav adlavonteg. H €€obog twv
eAANVIKWV ENIXEPROEWV ano ta oUvopa Kal TNV NePLopLlopévn eAANVIKNA ayopd, n onoia npocgéAafe
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padlkd xapakthpa Ta TeAeutaia xpovia, Apxioe npwta anod tg e€aywyég ayabwv Kal Katonw
€NeKTABNKe Kal otnv e€aywyn tng dlag tng napaywyng Pe T PovVIPN yKatdotacn napaywylkwy
povadwyv oto e§wteptKo.
Ma va enituxel Yia enixeipnon oto e§aywylko epundplo npénet:

e va éxel 81eBvEG dpapa (global vision),

e va avayvwpilel kat va avtidpdel avaloya oe 61eBveiG EUKaIPlEG HAPKETIVYK

e va a€lohoyel owaotd tig anellég and aviaywvioTéG Tou e§wTeplkoU,

e va Kavel xpnon 6leBvwv Siktuwv Slavopng h napaywyng.
Apaotnpiotnteg e§aywylkoU epnopiou aockoUv pe emituxia MoAAEG €AANVIKEG HIKPOUECQIEG
ENIXELPNOELG. Ma Tnv enttuxn e§aywyikn HpactnploTnTa anatteital Pia oeipd oTPATNYIKWY KIVAGEWV:

e Alaolvbeon twv e€aywywv e tnv avdntu€n, TG enevbUOEIG Kal TNV TEXVOAOYIKN
avaBdBuion tng napaywyng.

e Anploupyia e€aywyikng tautdtntag yia ta eAAnViKa npoidvia kat BeAtiowon Tng lkOVAG TOUG
otig d1ebveig ayopéc.

e AleUpuvon tng e€aywylkng Bdong.

e Yuvepyaoia pe e1dikeupévoug enayyeApatieg kat OpyaviopoUg oTiG ayopEG NpotepaldTntag
yla TNV KAtdotpwon TNG OTPATNYIKNG Kal yla Ty unofonBnon pe TAKTIKEG KIVATELG Kal JE
Baon etnaola npoypappata dpactnpiotntag tng PeAtiwong twv eAANVIKwY e€aywywy oTIg
ayopEG AUTEG.

e Anpioupyia Bacikwyv NANPOPOPIAKWY OTOIXEIWV YId TOV EVIOMIOHA VEWY ayopwV.

2.4.2 Aciobuon os §éveg ayopég

H andégaon yia tn pébodo bieioduong otig ayopég-otdxoug Tou e€wteptkoU Npénel va AapPavel
unoywn toug akdAouBoug napdyovieg:

e Ta aviaywvioTIKA NAEOVEKTAMATA TWV NPOIOVIWYV TNG €NIXE(pnong oTIG ayopég Tou
e€wTtepIKoU Kal Toug MiBavoug KivoUvoug.

e Tn XpNHATOOIKOVOUIKN SUVAMIKN TNG eNIXEipnong.

e Toug neploplopoUg Kal ta €unodia mou mbavov va ouvavingel n enixeipnon otnv
npoonabeld tng.

e To €ibog tou npoidvtog n tng unnpeaiag nou Ba e€axbel.
e Tig 1blartepotnTEG TNG KABE ayopdg tou e€wtepikou.
Y€ YEVIKEG YPAMUEG, ol éBobol eloaywyng evog Npoidvtog o pia ayopd tou e€wtepikoU givat:
1. ‘Apeoeg e€aywyeg (h ansubeiag e€aywyEq)
2. 'Eppeoeg e€aywyEg, HEow TpiTwY
3. LUvayn otpatnylkng ouvepyaoiag Pe ENIXEIPNOELG ToU e€wTePIKoU

H Baoikn dlapopd petall tou Apecou Kal Tou EUPETOU TPOoMou e€aywywy avagépetal oto Babuo
€MNAOKNAG TNG enixelpnong otnv e€aywyikn dadikaoia.
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1. O1 dpeoeg e€aywyég agopolv Tny NWANCN Twv NPoidviwy anod tnv enixeipnon aneubeiag otov
TeAkO neAdtn. Ta KUpta nAsovekthpata tng peBodou autng eivat n e§ao@aiion peyaAltepou
nepiBwpiou képdoug xdpn otnv anoucia evdiapéowy, n duvatotnta KaboplopoU XapnAwY TIHWY
KAl n Auecn e€nagn Kal yvawon Twv TEAMKWV MNeAatwyv/ KatavaAwtwyv Twv Mpoidviwy Tng
enixeipnong. Yndpxouv OHwWG Kal PEWOVEKTNPATA, Mou gvtonidovial oTnv avaykaldtnta va €xel n
ENIXEIPNON ApLOTN YVWoN TG ayopdg Tou ewTePIKOU, EVW N avayvwploldTnta Tou npoidviog Kat
NG €NXelpnong enttuyxavetal Pe nio apyoug pubuoug.

2. 01 éppeoeg e§aywyEg HEOowW TPiTwV apopoUv TNV NWANCNH TwV NPOIOVIWY TNG ENIXEIPNONG PHECW
Kdnolou gvdidpeoou, nou pnopei va gival xovdpéunopog, dlavopéag h aviinpdownog.

O1 diavopeig ayopddouv ta npoidvia Kal ta petanwAolv o NeAdteg tng ayopdg tou e€wtepikod.
YuvnBwg kaBopidouv ol iblot TIg TiPéEG NwAnong kat avaAapBavouv tnv napakoAouBnaon tng nopeiag
TOU Npoidvtog otnv ayopd. To YelOVEKTNHA TNG NWANONG PECW dlavopéwy EyKeLtal oTn Pelwaon Tou
neplBwpiou kEPSOUG yia Tov apxiko e€aywyEéa Kal oto PelwpEVo €Aeyxo Tng BEong Tou NPoioviog
Kal TNG TIUNG ToU.

TéNog, n enixeipnon pnopel va €xel KANOLoOV aviinpoowrno otn xwpa tou e€wtepikou, nou dev
ayopddel ta Npoidvia Tng aAAG Ta aviiNPoowneUEL 0TN CUYKEKPIPEVN ayopd. Ot avuinpdownol eival
e€oualodotnpévol va ouvantouv cUPPWVIEG NWANCEWV Y1a TIG ENIXEIPACELG MOU aVTINPOOWNEUOUV
Kat nAnpwvovtal Pe npounBela pévo 6tav npayuatonolnoouv NwANCeLG. Mia cuppwvia pe évav
avtinpoowno o€ ayopd tou e€wteptkoU BonbBa otnv dueon napoucia tng enixeipnong n tou
npoidvtog otnv ayopd autn. TuvnBwg éxel HIKpOTEPO KOOTOG ano tig aneubeiag e€aywyEg, evw n
enixeipnon dlatnpei tov €Aeyxo Tou NPoidvtog Kal TG TINNG nwAnong tou. Ot Tonikoi avtinpdownol
pnopoUv va BonBnoouv tnv enixeipnon Kal otnv uAonoinon epeuvwv ayopdg, otnv Napoxn
oupBouAwv yia Bépata peTapopdag epnopeupatwy, otn dieioduon 0 OUYKEKPIPEVEG KATNYOPIEG
NeAATWYV Kal oTnv Napoxn NANPOPOPIWY YIa VOUIKA, 0IKOVOUIKA Kal Sladikaotikd B€uata.

3. H oUvayn otpatnyikng ouvepyaoiag ge AN enixeipnon yia tn dievépyela e€aywywv pnopei va
NPOCPEPEL ONUAVTIKA NMAEOVEKTNHATA, ONWG HETAPOPA TEXVOYVWOIAG, KATAUePIOUO Tou piokou,
toénoon cupBoAn ota anartoUpeva KepdAaia, tautoxpovn Sieicbuon oe diapopeg ayopég otoX0
KTA. H oUvayn otpatnylkng ouvepyaoiag Pe enixeipnon tng ayopdg-otoxou pnopel eniong va
anofei e€alpetikd wEEAUn, kabBwg ocuvnBwg eniAéyovial €NIXEIPNOEIS HE CUMNMANPWUATIKA
npoiovta kal aflonololvtal Ta uPlotapeva diktua diavoung Kat péoa npowbnong. Ot oTpaTnNYIKES
ouvepyaoieg pnopei va eivat:

e Exkxwpnon Abelag (Licensing)
e [lapaywyn Méow ZupBoAaiou (Franchising)

e Metn Emixeipnon (Joint Venture)
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2.5 Epwtnoeig autoagloAdynong eKNatSE€UTIKNG EVOTNTAG

1.

30

To papketvyk eivat anokAelotikn euBuvn tou Tunpatog Mapketivyk kKdbe etapeiag.
O XZwoto O AdbBog

To pdpketivyk Snploupyei avaykeg 0ToUG KATavaAwTEG.
O XZwoto O AdbBog

H véa okéyn pdpketivyk divel Eupacn otn Siatnpnon Twv naAawwy MNeAatwv.
O XZwoto O AdbBog

To papketvyk epappddetal ovo oe KatavaAwTtika npoidvra.
O XZwoto O AdbBog

H ektipgnon twv napayoviwy tou neptBAAAoviog eival CNPAvTIKG OTOIXEIO TOU oXediou PHAPKETIVYK
Kal NpE€neL va nponyeital tou KaBoplopoU TwV OTOXWVY HAPKETIVYK.

O Iwoto O AdbBog

Mpooblopiote nola and ta Napakdtw anoteAouv epyaAeia avaAuong ToU aviaywviopou Miag
enixeipnong.

A. AvaAuon SWOT aviaywviotwv B. O1 névte buvapelg tou Porter

I. AvaAuon PESTEL A. Awabikaoia Benchmarking

To HAPKETIVYK TWV KATAVOAWTIKWY NPOIOVIWY OTOXEUEL AMOKAEIOTIKA 0TOUCG ayopaotég ayabuwv
eupelag katavalwong.

OXwotd O AdBog

LUPQWVA PE To NAAAIOTEPO OUVAANAKTIKO HAPKETIVYK, 0 NeEAAGTNG emBupeil pia ouvalayn, 6nAadn
v epnopia petaU 600 pepwv, nou neplhapfdvel touldxiotov SUo npayuata afiag,
OUHQWVNUEVOUG OpOUG, £va XpOvo oUHWViag Kat évav tono cupgwviag.

OXwotd O AdBog

To nAdvo pdpKetivyk anoteAel avandonaoto otoixeio Kat oupnepAapufavetal wg pia and tig KUpLEG
EVOTNTEC 0€ KABE ENIXEPNUATIKO NAQVO.

OXwotd O AdBog

Mia enixeipnon nou npopnBelsl TuNoypaPIkd peAavia n Goptnyd otoug NeAATEG TNG NMOUAJEL
anAwg ta npoidvta tng.
OXwotd O AdBog

Anavtnosig epwtnoswyv autoa§loAéynong eKnatdeutikng evotntag
1-A, 2-A, 3-L, 4-A, 5-%, 6-A+B+A, 7-A, 8-, 9-%, 10-A
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3 H poppn tou 61eBvous epnopiou onpepa

< IKonog >

Ytnv evotnta auth Ba avaAuBei n évvola TG €peuvag ayopdg, Ta OPEAN TNG Kal N XPNOIPOTNTA TNG
OTIG eNXelpNoelg. Oa oploTouv ol Slagopetikoi TUnol épeuvag, Ba yivel neplypapn Twv KUPLOTEPWY
pEBBdwY cuMoyng 6edopévwy, TwV NAEOVEKTNPATWY Kal PEIOVEKTNHATWY KABe peBdodou kal Ba
oudntnBouv ol Blopnxavikég €épeuveg. Téhog, Ba e€etaotel n diadikacia diaxeipiong kivduvou, nou
anoteAel onPavtiko «4nAo» wate va Npoosyylotolv PeBodika ol niBavoi kivduvol nou avtpetwnidel
la enixeipnon.

< Npoodokwpeva anoteAeéopara >
‘Otav Ba éxete oOAoKANPWOEL TN PEAETN TNG OUYKEKPIKEVNG BIBAKTIKAG evotntag Ba eiote og B€an va:
e  KOTAVONOETE TN XPNOIWATNTA TNG €PEUVAG AYOPAG OTIG EMIXEIPNOELG,
e  KOTNYOPIOMOINCETE TIG NNYEG NANPOPOPIWY OE NPWTOYEVEIG Kal HeUTEPOYEVEIC,
e neplypayete tn Siadikaaoia €épeuvag ayopdg,
e avuAngBeite tn Siapopd petafl NOIOTIKNG Kal MOCOTIKNG €pEUVAG,
e afloloynoete Tig Slapopetikég peBodoug auAAoyng dedopévawy,

e avaAuoete tn Siadikaoia kat g peBodoug daxeipiong Kivbuvou.

<’Evvoleg-kAeLbia >
e ‘Epeuva ayopdg
e [lpwrtoyeveig Nnyég
e Aeutepoyeveig nnyEg
e [loootkn €peuva/lolotikn épguva
o Focus Group
e Yuvévteuén oe BaBog (in-depth interview)
e Bilopunxavikn épeuva

e Aiadikaoia diaxeipiong Kivbuvou
3.1 Baolkég apxég €peuvag ayopag

3.1.1 Oplopog, oKoNog Kal oTOXol TNG EPEUVAG Ayopag

Me tov 6po «€peuva ayopdg» EVVOOUHE «TN PEAETN OXETIKA HE To PEyeBog, Tn ouvBeon Kat ta dA\a
XAPAKTNPLOTIKA MG CUYKEKPIPEVNG ayopdgy». H €épeuva ayopdg anotelel tn ouotnpatikn cuAoyn
kat a§loAdynon nAnpo@oplwy, yla undpxovia Kal véa npoidvia, and tg KatdAAnAeg opddeg
nAnBuopou, pe otdxo va BonBnoel Tnv enixeipnon otn ANYn ano@Acewy He To PIKpOTEPO duvatd
ploKo Kal va avakaAUYel VEEG EUKalPIEG Yia TIG duvatoTNTEG TNG EMIXEIPNONG.
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3.1.2 Tunot tng épeuvag ayopag
Ot TUnol tng épeuvag ayopdg eival tpeig kal kaBopiovtal and tn eUon tou NpoBAnpaAtog Nou n
enixeipnon emBupei va eniAUoEL.

e AigpsuvnTikn épeuva: IKoneUel 0TN OUYKEVIPWON NPOKATAPKTIKWY OTOIXE(wY Ta onoia
Ba BonBnaoouv otov oplopd Tou NPoBANHATOG Kal Twv HETaBANTWY Nou To xapaktnpidouv.

e Mepypapikn é€peuva: IkoneUel OTNV MNEPLYPAPN TWV EMNPPOWV OUYKEKPIHEVWV
petafAntwv oe éva npoPAnpa Kar Neplypd@el T XAPAKINPLIOTIKA €vog nAnBuopod,
anaviwvtag oTi§ EPWTINCELS «MOLOG», «MOU», «MOTEY, «TI» KAl «MWG».

e Awtoloyikn €pguva: IkoneUel otn Slgpelivnon oXECEWV AITiOU-aAITIATOU KAl GUOXETIOEWV
petall Siagopetikwy petaPAntwy, dnAadn T emintwoelg €xel n A katdotacnh otn B
Kataotaon (n.x. €Gv n xpnon Kounoviwv ennpeadel TIg NWANCELG VoG KAAdou npoidviwy).

3.2 Mé£00601 GUANOYNG NPWTOYEVWIV OTOLXEIWV EPEUVAC

Ot épeuveg ayopdg, avaloya pe tn peBodoAoyia ouloyng twv dedopévwyv Kal to péyeBog Tou
delypatog, diakpivovtal o€ NoCOTIKEG Kal NOLOTIKEG. H enthoyn NG MOCOTIKNG N TNG MOIOTIKNAG
peBGbou €peuvag (M kat cuvduaopdg Twv duo peBodwv) npaypatonoleital avaloya e 10 OKono
nou endIWKEL n enixeipnan, To avtikeipevo Tng €peuvag, 1o dlabéaipo xpovo kat toug dlabéaipoug
népoug TN eNixeipnong.

3.2.1 Moocotkég £peuveg

Ol €peuveg QUTEG Xxpnalponolouvtal 6tav ol NnAnpogopieg nou avaldntouvtal €ival akpiBeic kat
OUYKeKpPIMEVEG. Ta noootikd dedopéva pnopolv va xpnotgonoinBouv yia oTatioTIKEG avaAUoEL
odnywvtag oe afioniota anoteAéopata, ald yia va ocupPei autd xpelaletal o deiypa nou Ba
emAexBel va eival aviinpoowneuTIKo.

Tponot Aie§aywyng Moootuikng Epeuvag (Epwtnpatoloyiou)

H noootikn €peuva Baoiletal og éva NpooeKTIKA eMAEYUEVO Kal ava NEPINTWON avtinpoowneUTIKO
delypa kat oto oxedlaoud evog epwtnuatoAoyiou, 65nAadn piag opddag TunonotnPEVwyY EpWTNCEWY
yla T GUANOYN GUYKEKPIPEVWYV NANPOPOPLWV.

Ot péBodot ouloyng dedopévwy ival ol napakatw:
e [poownIKEG OUVEVTEUEEIG
e  TaxudpoMIKEG EpEUVES

e ‘Epeuveg péow nAektpovikou taxudpopeiou (E-mail)

3.3 Molotikég €peuveg

Ot noloTikéG €peuveg eival autég nou dievepyouvtal o€ NOAU PIKPEG opadeg tou nAnBuapoU Kat
anookonoUv 0Tov MNpoodloploPd TwV MOIOTIKWY OXE0EwV HETalU Twv petafAntwv Tou
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npoBAnpatog. Mpokertat dSnAadn yla €peuveg nou €xouv otoxo va diepeuvnoouv oe BAbog Tig
avtilAnYelg, Ta Kivntpa, ta ocuvaloBnyata Kat TG aviidpdoelg Twv KatavaAwtwy anévavil oe
npoidvta n unnpeaoieg, aAAa Kal ta BabUtepa aitia nou toug 0dnyolv 0g QUTEG TIG CUUNEPIPOPES,
n.X., ylati ta dtopa npotipoUv 1o A npoidv avti tou B. Ot TexviKEG TNG MOIOTIKNG €peuvag otnpidovtal
oto ouvduaopd oudnTthoEwV Kal TNV EQappoyn e8IKWY TEXVIKWY, yI' auto kat n die€aywyn toug
anattel peydAn neipa kai e€e1dikeuon tou epeuvntn.

O1 uéBobdol noloTikNg €peuvag eival ol napakatw:
e 01 0padikég Zulnthoelg Eotiaong Evbiagépovtog (Focus Groups)
e 01 Xuvevteu€elg oe Babog (In-Depth Interviews)
e H'Epeuva Méow Mapatnpnong (On The Spot Observation)

e HMewpapatiknEpeuva (Experimental Research)

3.4 AoKIpHaoTtiko KAsloIHO CUHPpWViag

To SoKipaoTiké KAeiolpo TnG cuppwviag/nwAnong anookonei otn diepelivnon twv npoBéoewy Tou
unoyn@lou neAdtn yla tnv mbavh ayopd tou Npoidvtog. Ztn ¢dcn auth o nwAntng npoonabei va
kaBopioel av 10 NPoidv (XapakInPloTIKA, NAEoVEKTNUATA, OQEAN) ap€oel oTov MEAdTN, av €Xxel
QVTIPETWIOEL PE ENTUXIa OAEG TIG AVTIPPNOELG TOU NEAATN, av undpxouv eNtNAEOV avtipPNOELS M av
0 neAatng eival €tolpog va npoPei otnv ayopd tou npoidviog. To SoKIPAoTIKO KAeloIpo ouvnBwg
epapuodetal eite JeTd TNV Napouaciaon eite HETA TNV QVIIKETWION Hlag aviippnong n apéocwg npiv
ano 1o KAgioldo tng nwAnong.

3.5 Auwdikacia nwAnong

H 8iadikaaia tng nwAnong avagépetal otig Siadoxikég 6paotnPIOTNTEG Kal EVEPYELEG MOU NPENEL Va
EKTEAEDEL €vag NWANTAG €101 WOTE Va ENITUXEL ANOTEAECHATIKEG NWANCELG.

MephapBavel ta e€ng oktw Bnpata-otadia:

1. Evtonopd twv unoynglwyv neatwy (Prospecting)
Mpoetoipaacia (Preapproach)

Mpoaoéyyion (Approach)

Mapouciaon (Presentation)

Aokipaotiké KAeioipo tng oupgwviag-nwAnong (Trial close)
Avtipgetwnion Twv aviippnoswy (Meeting objections)

KAeiopo tng oupgwviag-nwAnong (Close)

©® N kF WD

Meténeta napakoAouBnon (follow-up)

Eivat onpavtiké va toviotel €dw ot kaGBe Bripa-otddio Bpioketal oe atevh alnAe§dptnon pe ta
unoAotna Bhpata-otadia.
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3.6 E&unnpétnon nelatwv (Customer Service)

H évvola tng e§unnpétnong nelatwv

210 oUYXPOVO NEAATOKEVIPIKO HAPKETIVYK «eEUNNPETNON NEAaTwV» opieTal wg n Ikavonoinan twv
avayKwV Kal Twv nBUPLY Twv NEAATWY PEOW TNG NAPOXNG ENAYYEAUATIKWY UNOOTNPIKTIKWY Kal
OUVOBEUTIKWY UNNPECIWV UWYNANG NolotnTag nplv, Katd tn Oidpkela Kal PET@ tnv ayopd Twv
NPOIOVIWY N TWV UNNPECLWY anod ToUG NEAATEG.

Auth n eupUtepn évvola tng e€unnpétnong NeAatwy anoktd oAoéva au§avopevn onpacia, KaBwg
yla va enPBLlwoouy ol ENIXEIPNOELG NPENEL va ENKEVIPwBoUV 0TI¢ eupUTepEG avaykeg E€unnpétnong
Melatwv (Customer Service) kat E€unnpétnong Metd Tnv MwAnon (After Sales Service) twv
KaTavaAwtwy, Kat 6xt Jovo otnv NWANCN NPoidvVIwWY N UNNPECLWV.

H abduvapia twv enixelpnogwy va Npootateutolv anod tnv avilypapn Twv npoioviwv/unnpectuv
T0UG Kat o aufavopevog aviaywviopog odnyoUv OTnV €MITAKTIKA avaykn yia dnpioupyia
avIaywvioTikoU MNAEOVEKTNPATOG MEow NG e€alpetikng e€unnpétnong Kal Tou MNapexopevou
Customer Service. Enopévwg, n enixeipnon npénel va ouvbudoel Tn owoth NWANCN PE T0 0WOTO
Customer Service wote va NPooPEpPeL 0Tov NEAATN pia e€aIPETIKN CUVOAIKNA eUnelpia.

MNapanova neAatwv

H onpavtkdtnta twv napandévwy twv NEAATWY €ival PHEYIOTN YA Pl ENIXEIPNON MOU NPAyHatikd
B€Ael va napéxel owoth e€unnpétnon otoug neAateg tng. H ducapéokela twv neatwy pnopei va
obnynoel o takonn Tng ox€ong Toug We thv enixeipnon aAAd kat kakn dnpociétnta. Iiaitepa
onhuepa, tnv enoxn Twv chat rooms kat twv blogs, n Sucapéokela Tou NeAdtn pe Kanola enixeipnon
pnopei va petadoBei aotpaniaial

‘Apa n KGBe enixelpnon npénel va yvwpidet kat va a§lonotei NAnpwg Ta Nnapanova twv NeAatwy
ng. Agv éxouv tnv ibla BapUtnta 6Aa ta napdnova Kat ta Bacika Kpithpta yia tnv a§loAdynon twv
napandévwy twv neAatwv eivat:

» N ouxvotnta EPPAviong ToU Napanovou

» nonpacia ya tov neAdtn

Inpacia yia tov MeAdtn

=
(=]
B
E ANAZHTHEH AMETH ,
E §. AYZEQN EMIAYEH XapnAn
o e
g v
X £ MIKPHE
I ©HMANTIKOTHTAS & SYCHIEEE yni
B Cr1IKINAYNOTHTAS
9-
% XapnAn uynin

Ta§ivounon Mapanévwv twv Melatwyv
Mouvapng, X. (2012), Mapketvyk Ynnpeaolwy, oeAiba 138

34



Eunéplo kat E§wotpépela

3.7 O Blopunxavikég EPEUVEC

(¢ Blopnxavikég €peuveg ayopdg xapaktnpidovral ot €peuveg, To deiypda Twv onoilwv anoteAeital
and tov NANBUOHO TWV ENIXEIPNCEWY Kal TWV OTEAEXWV TOUG KAl OXL ano Ta VOIKOKUPLA Kal ta HéEAN
TOUG, 6NWG oupPBaivel OTIG €PEUVEG TOU KATAVAAWTA.

H €pguva ayopdg naidet Pikpotepo poAo yia To Blopnxaviko Npoidv o€ ox€on He TO KATAVAAWTIKO
npoidv yia noAoug Adyoug, petau twv onoiwv eival o neploplopévog aplBudg Blopnxavikwy
ayopaotwy, nou entpénel  dlanpoownikég oxéoelg Hetal napaywywv-ayopactwy. Ot
Blopnxavikég €peuveg ayopdg Oiénmovial, Ot YEVIKEG YPAMMEG, and TG dleg apxég pe Tg
KATaVaAWTIKEG EPEUVEG. ZUXVA £XOUV WG 0TOXO Tn dlepeUivnon Tou TpOnou ouvepyaaoiag petagu twv
dlapopwV ENIXEPNOEWY Kal TN HETPNON OPIOPEVWV NAPAUETPWY TOU HAPKETIVYK.

211G Blopnxavikég £peuveg, 1blaitepa dTav NPOKEeLTal yia TexVIKA N e€eldikeupéva BEpata, n cuNoyn
TWV otoIxeiwv yivetal ouxva pe eAelBepn oulhtnon petafl epeuvntn Kal EpWTWHEVOU, dnAadn
MEOW NPOoWNIKWY oUVEVIEUEEWVY N opadikwy oulnTACEWV.

Ot anopdoelg nou oxetidovial Ye 10 HAPKETIVYK AauBdvovial avano@eukta KAtw and ouvBnkeg
aBeBaidtntag kat piokou. H xpnon tng €peuvag ayopdg dev efagavifel nAnpwg auth tnv
aBepaidtnta, al\d tn peiwvel dpaotikd, avadeikviovtag to niBavo anotéAeopa Plag CUYKEKPLPEVNG
EVEPYELQAG.

3.8 Auwxeipion kivéuvou (Risk management)

3.8.1 Ewsaywyn Kat oplop6g Tng £vvolag Staxeipion Kivéuvou

H diaxeipion kivduvou eival Keviplkog nupnvag tng otpatnytkng diaxeipiong kabe enixeipnong. O
kivbuvog ival pia évvola oteva ouvdedepévn pe tnv évvola tng aBeBaidtntag, n onoia ivat oteva
ouvbedepévn pe TG évvoleg NG petaPAntoTnTag Kat tng aotdbelag. ‘Apa, o kivbuvog pnopei va
oplotel wg o ouvduacopdg tng NiBavotntag evag yeyovotog Kal Twv cuveneiwyv tou (ISO-IEC Guide
73).

Ol ENIXEIPNOEIG €PXOVTAL CUVEXWG AVTIMETWNEG We Slapdpwyv €dwv KivdUvoug, nou pnopei va
npoépxovtal ano:

e Tn 6paCTNPIOTNTA TNG ENIXEIPNONG,
e  TIG eVEPYEIEG Kal TIG anopdoelg Tng Sloiknong,

e 10 e€wTEPIKO NePIBANov.

3.8.2 TuUnot kat nny£g Kivéuvou
Ot tunot Kivduvou eival Tpelg:

Mototikég Kivduvog: Ixetietal pe tnv notdtnta twv diadikaciwy nou ennpedadouv o €pyo M TN
dpaotnpiétnta.

Kivéuvog kéotoug: Ixetietal Pe TNV IKAVOTNTA TOU £€pyou h TG §pactnpldTNTag va eKNANPWOEL
TOUG OIKOVOMIKOUG 0tdxoug. Auo Baoikoi d§oveg kivduvou kdotoug eival (1) ol pXIKEG EKTIMNOELG
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KOOTOUG Kal oTtoXwv va pnv eival akplBeig¢ kat peaAloTikég kat (2) o mBavog kivduvog va pnv
eKNANPpwOoUV ol OIKOVOUIKO[ 0TOX0l WG anoTéAEoUa anotuxiag avilheTwniong Twv dlapopwv
anetiwv.

Kivbuvog oxedlaopol: Ixeti(etal pe tnv IKAvOtnta ToU €pyou N tng dpaoctnpidtntag va
EKNANPWOEL TOUG OTOXOUG XpovornpoypaypatiopoU. Auo Baoikoi a§oveg kivdUvou oe autév tov
Tuno eival (1) ol apXIKEG EKTIUNOELG Yl TOV anattoUPEVO XpOVo EKTEAEONG TOU £pYOU va pnv gival
akplBeic Kat peaAloTikéG Kal (2) o mBavog kivbuvog va pnv thpnBel 1o xpovodidypappa wg
anoTtéAeopa anotuxiag avipeTwniong Twv S1apopwy aneiAwy.

3.8.3 H Awadikacia diaxeipiong KivéUvou

H 6wadikacia Siaxeipiong KivdUvou eivat 0Aeg ekeiveg ol Slepyacieg nou apopoulv 1o oxedlaopd, tnv
avayvwplon, thv avaluaon, Ty avTPETWLON KAl Th gUVeXn napakoAoUBnon twv KIvEUVwY Kal Twv
MNYWV ToUg Kal cUPnePIAapBAveL TIC NapakATw TECOEPIG BACIKEG PATELG:

1. Avayvwplon
2. A€loAéynon
3. Avtipetwnion

4. NapakoAoUBnon kal enave€étaon

< Zuvoyn >

XTnV VOTNTA auth eEETAOTNKE N €vvold TNG €pEUVAG ayopdg, dnAadn n PeAETn OXETIKA
ME 1o HéyeBog, Tn oUvBeon Kal Ta AAAG XapaKTNPLOTIKA HIAG CUYKEKPIKEVNG ayopdg, mou
anoteAel e€alpetikd NOAUTIHO Kal Xpnoldo epyaleio yia kaBe enixeipnon n onoia
emBupel va yvwpilel 11 ouvBnkeg TNG ayopdg Kat twv neAatwv tng. AvaAuBnkav oe
BaBog o1 péBobol ouloyng npwtoyevwyv otoixeiwy, 6nAadn ol €peuveg nou
oxedialovral e€apxng PE 0TOXO TN CUANOYN OTOIXEIWV OXETIKA PE €VA OUYKEKPIPEVO
npoBAnUa Nou anaoxoAei Pla GUYKEKPIUEVN EMIXEipnon.
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3.9 Epwtnocig autoagloAoynong EKNAtSEUTIKNG EVOTNTAG

1.

2.

3.

4.

Avagopika pe tn diadikaaoia €épeuvag ayopdg, BAAte og Aoyikn O€1pa Ta NAPAKATwW:
A. Txedlaopog €peuvag B. Ent\oyn tou delypatog
I. Enthoyn katdAAnAng epeuvnuikng peBodou  A. Avayvwplion-Aiatunwaon tou npoBAnpatog
E. ZuA\oyn otoixeiwv X T. Avahuon kal eppnveia otoixeiwv

H epeuvntikn 6paotnpiotnta apxilel ndvia and tnv avaddtnon otoixeiwv and deutepoyeveic NnyEg,
ylati n avadhtnon Twv OToIXEiwV €ival Nio eUKOAN Kal €XeL XapnAS 1 Kat UNdeVIKO KAOTog

O XZwoto O AdbBog

TupnAnpwote tn ppaon: «0t NMoooTIKEG €PEUVEG...»
A. Byddouv otatiotikd anoteAéopata
B. lMvovtat pévo péow Npoownikng oUVEVTEUENG Kal TNAEPWVOU
I. EuBaBuvouv ota {nthpata
A. XpnolponotoUv peyalo deiypa epwtwpevwy
E. Eivat ndvta nio akpifeig and tig nolotikEG EPEUVEG

TupnAnpwote tn ppaon: «Ot MoloTIKEG €PEUVEG...»
A. Aev gival anoteAeopaTIKEG OTav yivovtal o€ Opadeq
B. Xpetadovtal e€e1dIkeUpEVOUG EPEUVNTEG
I. EuBaBuvouv ota {nthpata
A.’Exouv kdnola oxetikn duokoAia otnv epunveia Twv anoteAeoudtwy
E. Mnopouv va dwoouv Pe nocootd anodoxng vEwv Npoioviwy

O1 etaipeieg die€ayouv n noootikn n nolotikn épeuva. O ouvduaopog twv 6Uo eival NepITIOg,
K0OToB0pPOC KAl UN anoTeEAECHATIKAG.

OXwotd O AdBog

211G Blopnxavikég ayopég, n épeuva ayopdg ouxva die€dyetat and tov NnwAnth tng enixeipnong, o
onoiog, Adyw twv KaAwv S1anpoowniKwy ToU OXECEWV HE TOUG NEAATEG, pnopei va dlepeuvnoel ta
B€pata nou anaoxoAoUv TV eNIXe(pNon PECW NPOCWIKWY OUVEVTEUEEWY HE NEATEG.

OXwotd O AdBog

Kivduvol nou npoépxovtal and e0wtepIkEG NNYEG KivdUvou pnopolv ndvia va npoBAepBouv kat
enopévwg dev xpelddetal va yivel kanola ouykekpipévn dlaxeipion Kivduvou.

OXwotd O AdBog

O1 p€Bobdot aflohdynong twv KivoUvwy pnopei va eivat:

A. Aévipa Anopacewv B. MNpoaoopoiwaon Monte Carlo
I. Avahuon SWOT A. Avaluon EuaioBnaiag
E. Avahuon NekpoU Znpeiou XT.’OAa ta napandvw
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0 vopIkog Kivbuvog oxetietal pe 10 BEOUIKO Kal KavovioTIKO MAQiolo Tou KPAtoug oto onoio
Aettoupyel pla enixelpnon Kat pe tig niBavég aAayEg og auto.

O XZwoto O AdbBog

H attiohoyikn €peuva okonelel otn Slgpelivnon Twv OXETEWV aITioU-attiatoU Kal TwV CUOXETIOEWY
peTagu SlapopeTikwy PHeTaBANTwV.

O XZwoto O AdbBog

Anavtiosig epwtnoswy autoa§loAéynong eKnatdeutikng evétntag
1-A/T/A/B/E/XT, 2-%, 3-A+A, 4-B++A, 5-A, 6-%, 7-A, 8-XT, 9-A, 10-X
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4 AieBveis ouppwvies

< Ikonog >

YKonog Tou kepaAaiou gival n eloaywyn otnv €vvola Twv dieBvwv cuppwviwy. Oa napouatactolv
Bépata oXeTIKA Pe T YEVIKN oUP@uvia daopwyv Kal epnopiou, dnwg eniong Kal BAacikéG apxeg
danpaypatetoswy. EninAéov, Ba napouciactolv otoixeia OXeTKA He T eniBapUvoel mnou
&éxovtal ta npoidvia kaBwg Kal 0pPIOPEVEG ONUAVTIKEG CUMPWVIEG EPNOPIKWV SIAOKEYEWV.

< Mpoodokwpueva anoteAéopata >

‘Otav oAokAnpwoete th peAétn Tou kepalaiou Ba eiote oe B€on va yvwpidete:
e Paokég apxég danpayudteuong,
e  EUMNOPIKEG CULPWVIEG,

e TNV €vvola ToUu NEAdTN, T0 XAPAKTINPLIOTIKA TOU oUYXpovou NeAATn Kal tn oroudaldtntd tou
yla tnv enixeipnon,

e Tnv évvola TnG Npoadokiag tou neAdTn,

e 10 Povtého ServQual Kal tn xpnotydTnta tou,

e pebdboug pétpnong Tng Ikavonoinong tou neAdn,
e 1taouothyata CRM,

e 1nv évvola Tng niotdtnta (loyalty) Tou neAdtn.

<’Evvoleg-kAeLbua »
o Gatt
e XUuBaon

e Agia yia tov neAdtn

e [lodtnta

e Alaotdoelg noldTNTag NpoidvIwy

e Efunnpétnon nehatwv

e Failure Recovery

e Kpiowa Neplotatka (Zuypég AAnBelacg)
e |kavonoinon neAatwv

e CRM - Customer Relationship Management
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4.1 AweBvég Epunoplo

4.1.1 H Swapdéppwon tou Beopikou nAatsiou tng S1eBvolg avraldayng
HNA: Mepartépw eheubeponoinon tou epnopiou.
1930: OikovouiKn Kpioh Kat €VTOVOG NPOOTATEUTIOHOG OE OAEG TIG XWPEG.

HMA: Me 1o 1€A0o¢ TnG OIKOVOUIKNG Kpiong €idav tnv avaykn yia tnv e§ao@dlion peyaAltepng
eheuBepiag otg diebveig epnopikég avialayég. To ouotnpa Tng eAelBepng ayopdg £Pploke Tnv
KaAUtepn e@appoyn tou petanolepikd ot HMA oe oxéon pe dAAa Blopnxavikd aventuypéva
Kpatn, enewdn n Kupiapxn auth olkovopikn duvapn dev eixe oxedov kapia anolkia.

Ye avtiBeon pe 1g HMA, n Meydhn Bpetavia gixe cofapoUc anotkiakoug deopoUg Kal cUPQEPOVTAL.
H 16€a, Aoinov, tou eAelBepou epnopiou xwpig diakpioelg dev ntav 1o 6lo anodektn and th M.
Bpetavia. Mdavtwg, kal ot dUo xwpeg avayvwploav tnv avdykn yia €vav KAAUTEPO HETAMOAEHIKO
KOOMO, 600 To duvatd neplocdtepo eAeubBepwéVo and tov olkovouiko eBvikiopd. Tov AUyouato
ToU 1941 0 npdedpog PoulBeAt kat o npwBunoupyog TowptolA cuvunéypayav tov «Xdaptn tou
AtAavtikoU», éva avakolvwBév oto onoio ot 6Uo duvapelg daknpufav tnv npdBeon toug «va
npowBnoouv yia 6Aa ta kpdtn-péAn 106TIUN NpdoBacn OTo EUNOPLO Kal OTIG NPWTEG UAEG, 01O
NAQ(o10 TWV UPIOTAPEVWYV UNOXPEWTEWY TOUG.

HMA: H Bdon yua tn diapBpwtkn dopn tou BeopikoU ocuotnpatog otig diebveig epnoplkég Kat
VOUIOMATIKEG oxEoelG (Blaokéwelg Tou Bretton Woods to 1944 yia ta vopiopatika B€uata Kal tng
ABdavag 1o 1947 yia tn 61eBvn avtaAhayn).

0 Xdptng tng ABdavag, npoidv tng diaokewng tou 1947, npoéPAene tnv idpuon tou AleBvoug
Opyaviopou Epnopiou (AOE), o onoiog Ba €Bete T1¢ Baoikég apxEG yia tn Asttoupyia pe eutagia Twv
€MNopIKwY cuvaAlaywv oto d1eBvEg epnodplo. Opwg o AOE dev emkupwBnke and ta KowvoBoUAla
TWV XWPWV Nou npwtootdtnoav otnv idpuon tou. MdAiota alonpdoektn gival n naAivépounon
Twv HIMA oto 8€pa auto, kaBwg 1o Apepikaviko Koykpéao e€€ppaoe poBoug 6t o AOE pnopouoe
va anoteAéoel dpyavo npdofaong Kal napéuPaong otnv €BVIKN 0IKOVOMIKA MOMTIKA TNG XWpPAG.
‘Evag deltepog yupog npoonabelwy yia tnv avaBiwon kat oplotikonoinon tou AOE dev €6woe
anoteAéoparta.

To oXeTkO VOMIKO MAaiolo yia eAeuBeponoinon tou epnopiou nponABe and tn Mevikn Zupgwvia
Aaopwv Kat Epnopiou (GATT - General Agreement on Tariffs and Trade). Apxika €ixe npoBAepOei
01t n GATT Ba unokaBiotoloe tov AOE péxpl tnv oplotikonoinon tou teAeutaiou. H dputikn
oup@wvia tou AOE 6ev npoxwpnaoe o uhonoinan kat n GATT napépeive atn B€on Tou opyaviopou
epnopiou nou 6pile To Beopiko NAaiolo Asttoupyiag tng 61eBvolg avtaAhayng.

4.1.2 Itoxol Kal KUpleg Siatagelg tng GATT

e KaBopilel toug Kavoveg Asitoupyiag Kal TIG unoxpewaoelg otn diebvn avraAlayn Kat Tig
gUNopPIKEG SlanpaypateUoelg.

e MéAn ng Zupgwviag eival 125 xwpeg, and tg onoieg ol 96 eival TaKtKA PEAN Kal ol
unohotneg de facto péAn. H eicodog véwv pedwv otnv GATT npolnoBétel tnv anodoxn
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YEVIKWV KaVOVWV Kal €I8IKWV unoxpewoewv yia kKaBe xwpa. Ta de facto péAn eival
npoowpLva Péxpt va kaBoplotoUv ot teNkoi dpol 1660XNG.

e To Kkeiyevo Tng Luppwviag anoteAeital and t€ooepa pépn Kal tplavia oktw dpBpa. H yevikn
Tou 16¢a gival n €€ng:

1. ’lon petaxeipion Twv npoidviwy

2. MMpootaocia pévo pe daopoug

3. Ynoxpéwon ulonoinong twv SacpoAoYIKWY HEIWOEWY

4. EniAuon dapopwv

5. E€aipéoeig atov kavova tng eAeuBeponoinang tov epnopiou

4.2 TMpoctopacia plag SieBvoug cUpBaong nwAnong

To €exivnpa tng efaywylkng N el0aywylkng Aettoupyiag anattel tn ouykatdBeon twv 600
oUpBaAAGpEevVwY pepwV (Tou ayopaoth Kal Tou NwAntn). Auth n cup@wvia naipvel Tn gop@n piag
oupBaong nwAnong, n onoia otoxevel otn dlaipeon twv danavwv Kat Twv KivdUivwy petagu tou
nwAnth Kat tou ayopaoth. H ouvta€n tng oupBaong eival npwtapxikhg onoudaldtntag, ylati
dleukoAUvel To epndplo Kat tnv avtaAAayn kat puBpilel 1d1ka g epnopikég dapuwvieg. H 61eBvng
oUuBacn nwAnong 6iénetal anod toug didpopoug Kavoveg Nou €Xouv 0Tdxo va GlEUKOAUVOUV 10
S1eBvEQ epnoplo Kat Tig aviaAAayEg.

4.2.1 Zuvlnkn tng Biévvng

H ZuvBnkn tng Biévvng, nou avantixBnke und tnv atyida twv Hvwpévwy EBvwy, pubuilel 1o
O1eBvEG epnodplo Kal tnv aviaAAayn Twv gpnopeupatwy. Ynoypdginke tov AnpiAio tou 1980 Kkal
onyepa petpd 57 oupPalopeveg xwpeg. E@apupoletal anokAelotikd otnv nepintwon twv
npoPAnudtwy nou ouvbéovtat pe tn datunwon piag oUPBaong nwAnong kat puBuilel ta
KaBnKovta Kat T UNoXpewaelg twv cupdBalopevwy pepwv. Aappavoviag unoyn ta npofAnuata
nou dnploupyoulvtal and tnv eNAoyn Tou EQappoatéou dikaiou, n v Adyw cUPBacn enitpénet tnv
enmAoyn evog oudétepou Oikalwpatog. H e@appoyn tng oUpBaong tng Biévwng e€aptatal
e€oAokAnpou ano Tig npobaelg twv 6Uo cupBarAdpevwy pepwv. Ot ENIXEIPNOELG unopoUV ite va
TNV anokA&ioouv GUVOAIKA €iTE va TNV EQApUOOOUV HEPIKWG. LTNV MNPAYHATIKOTNTA, Ol ENIXEIPNTEIG
nou emBupouv va avantuouv pia dieBvn dpaoctnpiotnta, npénet va AdBouv yvwon tou VopikoU
OUOTAMATOC TN XWPAG-0TOXoU Kal Tn LuvBnkn tng Biévvng.

4.2.2 H olpBaon

lMa va npoetoldaotei pia oupBaon, €ival anapaitnto ta dUo oupBalAdpeva pépn va épBouv ot
anoAutn ouppwvia. H oupwvia petall twv cupBalAdpevwy pepwv e€aptdtal and v TiPn
npoo@opdg, Toug YEVIKOUG 0pouUG TNG NWANONG Kal TG anodoxng.
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TN npoopopdag kat TUnog tipoAoyiou

H eynopikn npoo@opd ivat n Baon tng cupBaong nwAnong. Mpénet va eivat otaBepn, §ekaBapn
Kal cagng. H tun npoogopdg eival Bactopévn o€ éva ypanto £yypapo Kal npénel va ouviaxBei oe
YAwooa anoAUTw g Katavontn yia tov neAatn.

H npopdpua evog tigoAoyiou eival to €yypago nou Sivel pHop@n otnv NPoo@opd EPNOPIKWV
ouvalaywv. Anotelei tnv npodlaypapn nou kabBopilel Tn yevikh neptypapn tng nwAnong. H
npo@opua nepthapBavel 6Aa ta otoixeia nou Bpiokovial o€ éva EPNopPIKO TIHOAGYIO KAl UNOXPEWVEL
ToV ayopaoth va AdBel yvawon twv npodiaypapwv nou oxeti{ovtal pe tnv npoopopd. TEAog, eav 6Aa
eival 0pBa, n oupPaon npénel va Kabopioel TG VOUIKEG OxETelg HeTaU Twv dUo oupBarAdpevwy
HepwV. AuTOG €lval 0 0TOX0G TWV YEVIKWY 0pwV TNG NWANGNG.

Fevikoi 6pot Tng nwAnong

Ot yevikoi 6pot Tng NWANGNG ENITPENOUV OTIG EMIXEIPNOELS Va KaBopioouv 1o VOMIKO nAaiolo Twv
EMMOPIKWYV TOUG OXECEWV Kal €ival ouykekplpévol yia KaBe e€aywyéa. KaBopilouv ta kabnkovia
TOU ayopaoTn, EVW TOU ENTPENOUV VA UNEPACTILOTEL TA CUUPEPOVTA TOU.

O ayopaotng npénel va AdBel yvawon Twv YEVIKWY 0pwv TNG NWANCNG NPV TV Unoypagn tng
oupBaong, dtapopetikd autn Ba Bewpeito vopipa ateAéopopn. Znpavtikd eival va yvwpilel kaveig
0Tl 0€ PEPIKEG XWPEG undpxouv kaBoplopévol yevikoi 6pol ayopdg, ot onoiot avtitiBevtal otoug
O0pouG ToU NWANTA. e auth tnv nepintwon, ta cudBarAdpeva pépn npénel va dlanpaypateutoly
Kat va avaAuoouv Toug YevikoUg 6poug pe Bdon tn vouikn dnoyn nou Siénet tn oUupPaon. Kabe
ayopaotng nou dev avtitiBetal ge Toug YEVIKOUG 6poug tng nwAnong Bewpeital 61t toug anodéxetal
Kat Ba €xel OVO autoUg TOUG YEVIKOUG OpOUG Yia va NpoaotateUoel Ta dikalwpatd tou.

H anoboxn

H anoboxn plag npoo@opdg anoteAel cup@wvia e tov NEAATN Kal ENITPENEL TNV opLoTIKoMoinon
NG oUPBaong nwAnong. H oUpBaon naipvel tn cUyKeKpIPEVN Hop@pn HOVO OTav N NPoopopd yivetal
anodektn. EQdoov bev yivetal anodektn, n npoopopd unopei va anocupbei. H anodoxn npénel va
daBiBaotel og ypanth popen, wote 0 NWANTAG va €xel yyunon Kat anddein oe nepintwon
VOHIKWV dlapwviwy. e auth tnv Nepintwan, n anodoxn naipvel tn Jop@n eUNopIikou Aoyaplacpou
N EUNopIKnG oupBaong.

H npogopikn anodoxn dev cuviotatal e€aitiag Tou yeyovatog ot Hev undapxel Kapia anddegn
S1aBéaiun, ektdg av n oUpPaon eival anAn kat ekteAeital and npdéowna nou ival KAANG niotng.
AvtiBétwg, n ypantn eniBefaiwon ouviotatal oe kaBe nepintwon. Mpénel va 606l npocoxn atnv
nePINTwon tng VoUIKNG Slagwviag, avagopikd pe tnv anodoxn tou TnAeTUNou n tou @ag, d1ott dev
anoteAoUv enapkn anodeign. Ot eNIXelPNOEIG PNOPOUV €MiONG VA KATAPUYOUV OTIC TUMOMOINKEVES
oupBaocelg yia tnv enonponoinon Tng cupewviag petalu dUo oupBardpevwy pepwv. H xpnon twv
tunonotnpévwy oupPfdoswy eival npaktikn, aAd n povn duoxépela eivat n  aduvapia
danpayudreuong touc. O nAéov aiyoupog Tponog ival va auvtaxBouv cupBAcelg anoKAEIOTIKA Yia
TN OUYKEKPIKEVN GUHPWVIA Pe TNV KatdpTion dUo eyypagwv: pia Bactkn cUPBacn yia Toug YeEVIKOUG
0poug Tng NWANONG Kat éva NpooBeTo oUHPWVO Yid Toug eI81IKOUG OPOUG NOU £XOUV CUHPWVNBEI
pE KABe neAdtn.
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4.3 H’Evvola tng notdtntag

Oplopo6G Tng notdTntag

0 6pog «notdtnta» éxel el0fAAel Ta teAeutaia xpovia otn {wnh Pag Kat €Xel MPOKAAECEL avaoTatwon,
ouyxuon, oulntnoelg kat Slagwvieg. Eival n payikn AéEn nou OAeg ol eNIXEIPNOEI Kal OAoL ol
neldteg kottadouv pe 6€0g. Tt onpaivel dPwG 0 GPog «NoLOTNTAX;

0 oplopdg tng nototntag €xel e€eAixBel pe Ta xpovia, akoAouBwvtag tnv e€EAIEN TG piAocopiag Tou
HAPKETIVYK Kal Tnv oAoéva au€avopevn NpoohAwaon oTig avaykeg Tou NeAdTn Kat tnv évvola Tou
NEAATOKEVIPIOHOU.

«[lloiétnta oe éva npoidv 1 oe pia unnpeoia dev eivar auté nou Balel o npounBeutrig. Eival auté nou
naipvet o NeAdtng Kat yia 1o onoio eivai f1areBeiuévog va nAnpwael. Auté nou npoobdidel “noidtnta” oe
€va npoidv bev eival oute n bUOKOAID KATAOKEUNG TOU OUTE TO UEYdAO KOOTOG ToU, OrnwG MaTEUOUV
ouvnBwc¢ ol Karaokeuaotée. Auto eival xaunAn andbdoon. Ot neAdteg nAnpwvouv uovo yi’ auté nou
eivat xproiuo o’ autoUc Kkat npoopépel o’ autoug aéla. Tinote dAAo bev anoteAel “noidtnta”. »

(Peter Drucker, 1985)

O1 Baokég Slaotaocelg notétntag yia ta npoiovra

e AvtihapBavdpevn Moidtnta (Perceived Quality)
e Xapaktnplotika (Features)

e Aettoupyieg/Anodoon (Performance)

e Agoniotia (Reliability)

e Yuppopoewon (Conformance)

e Avtoxn (Durability)

e |kavotnta Emokeung (Serviceability)

e AioBntika xapaktnplotika (Aesthetics)
Ot Baoikég Slaotdoelg noldTNTag yla Ti§ UNNPECieg

e Xelponiaotd otoixeia (Tangibles) nou cuvodelouv tnv unnpecia
e Agoniotia (Reliability) tng enixeipnong

e Babuog avtanokpiong (Responsiveness) & diaBeaipdtntag

e AopdAela (Assurance) wg aioBnon yia toug NeAdteg

e EvouvaioBnon (Empathy) — Katavonon nehatwv

Zuotnpata Awaxeipiong Mowdtntag kat avtiotoixeg Miotononosig

Yuotnpa Alaxeipiong Motwdtntag (Quality Management System) ovopddoupe tnv opydvwon, ta
avaykaia péoa Kat to Npoownikd nou anattouvtat yia tn dieknepaiwaon tng diaxeipiong notdtntag.
0 yevikdg otdxog tou ruothpatog Awaxeipiong Mowotntag eival n thpnon kat n BeAtiwon twv
npodlaypaPuwV (XapakINPLOoTIKWY) TwV NPOIOVIWY N TWV UNNPECLWV NOU NPOoPEPOVTALl, £T0L WOTE
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va KaAuntovtatl ol ouvexwg PetaBalopeveg anartnoelg twv neAatwv. H B€onion npodilaypaguwv
notétntag anattei tnv kKatdption npodlaypapwv yla 6Aa ta otadla avantugng tou Npoioviog h Tng
unnpeaiag.

Awoiknon OAkng Motétntag (TGM/Total Quality Management)

H Awiknon OAikng Moldtntag avagépetal oe Npoypappata oxedlaopéva va BEATILOVOUV CUVEXWG
TNV nolétnta npoidviwy, unnpeotwv Kat dadikaciwv. Me tnv nio otevin Tng évvola, n nodtnta
pnopel va oplotei wg «eAeuBepia and ehattwpata». AMA ol NeplocoTEPEC NEAATOKEVIPIKES
€Talpeieg Npoxwpouv Népa anod autdv 1o oTeve oplopo TN noldtntag Kat opiouv tnv notdtnta and
TNV dnoyn g tkavonoinong tou neAdrn.

ISO (Aie®ving Opyavicpég Tunonoinong)

0 AweBvng Opyaviopog Tunonoinong eivat pia 61eBvng pun KuBepvntikn opydvwaon dnyioupyiag Kal
¢€kdoang npotUnwyv nou anoteAgital and avinpoownoug Twv BVIKWY opyaviopwy tunonoinong.
O opyaviopog 1BpuBnke 10 1947, €xel otdxo tn bieBvn tunonoinon kat napdyel ta naykdopia
Blopnxavikd Kat epnopikda npotuna, ta enovopalopeva npdtuna ISO. To 1ISO 9001 eival to npotuno
Mou NePLEXEL YEVIKEG 0dnyieg yla tnv nopeia nou KaAeital va akoAouBnaoel pla enixeipnon yia tnv
eykaBibpuon Tou cuotnpatog dlaxeiplong noloTNTag, Xpnaolponoleital wg 0dnydg otnv nopeia plag
enixeipnong yia tn dtac@alion nototntag aAAd Kat wg PETpo yia tnv afloAdynon tng. To npdtuno
ISO 9001 cival £va d1eBvwg avayvwplopévo npotuno-Luotnpa Alaxeipiong Motdtntag kat agopd
OAeC TG Katnyopieg twv etaipelwy, ave€aptnta anod to €idog, 10 péyeBog Kal 10 napexdpevo
npoidv/unnpeoia.

4.4 Tpoobokieg neAatn

H évvola tng npocbokiag Tou neAdtn

‘Apeoca ouvu@acpévn e Tnv €vvola TG noldtntag ival n évvola tng «npocdokiag tou neAdatn. Og
npoadokieg nehatwv opidovtal ol andYeIg Toug avapopika pe to eninedo kal ta standards evag
npoiodvtog h plag unnpeaiag.

YUP@wva pe tn Bewpia tng Sidyeuong twv npoodokiwy (Parasuraman kai ouv., 1985), ol neAdteg
ayopddouv pe Bdon Tt npoadokieg Toug, SnAadn avaloya pe 1o Tt NpoadokoUlv and €va npoiov n
Hia unnpeaoia. Apa n avtidagBavopevn noldtnTa Tou NPOIGVIOG NPOKUNTEL and TIG NAPAUETPOUG
oUYKplong Twv NpoadoKiwv tou neAdtn yia to idlo To Npoidy, tnv avtiAnyn Tou yia tnv anédoon tng
enixeipnong (dnAadn T viwBel ot eloénpale and tnv napoxn TnG eUpUTEPNG UNNPETiag) Kat TeEAIKA
tnv eniBePaiwon n Sidyeuon Twv NPoodokiwy Tou.

H &apopd autn (to xdopa), avdueoa otnv npoodokia kat tnv avtilnyn tou neAdtn yia to
npoiév/unnpeoia Ba kaBopioel Tov 1poMo pE Tov onoio o katavaAwtng Ba Kpivel tnv TeEAKN notdtnta
TOU npoiovtog. O neAdtng éxel SladopPwWHEVEG NPOOOOKIEG OXETIKA HE TO NPOIOV N TNV UNnpeaia.
Autég ogeilovtat:
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e 0t NPONYOUUEVEG EUNELPieg TOU anod AAAeG etalpeieg Tou kAadou,
e 0g AMoug neAdreg (word of mouth),

e OTOV TPOMNO HE TOV 0Moi0 N CUYKEKPIUEVN eMIXEipnon Slapop@uivel TIG Npoodokieg Tou (n.x.
NWANTEG, Slapnpion).

H yvawon twv npoodokiwy twv neAatwy eival n npwtn Kat AAAov n onpaviikotepn nAnpogpopia
nou kdBe enixeipnon npénel va éxel. H enixeipnon npénet va kaBopidel 11g npodiaypapég tng agou

yvwpilet:
e TinpoobokouUv ol NEAATEG

e [atita npoobokouv

Mpocbokicg neAdtn ot unNnpecisg

H évvola tng npoodokiag yiveral akoOpa nio onpaviikn ot unnpecie¢ Adyw twv 1dlaitepwyv
XAPAKTNPLOTIKWY TouG. To Yeyovag OtL ol unnpeaieg eival Auleg, dev Tunonololvtal eUKoAa, dev
daxwpiovtal anod tg ouvBnkeg nou g nepiPaAlouy Kal ival oxedov aduvato va dokipaotouv npiv
TNV TEAIKN ayopd, Gnpioupyei peyaAn niBavotnta xdopatog Petafl tng NpoodoKweVNG unnpeaiag
Kal Tou TeNIKoU anoteAéopatog.

4.5 Ikavonoinon tou neAdtn

H évvola tng tkavonoinong tou neAdtn

Ot évvoleg Tng noldtntag, dnwg tnv avtidaufavetal o NEAATNG, Twv NPoodOoKIWY TwV NEAATWY Kal
ng €UNNPETNONG TwWV NEAATWVY KATAANYOUV OTN ONUAvTIKOTEPN €vvola Kal Bacikd okono Tou
HAPKETIVYK, Kal Kat' €NEKTAoN Twv NWANCEWY: TNV IKavornoinon Tou neAdtn nou Ba entpéyel Kat
Tn Slathpnon Tou oto neAatoAdylo TnG eNIXeipnong.

YUdpwva pe toug Jones kal Sasser (1995), téooepa Bacikd otoixeia €xouv €MIMTWOELS OTNV
tkavonoinon neAatwv. Autd eivat:

e 10 Bacika xapakInploTIKA/1B1dTnteG ToU NPOidVTog N TNG UNNPESIag,
e o1 Baoikég unnpeoieg unootnpigng,
e ol dladikaoieg enavopBwong/avakapyng oe neptntwoelg ducapéokelag neAatwy,

e nnapoxn e€alpeTikoU eMNEdou unnpeaiwy.

Ano tn peptd tou neAdtn:

e Hkavonoinon tou eniBePaiwvel Tnv opBOTNTA TNG AYOPACTIKNG TOU GUHMNEPLPOPAG KAl TNG
eMAOYNG ToU.

e H ikavonoinon and pia ayopd enitpénel otov neAdtn va ano@uyel tnv avalhtnon
eVAAAGKTIKWYV NPOPNBEUTWY TOU NPoidvTog N TNG unnpeciag.
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Ano tn pepLa tng enxeipnong:

e Tng e€aopalilel 6Tt o1 neAdteg Ba Eavayopdoouv ta npoidvia h TIG UNNPECIEG TNG Kal
mBavétata Ba napapeivouv niotol.

e BonBdet tn enpn tng yiati ot ikavonoinpévol neAdteg Ba 1o nouv Kat oe aAoug (word of
mouth).

H ouvoAikn ikavonoinon tou neAdtn e€aptdtarl (Parker C. & Mathews B. P. 2001), (Gronroos, 2001)
ano:

e pia TeXVIKN 81doTtacn nou KaAEital TEXVIKA NoldTNTA anoteAETHaTog,

e pia Aertoupyikn didotaon nou KaAeital Aertoupylkn nototnta diadikaoiag.

H texvikn Sidotaon skppddel 1o anotéAeopa TG UNnpeaiag Nou KatavaAwvel o neAdIng, SnAadn
auto nou ével otov neAdtn étav n dadikacia napaywyng tng unnpeaiag oAokAnpwoBei (n.x. Ta
anoteAéopata Tou €TNOLOU EAEyxou Uyeiag nou napadidet éva dlayvwotiké kKévipo otov neAdtn).

H Aettoupyikn Siaotaon agopd tov 1pono e Tov onoio AapBavel tnv unnpeoia o neAdtng, Snhadn
10 Nw¢ Plwvel Tnv Tautoxpovn dladikacia napaywyng Kat napoxng tng unnpeciag (n.x. n
OUMNEPIPOPA TOU NPOoowWIKOU Katd tn didpKela Tou €Tnalou eAéyxou Kat ol odnyieg nou éAafe o
NeAATNG PE TN AMYN TWV AnoTeEAETUATWY).

MpakTikéG €peuveg €xouv Oeiel 0TI NOANEG €MIXEIPNOEIS YNopoUV va MpoopEPouV anodektd
eningdo texvikng nototntag. Qotdoo, n andKINON AVIAywVIOTIKOU NAEOVEKTANATOG OTOV TOMEA TNG
TEXVIKNG Nolotntag anoteAei SUokoAn diadikacia nou anattei enevdUoelg oTnV Kalvotopia e UPnAd
pioko.

H ikavonoinon 6ev oxetidetal HOVO e Ta XapaKTNPLOTIKA NoU €XeL éva NPoiodv h pia unnpeoia. Eival
10 anotéAeopa plag yuxoAoyikng Siadikaaiag ouykpioewy, n onoia oAoKANpwVvETal JETA TNV ayopd
Kat Tnv KatavaAwon. Eivat n avtibpaon tou neAdtn otn diadikacia aloAdynong nou kavel Kat
Baoiletal 0to KAT@ NOGO N CUYKEKPIPEVN gUNElpia NnTav 1000 KaAn 6co o neAdtng nioteue ot Ba
eival. Ze auth tnv afloAdynon o neAatng e€etddel TG acuppwvieg Petau Twv NpoadoKiwy Tou Kal
NG NPAYHATIKNG anddoong Tou Npoidviog h TnG unnpeoiag, onwg yivetal avtiiAnnto anod ekeivov
META TN XpNaon TouG.

Andé kdBe enapn tou pe TNV enixeipnon o KatavaAwtng anokopilel Siapopetikd Pabuo
IKavonoinong, PE anoTéAeopa OAEG aUTEG Ol eNAPEG va SlapoPPUVOUV TN OUVOAIKN, aBpolotikn
Ikavonoinon tou neAatn. ‘Onou teAikd o neAdtng ouveldntd n acuveidnta «Babuoloyei» tnv
€NIXeipnon Kat Ta Npoidvia Tng Kat Tnv IKavonoinoh tou and autd. ¢ neAdtng, Pnopei va viwoel
duoapeotnpévog, Ikavonoinpévog n  evBouolaopévog. Ol €MIXEIPNOEI ME MPAYHATIKO
NeAATOKEVIPIOKO aToXeUoUV va €xouv evBoualaopévoug neAdteg, SnAadn va napéxouv npoidvia
Kal unnpeoieg nou unepPaivouv Tig NpoadoKieg Twv NeEAATWV TOUG.
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4.6 CRM - Customer Relationship Management — Awaxeipion
NeAatelakwv IXéoewV

H évvola tou CRM

Mpoéktaon Tou OXelaKoU PAPKeTIVYK anotelei To Customer Relationship Management (CRM) wg
ouotnpa «Alaxeipiong MMelatelakwy Ixéoewv» 10 onoio avantuoostat paydaia. Anotelei
ENIXELPNOLaKN QIAocoPia Kal oTpatnylkn nou avayvwpidel 1oug NeEAATEG WG CUPPAXOUG Kal €XEL
oKono:

e va PonBnoel TIG ENIXEIPNOEIG VA YVwpPIoouv KAAG Toug UNdpXovieg Kat Toug duvntikoug
NeAATEG TOUG,

e va unootnpi€el Toug NeAATEC aMOTEAEOMATIKA Me MNPOIGVIO Kal UMNPECIiEG Mou
avtanokpivovtal NAnPwWG oTIG aVAYKEG TOUG,

e va ONPIOUPYNOOUV IOXUPEG NEAATEIOKEG OXETELG ME TNV NAP0SO Tou Xpdvou.

To CRM evonolei tn duvapikn tou HApKeTivyK oxéoewv (relationship marketing) pe tnv texvoloyia
(IT), yia va bénploupynoel enikepdel PAKPOXPOVIEG OXECEIG WE Toug neAdteg. Kdvel xpnon
dedopévwv Kalt NANPoPOPLWV YIa TNV KATAVANOoN TWVY avayKwy Kal TNG CUPNEPLPOPAG TwV NEAATWY,
Me otoxo tn dnpoupyia aiag 1600 yla Toug NeAdTEG TG enixeipnong 6co Kal yia tnv dla tnv
enixeipnon. O otdéxo¢ autdg anaitei pia datunuatikh ouvBeon diadikaolwy, avBpwnwyv Kat
de€lotntwy papketivyk, n onoia kabiotatal duvatn PEow TNG XPAONG TNG TEXVOAOYIAG Kal Twv
EQApPUOYwWYV NANPOPOPIKNG.

Zipatnyikég Awadikaoisg kat CRM

Ot ouvioTwoeg g atpatnytkng CRM bivovtal oto napakdtw oxnya:

1. MNpogavatoAlgpog

oToVv MeAATn

YAonoinon
Lipatnyikng CRM

3. Anéktnon
nAnpogopiag Kal

2. Evonoinon kat
guBuypdppion Twv
guBuypdappion

TEXVOAQYIWY

EMIXEIPNOLAKWV
diadikaaiwv

Y€ otpatnytko eninedo 1o CRM eivat pia diadikacia uhonoinong neAatokeviplopoU Kat Snpoupyiag
a&iag yia tnv enixeipnon, nou €otiddel otnv evonoincn Twv enIXElPNolakwy dladikaolwy kat otnv
andktnon NANPOQOpPLWY Yia Tov NEAATN, e TEAIKO OTOX0 TNV IKavonoinoh tou.
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Y€ AEITOUPYLKO €ninedo auth n otpatnyikn petagpdadetal oe:
e Eotiaon otnv texvoloyia
e Autopatonoinon tng diadikaciag nwAnoewy
e XpNon oTOXeUPEVNG ENIKOIVWVIAG HAPKETIVYK

e [lpoownonoinuévn enagn pe toug nehateg (Personalization)

Ye eninebo NeAATN auth n oTpatnylkn PeTappAadetal o€ E0TiAON 0TN GUVOAIKN EUMELPia TOU NEAdTN.
O1 evépyeleg avantuéng neAatwv nepthapBavouy:

e AlaotaupoUpeveg nwAnoelg (cross-sell)
e [wAnoelg peyalitepng a&iag (up-sell)
Ot Baoikég Siadikaaieg tou CRM eival ot akoAoubeg (Reinartz, Hoyer & Krafft 2002):
e Anploupyia/Avdktnon Ixéoewv
e Aloiknon Ixéoewv

o TepHATIOPOG IXECEWY

4.7 Aegooiwon kat Mototnta n Miotn MeAatn (Loyalty)

H évvola tng apociwong Kal notétntag Tou neAdtn

0 06pog «nehatelakn agoaiwan» NePypAPel TNV TAon Mou €Xouv ol NeAATEG va enthéyouv pia
OUYKEKPIKEVN ENIXEIPNON N €va NpoioV Evavil AAAwV.

0 unéptatog otox0g oTtn guvalayn plag enixeipnong Pe Tov NeAATn (KatavaAwtiko n Blopnxaviko)
eivat n niotn tou neAatn (Loyalty), SnAadn n npotiynon, n ayopd Kat n xpnon povo tou dikoU Tng
npoiovtog n povo and tn 6edopévn enixeipnon. H Siatnpnon tou neAdtn onpaivel Tn GUVEXION HIAG
{wvtavng oxéong padi tou. O1 neAdteg napapévouv niotoi Adyw tng aiag nou AapBavouv and tov
npopnBeutn toug. lMa autd Kal ol EMIXEIPACOEI NOU OTOXEUOUV OTNV NEAATEIOKN apooiwon
npooapuodouv OUVEXWG TIG MPOCPOPEG TOUG MPOKEIMEVOU va KaAUyouv TG oAoéva nmio
e€e10IKEUPEVEG VAYKEG TWV KATAVAAWTWY TOUG.

Ouolwdng napdyovrag otnv avdntu€n tng Niotng Tou KatavaAwTtikoU neAdtn ivat n avtiAnyn nou
€XEL Y10 Ta NOIOTIKA XapaKTnpLoTika Kat tnv afia tng papkag. H papka gival onpaviikotepn ano éva
npoiov, kabwg avtkatontpilel 10 ouvaloBnuatikd deopd Mou undpxel Pe tov KABe neAdtn.
Ouotaotikg, sival évag ouvbuaopog ano afieg, UMKEG Kat Auleg. H évvola tng papkag Asitoupyel
oav gla YEpupa avapeoa o< 0,tt ouVvERn oto napeABov Kal og 6,11 Ba pnopouoce va cupPei oto péAhov
(Keller, 2008). Eav ta AsitoupylkG XapaKINPIOTIKA €vOG Npoidviog ouvdeBouv Pe povadiko Kal
XAPAKTNPIOTIKG TPOMNO HE TN PApKa, TOTE evioxUetal T0oo n Slagoponoinon Tng anévavil otoug
avVTaywVIoTEG TNG 600 Kal TO aviaywVvIoTIKO NAgovéEKTNA tng (Aaker, 1991). Enopévwg eivat noAu
ONHAVTIKO Y1d TIG OUYXPOVEG ENIXEIPNOEIG vVa XTIoUV 0OA0EVa Kal MIO I0XUPEG HAPKEG.
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Ta otadia tng neAatelakng apooiwaong/niotng

Y€ KaBe €va ano autd ta otadia n enixeipnon o@eilel va npooappodel avahdywg Th 0TPATNYIKA TNG,
n onoia dlapoponoleitat anoé atddio oe o1adlo, epdcov AAAN oTpatnyIkn NpENeL va akoAouBnael yia
NV NPooéAKUCN €VOG VEOU ayopaoth Kat dAAn yia tn datnpnon evag neAdtn.

Awadoxika otadia nehatelakng apooiwong

Ta xapaktnplotikd twv dlagopwv otadiwyv nou xapakinpiouv avtiotoixa Kat 1o €idog Twv neAatwy
eival ta akdAouBa:

MBavol ayopaotég

Ynoynetot ayopaotég

Né€ol ayopaotég
EnavalapBavdpevol ayopaotég
Mwotoi neAateg

Ala@nuIOTEG

YUVEPYATEG

< Zuvoyn >

4.8

Y10 OUYKEKPIPEVO KepdAato paBape yia tig Siebveic ouppwvieg kat napouaidotnkav
B€pata oXeTIKA JE TN YEVIKN CUP@WVia daopwy Kal egrnopiou, 6nwg eniong Kat Bacikeg
apxé¢ Oanpaypatevoswy. EninAéov, napouclaoTnkav OPIOHEVEG ONUAVTIKEG
OUHQWVIEG EPNOPIKWY OIAOKEYEWV.

Epwtnoeig autoagloAoynong EKNAldEUTIKNG EvOTNTag

1. MMpooblopiote nota anod ta napakdtw Neplypapouv 1o ocUyxpovo neAdtn.

A. Miotevel 6TL Ta NPOIGVTa ONPEPT EXOUV HEYAAEG O1aPOPEC
B. Adyw tng Upeang, BEAel pOvo KaAEG auvaAlayEg
I. Eival neploodT1EPO ATOUIKIOTNG

A. ©a bextei eUKoAa va NAnpwoel €va akpiBoTtepo Npoidv eav NioTeUel 6TL N dlapopd TIUNG gival
dikatoAoynpévn

E.’Exel naykoopia npoofacn
XT. Eivat noAU Miotdg oTig HAPKES
Z. Oewpei 6ebopévo 1o after sales service
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Edv €va npoiodv éxel kataokeuaotel BAcel Twv auotnpwyv nNpodiaypapwy noldtntag nou €xel BEoel
n enixeipnon, navta Ba yivetal aviAnntd wg noloTiké and tov neAdtn.

O XZwoto O AdbBog

To povtého ServQual petpdsl Tnv NoldTNTa TWV UNNPECIWYV Kal n ovopacia ServQual npokuntelano
TG Aé€elg Service & Quality.

O XZwoto O AdbBog

O1 KOAEG KaL OWOTEG ENIXELPNOELG HEV €XOUV NOTE NapAnova anod Toug NEAdTEG TouG.
O XZwoto O AdbBog

0 KUKAog e§unnpétnang (service cycle) tunonolei €va oUYKEKPIPEVO TPONO Nou NPENEL ol NEAATES
va e€unnpetolvtal ano tnv enixeipnon.

O XZwoto O AdbBog

Mpooblopiote nota anod ta napakdtw avagépovtal oto CRM.
A. Anapaitnto otoixeio oto CRM eivat n xpnhon tng texvoloyiag
B. Mpokeltal yia TexviKn Nou ival QIKTA PHOVO and TG HEYAAEG ENIXEIPNOELG
I. Anpoupyei au€npévn yvaon yia Toug NEAATES
A. MapakoAouBei TNV ayopaoTikn cUPNEPIPOPA TOU NEAATN

E. Eivat pia texvikn JApKETIVYK NOU ENIKEVTIPWVETAL JOvo ato 20% Twv NeEAATwy Nou KAvouv
10 80% ToU t{ipou NG EMXeipnong

XT."OAa ta napanavw

Ma t xdpan plag enituxnpévng oTpatnylkng TIUNG npénetl va npoodiloplotel n afia 6nwg v
avuihapBavetat o neAdng.
OXwotd O AdBog

Ta kpiola NepLOTATIKA «Kataypd@ovTal» and Toug NWANTEG.
OXwotd O AdBog

Yuotnpa Aaxeipiong Motdtntag ovopddoupe tnv opydvwaon, Ta avaykaia H€oa Kal T0 Npoowniko
nou anattoUvtat ya tn Sieknepaiwaon tng Slaxeiplong tng notdtnTag.

OXwotd O AdBog

H epappoyn twv apxwv tng ouvexoug PBeAtiwong nou eniBdalovtal and npoTuNa Kal TEXVIKEG
nototntag anaitel tnv Unap§n ouykekpluévng Oladikaciag PETPNONG TNG IKavonoinong twv
neAATWV.

OXwotd O AdBog

Anavtinosig epwtnoswy autoa§loAéynong eKnatdeutikng evotntag
1-T+E+Z, 2-A, 3-L, 4-A, 5-A, 6-A+T+A, 7-%, 8-A, 9-%, 10-L
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5 Mop@pés 61eBvoUs oIKOVOHIKNS ouvepyaaias

< Ikonog >

YKonog Tou Kepalaiou eival n napouciaon NG OIKOVOMIKNG cuvepyaoiag petalu ave€aptntwyv
Kpatwv. Avagopikd pe autd ta kpdtn napouciadovtal ta enineda daopwv nou epappddoviatl oTig
OUHQWVIEG PE TPITEG XWPEG.

< MNpocbokwpeva anoteAéopata »
‘Otav oAokAnpwoete Tn PeAETN Tou Kepalaiou Ba siote o B€on va yvwpidete:
e TIG HOPQEG ouvepyaaiag peTagu kpatwy,
e TOUG lapopeTikoUG Babuoug daopwy cuPPwWVIWY,
e  EVWOELG KAl YOPEG MOU NPOKUNTOUY,
e TNV NOAUNAOKOTNTA TNG AYOPACTIKNG CUHNEPLPOPAG TWV KATAVAAWTWY,
e TOUG Napdyovieg nou ennpeddouv TNV ayopaoTIKN CUUNEPLPOPA EVOG KATaVaAwTn,

e 1a otadia tng diadikaciag Anyng andpaong Tou KatavaAwtikou neAdTN.

<’Evvoleg-kAeLbia »
e Aaopoloyikd KaBeotwg
e Zwvn eAelBepwv ouvalaywyv
e Kown ayopa
e OKOVOIKN évoon

e TeAwvelakn évwon

5.1 Oswpia twv Sacpwv

0 «baopog» eivar popog nou enmiPBailAetal oe npoidvia Ta onoia €l0ayovial and pia xwpa Kal
ouvnBwg €xel 0KoMo va au§noel TNV TIMN TWV E10AYOHEVWY NPOIOVIWY 0NV EyXwpLa ayopd.

Awakpivoupe ouvnBwg TpEeIg TUNoug Saopwy:
e tov Kat aia baoud (ad valorem)
e 10V nNpokaBoplopévo daopo (specific tariff)

e 10OV OUVBeTO Saopd (combined tariff)
0 kat’ a&ia daoudg eniBaletal wg £va otabBep6 Nocooto ndvw otnv aia tou ayabou nou elodyetal.

0 npokaBopiopévog daopog emPBaretal wg éva otabepd Nood Navw os KABe povada elocayopevou
ayaBou kat dev e€aptdtat and tnv a&ia tou ayabou.

0 oUvBetog daopdg empPBarietal kat wg Nooootd Kal wg Nood Katd Jovdda npoidvrog.
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To kUplo nAeovéknpa tou Kat' agia daopou eival 6t e€aopalilel £va eninedo npootaaciag nou dev
ennpeddetat and nNAnBwploTikEG MIoelg yiati anoteAel otaBepd Nooootd Navw otnv TIPA ToU
ayaBou. AvtiBeta, otov npokaBopiopévo daopod nou eniBdletal wg éva otabepd Nood Navw otnv
PN tou ayaBoul, n mpootacia nou napéxetat Paivel YeloUpevn av otn xwpa and tnv onoia
NPo£PXoVvTal ol El0aywyEG Tou ayaBou napatnpoulvtal NANBwpPIoTIKEG TACELG Kal ENOPEVWE UNAPXEL
avodikn nopeia tng TIHAG Tou.

To Baoikd nAeovékTnpa tou npokaBoplopévou Saopou eival n anAdTNTd Tou avapopika e ToV
unoAoytopo tng eionpa&ng tou, yiati eniBarAetal wg otabepd Nocd katd Povada npoidvtog kat dev
xpeladetal va unoAoylotel n Tipn tou ayabod.

Ytnv nepintwon tou ad valorem 6acpoy, yia tov unoAoylopo tou Ba npénel va kaBoplotel Kat n
Baon ektiynong tou daopoUl doov agopd TNy PN Tou Npoidvtog. Mpénel va oplotel 6nAadn av n
Bdaon ektipnong tou 6acpou ivat n Tipn Free on Board (FOB) n Cost, Insurance, Freight (CIF). Ltnv
npwtn nepintwon dev nepthapBdavovtatl ta €€oda petapopdg Kal aopalelag, Ta onoia Kavouv Tnv
TN CIF va givat ugnAdtepn and tnv tipn FOB tou npoidvtog, pe anotéAeopa o ad valorem daopog
nou eniBaArAetal pe Baon tnv tpn CIF va eivat ugnAdtepog and tov dacud nou xpnaoipgonolei wg TN
Baong tnv tipn FOB.

5.1.1 O emdpaceig Tou Sacpou

H kUpla enibpaon tng emBoAng daopoloyilkng npootaciag €ival yevikd n at€non tng TIHAG Tou
€L0AYOHEVOU NPOioVToC (EKTOC av I0XUOUV NMOAU €10IKEG GUVONKEC).

H tipn tou eloaydpevou npoidvtog pnopei va au€nbei katd to ouvoAo tou dacpou n Katd éva povo
HEPOG Tou. Mboo akpiBwg Ba au€nbeil n Tipn tou eloaydpevou npoidviog e€aptdtal and tn {ntnon
Kat TNV Npoo@opd tou ayaBou otn Xwpad Nou To €I0AYEL KAl 0TN XWpPa nou 1o e€Ayel.

Sa

D,

Y10 napandvw oxnpa napouaiddovtal ol ouvBnkeg Nnpoa@opdg Kat {ATnong otnv ayopd tou idlou
ayaBou og 6Uo xwpeg, Tnv A Kal B. H xwpa A eloayet 1o ayaBo6 and tn xwpa B, evw n xwpa B e€ayel
10 ayaBd otn xwpa A.
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‘Otav undapxet Tipn P*, tdte otn xwpa A undpxet €va ENAelPa Npoopopdg Kal €1ot n Slagopd petau
{htnong Kal Npoo@opdg kaAuntetal and eloaywyEg (M).

‘Otav undpxet n upn P*, t1o1e otn xwpa B undpxel nAedvaopa npoo@opdg Ki €101 n diagopad petafl
{htnong Kal Npoopopdg kaAuntetal and e§aywyég (X) nou nnyaivouv otn xwpa A.

‘Eotw 6t n tpn P1 gival n tgn énou undpxet loopponia otn xwpa B av 6ev unnpxav eloaywyEg, eav
dev unnpxe 6nAadn Zhtnon and 1o e€wtepikd. Eneldn dpwg undpxel ntnon and 1o e§wtepikd n
Tpn P1 Ba au€nBei oe P*, 6nou undpxel éNelppa ¢ntnong, 6nAadn nAedvaopa npoopopdg pe tn
Hoppn e€aywywv nou nnyaivouv otn xwpa A. ‘Etal, ot katavaAdwtég avupetwnifouv upn P*
upnAdtepn and tnv Tipn P1 nou Ba unnpxe o€ ouUVBNKEG autdpKeLag.

AvtiBeta, n tpn oe ouvBnkeg autdpkelag otn xwpa A Ba ntav ugnAdtepn and tnv TN P* nou
avupetwnidel twpa. ‘Eotw ot empParetal daopog ava povada npoidviog ioog pe thv andotacn
A1A2 otov a€ova twv tgwyv. Ankadn, o daopog eniBAMeTal wg XpNPATIKEG Jovadeg avd povada
npoiovtog. Autdg o baopdg dev Ba au€hoel povo tnv TN otn xwpa nou tov enBAAAeL Ztn xwpa A
enPBarietal daopog ioog pe tnv andotacn A1A2 otov afova twv TIHwWY Kat undpxet atnon otnv
TN, Opwg n at€non auth petwvel th {ATnon Tou NpoidvTog yia eloaywyn Kat €10t Ba éxel enintwon
otnv TN twv e§ayopevwy Npoidviwy otn xwpa B.

H au€non tng ©ipng otn xwpa nou eniBaiAel tov daopd Ba eival 16c0 peyaAltepn 600 Alyotepo
eAaotikn €ival n {ntnon Kat n NPooPoPAa OTN XwWPEA AUTA YO TO CUYKEKPIPEVO MPOoidv Kal 600
HEYaAUTEPEG €ival ot EAaTIKOTNTEG TwV KapnuAwv {ATnong Kat NPoo@opag otn Xxwpa rnou eEAyel
TO OUYKEKPIUEVO MPOToV.

‘Otav n kaunUAN Npoo@opdg tng xwpag B eival nAnpw¢ eAactikn, 1ot 0An n enibpaon tng augnong
n¢ TING Ba ndel otn xwpa A.‘Etol, n xwpa B Ba pnopoloe va kaAUyel onoladnnote noootnta
{ntouoe n xwpa A. EQv n eAactikdtnta Tng Npoopopdg oth xwpa B ntav ion pe 1o dnelpo, 1d1e n
dlapopd otnv PN otn xwpa Ba ntav pndevikn, 6nkadn dev Ba pelwvdtav kabBolou.

210 NapaKAatw oxnya gaivovtal ol endpaocelg tng eniPoAng dacpou otn xwpa nou eloayel éva ayabo
apou €xoupe unoBéael, yia Adyoug anhoUateuong, 6Tt N KAUNUAN Npoo@opdg tng Xwpeag nou e€ayel
T0 NPOidV eival NANpwG EAACTIKN.

YnoB€toupe OTL n TIPA Nou enikpatei otn xwpa nptv tnv eniBoAn tou dacpou eival ion pe OA. Ltn
ouvéxela enParetal daopog ioog e AB katd povada npoidviog, o onoiog UPwWVEL TNV TIPN TOU
npoiovtog oc OB.

H xwpa nptv tnv eniBoAn tou 6acpou, atnv tipwn OA nou enikpatoUoe otnv ayopd, Napnye noodtnta
npoiovtog ion pe OA kat katavaAwve noodtnta ion pe OH. Enopévwg n noodtnta nou kaAuntdétav
HE eloaywyEg eival ion pe AH.

Me tnv eniBoAn daopou ioou pe AB ava povada eloaydpevou npoidviog N TIPN TOU NPOoIovVIog
au€avetai oe OB. H nogdtnta nou napdyetat eyxwpta givat OE, evaw n noodtnta nou KatavaAwvetal
eivat 0Z. O1 eloaywyég eival oeg pe EZ.
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5.2 Mn dacpoAoyilka pétpa npooraciag

Ot daopoi eniBdAovtal ota elcayopeva ayabd, yla va Npootateloouy TNV €yxXwpla napaywyn.
Ekt6¢ Opwg and toug daopoug undpxouv Kat AAAa NPOooTATEUTIKA HETPA NOU pnopoUv va AngBoulv
ano TG KUBepvnoelg twv dlapdpwv Kpatwy, Ta onoia, 6nwg Kat ot dacpol, dpouv avactaAtikd atnv
€AelBepn Blakivnon TwV EPNOPEUNATIKWY powV HETAEU Twv XwpwV Kat Adaufdvovial Kupiwg and
XWPEG ol onoieg deopevovtal and diebveiq ocup@wvie¢ nou anayopelouv Tn Xpnoldonoinon
daopwv. Ta pyn daopoloyikd pétpa npootaciag NoAEG POPEG PMOPEL va €XOUV TN HOPPN HETPWV
nou dev oxetidovtal Aueoa e TIG el0aywyEG N TG e€aywyEG TNG Xwpag, aAAd nou Tig ennpedlouv
€UUEDa PEoa and Tov PNXaviopo dlapopPwong twv TIHWV N TnG eNBoAng KAnolwyv d1olkNTIKwY
ano@acewv nou agopoulyv tnv uPn (NoldTnTa, XapaKINPIOTIKA KTA.) TWV EI0AYOHEVWV NPOIOVTWV.
Ma autd kal dev eival Aiyeg ol nepintwoelg nou dev pnopolv va evioniotoUv €UKOAA Kal va
anodexBei n onpaocia Toug. Ze OAEG TIG NEPINTWOELG OHWG dpouv NEPLOPLOTIKA oty avdntuén tou
d1eBvoUg epnopiou, e oKond TNV Napoxn NPOOTAciag TNV yXwpla Napaywyn ano ta layopeva
npoiovra.

5.3 Eiwocaywyn otn cupnepipopa Tou Katavailwrn

H évvola tng oupnepLPOpPag Tou Katavaiwtn

H emituxia piag enixeipnong otov top€a Tou HAPKETIVYK aAAd Kat n Blwotpdtntd ing e€aptwvtal and
Tn d1epelivnon TNG oUPNEPIPOPAC TwV NeAatwV TNG. NMa va yivel npoBAEYn autng TNG CUKNEPIPOPAG
Kat va undap&el avtandkplon oti§ avdyKeg Twv neAatwyv xpetaletal oAokAnpwpEévn Katavonan tng
OUHNEPIPOPAG TOUG MPLY, KATA Kal JETA TNV ayopd.
Qg «oupnepIpopd Tou KatavaAwtn» opidetal n CUUNEPIPOPA TOU ATOHOU aVAPOPIKA HE:

e 1tnv avalntnon,

e 1tnv aloAdynon,

e Tnvayopq,
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e Tn XpNon Npoidviwy Kat
e Tnv anaA\ayn Tou and autda,

HE OKOMO Va IKAVOMOINCEL TIG AVAYKEG Kal TIG ENBUMIEG Tou.

Enopévwg, n Katavdnon tng KatavaAwTiKNG CUPNEPIPOPAG €ival anapaitntn €nIXELPNOLAKN
npaktkn. MNa va ano@acidet o KatavaAwTng yla TNV ayopd KAnolou Npoiévtog h unnpeociag:

e AapPdvel didpopa e€wtepika epebiopata (emdpdoelg) and to HPAPKETVYK Kal and 1o
nepiBaiov tou,

e akoAouBeil pla diadikacia Ayng ayopactikwy anopacewy,
e £XEL OUYKEKPIUEVN OUMNEPIQPOPd META TNV ayopd Tou, avaAoya HE TO €AV EMEIVE

(Kavonolnpévog n ox1 and autn.

OuolaoTikg, n cUPNEPLPOPA TOU KatavaAwtn Pdag BonBa va epeuvnoou e Tov TPOMO HE ToV onoio
ol AvBpwnol Naipvouv CUYKEKPIPEVEG KATAVAAWTIKEG aNoPAcelg, BACEL Twv NOPwV Nou €Xouv oTn
81d6eon Toug (xpdvo, xpnua KTA.). Eival évag kAGdog tou MApKETIVYK NoU €Xel w¢ 0TOX0 TN HEAETN
MNEVIE OUYKEKPIUEVWY epwTnpatwy (Ziwpkog, 2002):

e Tiayopddouv ol KaTavaAwTIEG;
e [atito ayopddouy;

e [lote 10 ayopdadouy;

e Ano nou to ayopadouy;

e Me 11 ouxvotnta to ayopddouy;

5.4 TMapayovieg nou ennpeadouv Th CUHNEPLPOPA TOU KATAVAAWTN

MoAtiotikoi napayovieg

Ot noAmiotikoi napdyovieg ackoUv tnv eupUtepn Kal BabButepn enippon NAvw otn CUMNEPIPOPA
ToU KatavaAwtn. Ot nIXEIPNOEIG NPEMEL VO KATAVONOOUV T0 POAO EMIPPONG TWV MOATIOTIKWY
napayoviwy oToug NeAATeG Toug, Nou eivat:

e N KoUAtoUpa
e N UMOKOUATOUpPQ

e  Kal N KOWVWVIKN Ta€n Tou ayopaoth

KouAtouUpa

KouAtoupa eival ot Bacikég a&ieg, ol avtIANYEIG Kal 0l CUMNEPIPOPECG TIG onoieg pabaivel Eva péNoG
TNG KOVWVIag anod tnv olKoyEvela Kal AAAoUG onpavtikoUg BeopoUc Kat ol onoieg eival anodeKtég
ano Tn OUYKEKPIPEVN Kolvwvia KaBwg €éxouv axedlaotei yia va au§avouv tnv niBavotnta eniBiwong
NG Kolvwviag authg. H KouAtoUpa twv atopwy ennpedlel BepeAlwdwg TNV KATavaAwTIKN TOUG
oupneplpopa.
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A1eBvég HAPKETIVYK Kal NOMTIOHIKEG Slapopég

Eidikd oto €€aywyikd eundpto, n avtiAnyn kat o 0eBacudg tng ekdotote KOUATOUpAg anoteAei
Kaiplo otoixeio tou 61EBVOUC PAPKETIVYK, KaBWG Ol NOMTIOHIKEG EMPPOEG OTNV AYOPACTIKN
oupneplpopd pnopei va notkiAlouv onpavtikd anod xwpa oe xwpa. H aduvapia npocappoyng oe
autég TIG Slapopég, Kal dlaitepa o€ Bépata nou agopouv tn Bpnokeia N Tig afieg tng kKABe xwpag,
pnopei va o6nynoel o€ avanoteAeopatikO HAPKETIVYK h o€ AABn nou npokalolv apnxavia.

H yAwooa eival idlaitepa onpaviikog napdyoviag EKQpacng tng TautdtnTag Kat tTng KouAtoupag
KGBe xwpag n akopa Kal neploxng. AKOpa Kal ol PeYaAUTEPEG EMIXEIPNOELG UMEMEoAV O€
EMIKOIVWVIAKES YKAPEG O0tav Sev katéBalav tnv anattoUpevn npoondbela va Katavonoouy NANPWG
TNV TOMIKN KOUATOUPA 0€ XWpPEG Gnou n yYAwaoa eival diagopetikn Kat 1dlaitepa SUaKoAN.

YnokouAtoUpa (h Enipépoug KouAtoUpa)

KaBe kouAtoUpa anoteAsital and HIKPOTEPEG UNOKOUATOUpPEG. H unokouAtoUpa sivat opdda
atdpwv pe Kolva cuotnuata aflwy, ol onoieg Bacidovtal o€ KoIvEG eUnelpieg Kal Kataotdoelg JwNG.

Kotvwvikn ta§n

Ot KoIVWVIKEG TAEELG elval oXeTIKA otaBepég Kal dlateTaypéveg unodlalpEoelg, Twv onoiwv ta JEAN
€xouv Kolvég afieg, evblapépovia kat oupneplpopéC. H kowvwvikn t1d€n kabBopiletal wg o
ouvbuaopag Tou enayyEARATog, Tou €l00ONPATOC, TNG HOPPWONG, KTA.

Kolwvwvikoi napdayovteg

H oupnepipopd evdg katavaAwtn ennpedletal kat and KowvwvikoUG napdyovieg, Onwg n
OIKOYEVELD Kal HIKPEG KOIVWVIKEG OMAOEG, TIG OUAdeg oUPPETOXNG Kal TIG opddeg avapopag Tou
kGBe katavaAwtn.

Opadeg ouppeToxng cival ol opadeg otig onoieg aviKel éva ATOMO Kal ol onoieg €xouv Auean
ENPPON 0TN GUHNEPIPOPA TOU, OMwG ol Pilol Kal To enayyeApatikd neptBdilov tou.

Oupadeg avagopdag cival opddeg atdpwv oug onoieg dev avakel o Katavadwtng aAAd Tig
Xpnaolgonolel yia onpeia avagopdg otav npdkeltal va ndpel Yia ayopactkn andogaon. Ot opadeg
avapopag ekBETouv €va Atopo o€ véoug Tponoug {wng, ennpeddouv TIG OTACEIG Kal TNV avtiAnyn
nou €Xel yla TOV €aUtd Tou Kal Snpioupyolv NEELG nou ennpeddouv TIG EMAOYEG NPOTOVIWY Kal
HAPKag Tou atdpou.

Awapoppwtég yvapung (Opinion leaders)

YTIC KOUATOUPEG, OTIC UMOKOUATOUPEG TwV KATAVOAWTWV Kal ot opdadeg pe TG onoieg
ouvavaotpEPovtal h o€ ekeiveg TG opadeg nou Ba nBeAav va avihkouy, undpxouv Kanola Atopa Twyv
onoiwv n yvwpn éxel peydAn PBapltnta Kal wg anotéAeopa ennpedalouv KAtaAuTika TOUG
UNOAOINOUG KATAVAAWTEG.

0 «blapoppwtng yvwpng» (opinion leader) opidetal wg ekeivo 10 dtopo péoa oe pia opdda
ava@opdg 1o onoio, Aoyw twv €8IKWV SeEI0TATWY, TWV YVWOEWY, TNG NPOCWNIKOTNTAG h AWV
XAPAKTNPLOTIKWY TOU aoKel entppon oe AAOUG.
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Mpoownikoi napayovteg

H oupnepipopad evog katavahwth ennpeddetal Kat anoé npoownikoUg Napayovieg, 6nwg n nAkia,
n pAon Tou KUKAou Jwng, To eNdyyeAa Kat n olkovouikn Katdotaon, o tponog {wng (life style) kat
N NPOCWMIKGTNTA TOU KATavaAwTn.

H owkovopikh Katdotaon Tou KatavaAwn

H olkovopikn npogéyylon tng PEAEING TNG KATAVAAWTIKNG CUMMEPIPOPAG TWV KATAVOAWTWY
Baailetal oe 1APopeG 0IKOVOUIKES Bewpieg Kal NapadoxEg ONwg:

e Ta dtopa yvwpidouv enakpiBwg TIG avaykeg Toug Kat 6Aoug Toug eVAAAAKTIKOUG TPOMoug
kavonoinong toug. 'vwpidouy, dnAadn, ta ndvta yia ta Siabéoipa npoidvta N TIg UNNPECieg
nou npoopidovtal yla tnv (kavonoinon Twv avaykwy Toug.

e Ta dtopa oupnepipépovtal opBoloyika, xpnaotdonolwviag toug diabéatpoug Ndpoug Toug
(€1066npa) pe 1pono nou peylotonolel TNV w@EAEla nou anokopi{ouv and ta npoidvia n g
UNNPETieg Nou ENAEYOUV.

e O npouunoelg toug bev e€aptwvtal and Tig ouvBnkeg tou nepifalloviog Péoa oto onoio
{ouv.

Qotooo, onpepa ot napadoxég autég dev toxuouv otnv npafn. O1 KatavaAwtég ouxva bev
oupnepipépovtal opBoloyika aAAd cuvaloBnuatikd, kat 6ev napapévouv avennpéaotol and g
ouvBNKeg tou NePIBAAOVTOG, ONwWG N.X. 0 KOWVWVIKOG TOUG KUKAOG.

0 tponog {wng (Life Style)

Qg «tpdnog {wng» (life style) opiletal To poviéAo diaPiwong evog atdpou, dnwg autd ekppddetal
ano:

e - 1¢ dpaotnpldTniég Tou (epyacia, XOunL, ayopEG, anop, KOWVWVIKEG EKONAWUELS),
e - 1aevdiapépovtd tou (Siatpopn, Hoda, olkoyévela, yuxaywyia, KTA.), Kat

e - TG anoyelg Tou (yia Tov €autd Tou, KovwVIKa BEpata, NnoAltikn, Npoiovta, KTA.).

‘Etol 1o atopo oklaypagei nAnpwg Tov Tpono pe Tov onoio 6pa Kat aAAnAenidpa péoa otov KOOHO
Kat eMiAéyel ekeiva ta npoiovia nou taipialouv Pe tov 16€atd N tov emBupnto tpéno {wng Tou.
Yuxvd, ot KatavaAwtég {ouv Kal KatavaAwvouv Ox1 he BAcn TNV 0IKOVOUIKN TOUG Katdotaon aAld
pe Baon tov Tpéno {wng nou embupolV va anoKTNoouv.

Ot yuxoAoyikoi napayovieg

Ot ayopaotikég emhoyéG €vog atopou ennpeadovial and Toug akOAouBoug WuxoAoyikoug
napayovieg, ot onoiol €ivat n napakivnon (Kivntpo) nou €xel 0 KATavaAwTtng, N aviiAnyn Tou Kat ol
0TAoEIC TOU.

Mapakivnon — Kivntpa tou katavaAwtn

Qg kivntpo opiletal pia avdykn nou eival €NapKwE MIECTIKA wOTE va odnynoel 1o ATopo va
emdnTthoel Tnv Ikavonoinon Tng avaykng autng.
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Qg avBpwnivn avaykn opiletal onotodnnote otoixeio, UNKO h AuAo, nou anatteital yia tnv uyeia
Kat gueia Tou atdpou Kat tou onoiou n EAAelyn NpokaAel pla ecwteptkn diatapaxn, nou woel 1o
dtopo o€ evépyeleG Yla TNV andktnon tou. MNMoAol niotevouyv 611 ol avBpwniveg avaykeg aAadouv
Slaxpovika kai, napdAnAa, dnploupyouvtal VEEG and TIG OUVEXWG METABAANOHEVEG KOIVWVIKEG
OUVONKEG N PE TN XPNON PNXAVIOHWVY TOU HApKeTivyK. Mpokettal nepi nAdvng. Ot avBpwniveg
avayKeg ival Neploplopéveg oe aplBud Kal napapévouv dlaxpovika otabfepég. Autd nou aAladet
eival o1 emBupieg Twv avBpwnwv yla CUYKEKPIPEVA NPOIOVTA N PAPKEG.

5.5 Awabdikacia ANYng anopacswv ayopag

Ta otadua tng Stadikaciag Ayng anopdocswv ayopdg

0 katavaAwtng kaBnpepiva Bpioketal YNpPootd anod nAoy£G NPOIOVIWY Kal UNNPECLwY, SuVNBwg
€XEL NEPLOPIOPEVOUG NOpoug Kat €tal avaloyiletal... «Na ayopdow h va pnv ayopdow...». H
ayopaotikn diadikaoia apxiel MoAU nptv Tnv Npayuatikh ayopd Kat cuvexidel yia noAu Kaipod petd
TNV ayopd. Enopévwg to pdpketivyk opeidel va katavoei tn diadikacia Anyng anopdoswy ayopdg
wote va Bpioketal 6inAa otov KatavaAwtn o€ 0Aa ta otadia tng ayopactikng diadikaaoiag.

H Sadikaoia Avyng ano@doewyv yia tnv ayopd KatavaAwTtikwy npoioviwy xwpiletal oe névie
otadia (Ziwpkog, 2002; Kotler & Armstrong, 2010). Ta npwta tpia otadla avunpoowneUouv tn
dadikacia Anyng tng andégpaong nptv thv ayopd tou npoidviog n tng unnpeciag. H ayopd
npayuatonoleitat Katd to tétapto otddlo, evw oto néunto otadlo npaypatonoleital n a§loAdynon
TWV WPeANUATWY Nou anokopilel o ayopaotng and tn Xxpnon Tou Npoidvtog N Tng unnpeciag nou
ayopace.

Z1adia Siadikaciag ayopactikng anégpaong KatavaAwn

> 1° otddio: H avayvwplon tng avaykng

> 2° otddio: H avadhtnon nAnpogoplwv

> 3° 0tddio: H a§loAdynon twv evaAAaKTIKwY eMIAOY WV
> 4° gtddio: H andégaon yia tnv ayopd

> 5° otddio: H oupnepipopd petd tnv ayopd

Tonot Anyng anopdcswv
Avaloya pe tnv nepintwaon ayopdg, o KatavaAwtng uloBetel kAnola and TiG CUPNEPIPOPEG:
1 H oupnepupopa poutivag xapaktnpidetal ano:
e Ayopég o€ HAPKEG Nou ol KatavaAwTég eivat miotoi, n.x. otnv ION apuyddaiou.
e EnavaAapBavipeveg ayopég, 6nwg n ayopd tolydpwy and Toug KAnvioTEg.

Auth n oupnepipopd Aéyetal Kal autépatn Anyn anogaong, N aANwG TakTiKh Anyn
andgpaong, Kal atnv oucia 6ev nep\apPavel kapia anégaon, dev nepihapPavel oUte Kav
TNV €MAOYN TNG «UN-ayopdag».
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2) H neplopiopévn Anyn and@aong nepthaufdvel neploplogévn €peuva, anAoUG KavOVeg
Anyng, neploptopévn afloAdynan Peta tnv ayopd Kal xapaktnpidetat ano:
*  KabBiepwpéva kpithpla a§loAdynong
*  Mikpég aAay€g oTn cupnEPIPOPa
> Yyla npoiévta nou ayopadovial OXETIKA TAKTIKA (M.X. anoppunaviika),
> Otav napouctadetal kanota véa pdpka.

3) H extetapévn Anyn andépaong epappodetal and tov KatavaAwtn otav:

e Afloloyei S1apopeg HAPKEG ToU Npoidvtog Pe Aentopepn kat 61e€odikd tpono (n.x.
ayopd autoKIVATOU).

e Anartouvtat noAAéG NANpo@opieg.
* Tpénel va kaBiepwBoulv ouykekpipéva kpttnpta aloAdynong.

H ektetapévn Anyn anogaong neplhapBdavel evepyn Spdon yla tn GUYKEVIPWON TwV
anartoUpevwy  NANPOPOPIWY, aVOAUTIKA €peuva Kat olvBetn aloAdynon noAAwv
EVAAAGKTIKWV.

5.6 H ayopactikn Siabikacia Blognxavikwyv N ENIXEPNOLAKWV
npoiovIwv

Awapopég BlopnxavikoU ayopaoth — KatavaAwtikoU ayopaoctn

H yvwon tng oupnepipopdc twv Blopnxavikwy ayopactwv anoteAei onoudaio otoixeio yia tnv
ENITUXN npaypatonoinon tng nwAnong ayabwv Kal unnpeoiwv o€ autolq. O aviaywviopog otn
Blopnxavikn ayopd eivat o§Ug kat yt' auto Ba npénet va yvwpidoupe kaAd nwg Kal yiati ayopadel o
Blopnxavikog neAdtng. AKOpN Kal QpalvodevIKA acnpavia otoixeia ennpeddouv thv enituxia evog
OUYKEKPIKEVOU BlopnxavikoU pelypatog Hapketivyk. Ot Blopnxavikoi nwAntég (industrial
marketers) Ba npénel va kKAvouv To Nav yla va Katavonoouv TIG avdyKeg TwV OpYavIoHwY Nou
ayopddouv, toug dtaBéaipoug Ndpoug, TNV NOAITIKN TOU opyaviopoU Kal TG diadikacieg yia tn Ayn
NG andpaong ayopdg nou ugiotavial yéoa otov opyaviopo. Oa npénel eEaAou va AdBouv undyn
TOUG NoAAOUG NapAyovieg nou dev undpxouv oTo HAPKETIVYK TWV KATAVAAWTIKWV.

O Biopnxavikdg ayopaotng ayopddel npoidvia Kal unnpecieg xpnaolponolwviag opBoAoyika
KpLTRpla Kat oxt ouvalioBnpatikd, emblwkoviag: tnv au€non tTwv NWANCEWY Tou, TN Peiwaon Tou
KOOTOUG, TNV KAAUYN anattnoewv TnG Kolvwviag kal tng vopoBeoiag. Asdopévou ot ol
opyaviopoi (cupnepiAapBavovrat kat ol enixelpnoelg) ayopalouv ayabd kal unnpeaieg wg €I0POEC,
dnAabn, npokelgévou va enitUxouv KAMOIOUG opyavwalakoUG otoxoug, dlaitepn onyaocia
anodibouv otn AeltoupytkoTNTA KAl TNV OLKOVOHUIKOTNTA.

Ot Baaoikoi TUnot Blopnxavikwy ayopwv/npopnBelwy givat:
e Ayopécg/npopnBeleg poutivag (aneuBeiag enavayopd)
e Tpononotnpévn enavayopd

e Néeg ayopég/npopnBeleg

59



Eunéplo kat E§wotpépela

Ot napdyovteg nou ennpeadouv TNV ayopaoTiKn CUPNEPIPOPA TwV BIOMNXAVIKWY ayopacTtwy gival
noAAanAol kat napouactddovial 0To NAPAKATW OXNKa:

MepiBaAfovtikés

OpYavwIIKES

OIKOVOUIKEG o :

; pOOWNIKES ;
e€elitelg Tioxii Mpocwnikes
TuvBAKeg ESouaia HAkia

npopnBelag MoATkeg : :
TexvohoyiKnA Kupog ,MOp‘prr] Ayopaotés

GG Yn Alabikaaieg ’ B<on epyaoiag

1 . . . Epnd@ela Mpogwnikdtnta
MoAtkéG Kal pyavwtikn doun : TT0N GNAVOVTLOTOV

puUBUIOTIKEG €EENIEEIC . MNewtikotnta KivEuy

] Lugthpata s
E€eAi€eig otov
aviaywvigpo
MoAtiopog kat

€0ia

Baoikoi napayovieg nou ennpeadouv tTnv ayopacTtikKn cupnepLpopa
TWV BIOPNXAVIKWV ayopaoctwyv

5.7 H onpacia tng HeAETNG TNG AYOPACTIKNG CUHNEPLPOPAC

Eival npo@avég 6Tt n cupnepLpopd TwV KATavaAwtwy Kal Twv Blopgnxavikwy neAatwy ennpeddel
dueoa tnv enttuxia Kat tnv eniBiwon piag enixeipnong. 01 ayopaoTiKEG anoPpAcelg Twv atdpwy dev
eival otaBepég péoa oto xpdvo. MetaBdMovtal avdloya pe TG eNPPoEG nou déxovtal Ta dtopa and
dapopeg duvapelg tou neptBarlovidg Toug Kal TIG YEVIKOTEPEG ouvBnKeg nou dtapoppwvovtal. H
HEAETN TNG AYOPAOTIKAG CUHNEPLPOPAG TWV ATOHwWY €xel BepeAldn onpacia yla 10 JAPKETIVYK,
yati tpopodotei ta oteAéxn pe e€alpetkd xpnolpeg nAnpogopieg, nou ta PonBouv va
npoypappatidouv KaAUtepa TIG eVEPYELEG Toug. H dlepelivnon Kal kataypa@n tng ayopaoTikng
OUMNEPIPOPAG YiveTal HEoa anod €MIOTNHOVIKEG EPEUVEG MOU NPAypatonololV NavenioTnUIakoi n
Aot popeig, KaBwg Kal etalpeieg €peuvag ayopdg yia Aoyaplacpo twv neAatwy toug. To B€pa tng
€peuvag ayopdg Ba kaAupBei oe AN evotnta.

Mn napaywylkn Kat napaywyikn katavaAwon

H katavdAwon kat n napaywyn Bpiokovtal o€ aueon oxéon kal aAAnAe€dptnon.’Etol, dtav €va €ibog
€Xel eyaAn katavaiwon, dnAadn o kdopog 1o {nta kat to ayopadel, 1ote au§avetal Kal n napaywyn
Tou €iboug autou. Otav Opwg n Katavdlwon Tou eival neploplopévn, T0TE neplopietal Kal n
napaywyn Tou, €101 wote va Pn {nNUIVETAL N ENIXE(PNON Nou To napaokeuadel.

H katavalwon ayabwv eival pn napaywyikn yiati dev napayetail kat, anAwg ayopdlovtal ayaba
Kat katavaAwvovtat. Yndpxel Opwg Kal n napaywylkn katavakwaon, nou gival n ayopd diagpopwyv
HEOWV Napaywyng, 6Nwg¢ JNXavnudtwy, Kauoipwy, AINaopatwy Kat npwtwy UAwv. H napaywyikn
katavdAwon agopd tnv ayopd ayabwv nou napdyouv KAt kaBwg xpnaigonololvtal yia Tnv
napaywyn aAAwv ayabwv.

60



Eunéplo kat E§wotpépela

H Kolvwvia twv AutIKwv Kpatwy anokaleital ouxvd «KatavaAlwTtikny, ylati €xet eydAn ponn otn
pn napaywylkn katavaAwon, dnAadn otnv ayopd 6Ao Kal Neploootepwv TPOoQidwy, €1dwv
yuxaywyiag n avéoewyv. Autd opeiletal and tn pia otnv oAoéva au€avopevn ayopadTikn dUvaun
TOU KOOHOU Kat anod tnv AAn otnv tepdotia avdntu€n tou texvikoU MoAITiopoU, Nou Kablepwvel
vEeG avBpwniveg avayKeg Kal PETA oneUdeL va TIG KAAUYEL

H yvwon tng eupUTteEPNG CUMNEPIPOPAG TOU KATAVAAWTN Kal TOU ayopaotn pnopel va odnynoel og
€va ONMPAVTIKO aVIaywVIoTIKO MAEOVEKTNHPA Yla TNV EMIXEIPNON Kal va PEIWOEL CNPAVTIKA TV
mBavoTnta ANYNG KaKWV ano@Acewy Kat anotuxiwv.

< Zuvoyn >

Y10 OUYKEKPIMEVO KEPAAAIO MAPOUCIACTNKE N OIKOVOMIKN ouvepyacia petall twv
ave€aptnTwy Kpatwy.

5.8 Epwtnocig autoa§loA0ynong eKNALSEUTIKNG EVOTNTAG

1. Mpoobiopiote nola and ta napakdtw anotehouv epebiopata nou ennpealdouv th CUKNEPIPOPA TWV
KATavVaAWTWV.

A. H 6lapnpion evog npoioviog B. To oikovopiko nepiBaiiov
I. Ta XapakInpIoTIKA evOG Npoidviog  A. To Kolvwviko neptBdilov
E.’OAa ta napandvw

2. Eav évanpoiodv sivat npaypatika kaAo kat owaotd, Ba yivel dueoa anodektd og OAEG TIG XWPES ONou
n enixelpnon Ba €€ayet 1o npoidv, KaBwg n Tonikn KoUAtoUpa Kat ot NOAITIOTIKEG dlapopég dev
€X0UV KAMolo onpavtikod poAo.

OXwotd O AdBog

3. Avagopikd pe tn diadikacia ayopactikng and@aocng, BAAte o€ Aoyikn o€lpd Ta NapakAatw:

A. AvaZntnon kal guA\oyn nAnpogopiwv B. A§loAdynon evalaKTikwy AUogwv
I. Avayvwplon avdykng A. Anégaon Ayopdg
E. Niotn oto npoiodv X T. Enavayopd

4. XupnAnpwate tn gpdon, «0 diagoppwtng yvwpng (opinion leader)...»
A. Eivat aut6g nou ano@aoidel yia tTnv ayopd evog Npoioviog
B. Eival noAU kaAdg yvwotng plag katnyopiag npoioviwy
I. ©a pnopouoe va eival dnpoaoioypd@og, KaAAMTEXVNG, Napoualaotng, aBAnTng
A. ©a pnopouoe va eival ilog N guvepyatng Tou KatavaAwtn nou Ba ayopdoel To npoiov
E. EmBAM\el tn yvwpn Tou 0Tov Katavaiwn
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To nio Baoiko yia kabe kahd nwAnth Blopnxavikwy Npoidviwy ival va eival yvwpilel nola Ba ival
1a dtopa nou Ba xpnaolonolngouy To Npoidv N tnv unnpecia nou Ba ayopdacel 0 opyaviopoG.

O XZwoto O AdbBog

Mpoabdlopiote notot and Toug napakdrtw 6ev anoteAoUv enionpo poAo ato K.A.A. piag enixeipnong.
A. Ot eAeyKTEG pONG MANPOPOPLLIV B. O1dloKtnteg TG enixeipnong
I Ot ayopaotég A. Ot teMikoi xpnoteg
E. O e€wrtepikoi ouvepydreg-oUpBoulol nou BETouv TIC ayopaoTiKEG NpodlaypagEg.

Ma va ano@aoilel 0 KatavaAwTAg yla TNV ayopd kanotou npoidvtog n unnpeciag Aappavel didpopa
e§wtepikd epebiopata and 1o pApKETIVYK Kal and to neplBaiiov tou.

O XZwoto O AdbBog

Opddeg avapopdg ival ot ogddeg oTiG onoieg avnKel €va ATopo Kat MOU €XOUV APESN EMNPPON 0T
oupnePLPOPA Tou.
O Zwotd O AdbBog

Y10 0tadlo «andpacn yla tnv ayopd», To ATopo, €xoviag pEUvVNaoEl Kat a§loAoynaoel TG SlaBéopeg
emoyEg, eival nAéov o€ B€on va 61aAé€el To kataAAnAo npoidv/pdpka kat va AdBel tnv TeAIKN Tou
anégpaon.

O Iwoto O AdbBoc

. 0 Blopnxavikég ayopaotng ayopddel npoidvia Kat unnpecieg xpnoidonolwviag opBoAoyika

KpLtnpla Kat 6x1 cuvalodBnuatika.
O Iwoto O AdbBoc

Anavtnoeig epwtnoswyv autoa§loAéynong eKnatdeutiKnG evotntag
1-E, 2-A, 3-T'/A/B/A/XT/E, 4-B+T+A, 5-A, 6-B, 7-%, 8-A, 9-%, 10-X
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6 Kpatikés napepBdocis oto dieBvés eunopio

< IKonog >

YKonog tou Kepalaiou eival va napouctactoUv: ol Tpdnol Pe Toug onoioug napspPaivel 1o KpAtog
0To €undplo Kal otoug Slagopoug tpdnoug cuvaAlayng: ot Adyol yla toug onoioug yivovtatl ot
KPATKEG napepPAcelg ol Tpdnol Pe Toug omnoioug Hnopel va yivel napakagyn autwyv Twv
npoBAnpdtwv.

< Npoodokwpeva anoteAéopara >
‘Otav oAokAnpwoete tn peA€Tn Tou Kepalaiou Ba eiote oe Béon va yvwpilete:
e TOUG TPOMOUG NAPEUPBACNG TWV KPATWV OTIG GUVAAAQYEG,
e TOUGAOYOUG NapéuPaong Twv Kpatwy oTi§ ouVaAayEg,
e TPONOUG NAPAKAUYNG KPATIKWY NApeUBATEWY,
e 10 anoteAéopata TG NAPAKAPYNG KPATIKWY NapepBacewy,

e TG PacIKEG apXEG, OTPATNYIKEG, TAKTIKEG Kal Thv €vvola win-win (kepdilw-kepbdilelg) kata
Tn Slanpaypdteuon pe Tov neAdn.

<’Evvoleg-kAeLbia >
o Kpatkég napeppaocelg
e Anoguyn napepfdoswv

e Tpdnot avuyeTwnong

6.1 Melétn tou e§wtepikol epnopiou tng EAAadag

H EA\GGa eivat pélog tng eupwnaikng évwong. ‘OAa ta Kpdtn-péAn NG €UPWNAIKAG €vwong
akoAouBoUv OpIOPEVEG KOIVEG EMNOPIKEG MOAITIKEG. QoTd00, KABE Xwpa, PE TNV €viagn tng otnv
eupwnaikn évwaon, dev navel va napepfaivel oto e§wtePIKO TNG UNOPLO EPaPHOOVTAG AUTOVOHES
NOAITIKEG. ZUMPWVA Ke Ta napanavw, Ki agoU pehetnBei 1o e€wrtepikd eundplo tng EAAGSag, Ba
npéneL va yivel avapopd apXIkd oTIG EPNOpPIKEG NMOMTIKEG Nnou akoAouBouvtal oto nAaiolo tng
Eupwnadikng’Evwong Kat katontv otnv napepBatikn noAtikn —nou 6ev eival koivn yia 6Aa ta Kpatn-
HEAN Tng Eupwnaikng Evwong— nou epappddel n kuBépvnon kdbe xwpag.

6.2 H Kolvn gpgnoptkn NOAITIKN TwV Kpatwv-peAwv tng Eupwnaikng
‘Evwong

Yxedov O0Aa ta Kpdtn-péAn tng Eupwnadikng Evwaong eival pEAN Tou Xwpou LEVYKEY, EKTOG and T
BouAyapia, tnv Kinpo kat tn Poupavia nou 6ev givat nAnpn péAn tou. O xwpog LEvykev anoTeAel
10 £€da@og nou e€acpalilel tnv eAeUBepn Hlakivnon Twv ePNopeUPATwY PETagU TwWV KPatwv-pHeAwY
g Eupwnaikng'Evwong, nou ivat péAn autou. EKTO¢ dpwg and tnv noAttikh nou epappodouy ta
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KpAtn-péANn otig JetagU Toug EPNOPLKEG OXETELG, aKoAouBoUv Kolvh NoATIkn yia noAAG B€uata nou
a@opouV 10 EUNOpLO.

H kowvn epnopikn noAttikn anotelel Baciko othplypa twv e§wTepIKWY 0xEoEwV TNG Eupwnaikng
‘Evwong. H teAeutaia otnpidetal oe éva oUvolo eviaiwv Kavovwy pe BAon tnv TeAwvelakn évwaon
Kal 10 Kovo HacpoAdyLo, Mou SIEMOUV TIG EPNOPIKEG OXETELG TWV KPATWV- HEAWV HE TPITEG XWPEC.
Ta péoa epnopikng dpuvag kat npdcfaong otig ayopég anoBAénouy 1dlaitepa otnv Npootacia twv
EUPWNAIKWY EMNIXEIPNOEWY €vavil Twv Qpaydwv oto eunodpto. H ‘Evwon e€eAixBnke pe tnv
naykooplonoinon, €moIWKoOvVIag To otoxo tng O61ac@AAlong TNG APHOVIKAG avdantuéng tou
naykooplou eunopiou kat npodyovtag tov dikalo Kal Blwoipo xapaktnpa tou. Eniong ot noAttikég
nou akoAouBouUvtal ota NAaiola Tng eUpwWNAIKNG évwaong evBappUvouv To Avolypa Twv ayopwy Kal
TNV avantu€n twv avtaAaywv oto noAupepég nAaioto tou Maykdopiou OpyaviopoU Epnopiou
(MOE). Zuyxpdvwg, n eupwnaikn €vwon otnpilel TI§ aVanTUOOOUEVEG XWPEG KAl NEPIPEPEIEG OTO
nAaiolo Twv dSIHePWV TNG OXETEWY, PE OKOMO Va TIG VTIALEL 0TO NAYKOOUI0 EMNOPLO HECW dlapopwyv
HETPWV.

Mepikég anod TG KOIVEG NOAITIKEG-APXEG NOU aPpopouV TG e§aywyEg eivat:

1. H apxn tng eAeuBepiag Twv e§aywywyv. LUPPwva Pe autny, ol e€aywyEg tng Eupwnaikng
Kolvotntag e npooplopo tpiteg xwpeg (ANBavia, Appevia, Aleppnaitdav, Aeukopwaia, Adikn
Anpokpatia tng Kivag, EoBovia, Mewpyia, Kalakotdv, Bopela Kopéa, Kipyilia, Aetovia,
ABouavia, MoAdaBia, MoyyoAia, Pwaia, Tatdikiotav, Toupkpeviotday, Oukpavia, Oulunekiotav
kat Bietvap) eival eAetBepeg, dev unofariovial SnAadn o€ noootikoug neploptlopoUG.

Qot600, autdg o Kavoviopog 6ev epnodidel Tn diatnpnon n tnv elcaywyn and ta Kpdtn-peAN
NMOCOTIKWY MEPLOPIOUWY N anayopeUoewy Katd tnv e§aywyn, nou dikaloAoyouvtal yia Adyoug
nBikng, dnpdaoiag ta€ng, bnpodaoiag aopalelag, KA. Eniong kdBe kpdtog-péAog tng Eupwnaikng
‘Evwong €xel 1o dikaiwpa va pnv enttpénet tnv eAelBepn e€aywyn Bacikwy npoidviwy waote
Va anoTPEYPEL TNV gyXwpla EANEIYPN QUTWV.

Me tnv epappoyn tng napandvw noMtikng enmdiwketal n éviovn e€aywyikn 6paotnplotnta
TWV Kpatwv-peAwy, diatnpwvtag oto kKabe kpdtog péAog tn Suvatotnta va enepPaivel 6tav 1o
anattoUv ol avayKeg TnG Xwpag.

2. H anaydpeuon tou epnopiou avukelpévwy nou SUvavrat va xpnoipgonotnBouv yia
Bacaviotnpla. Mpokeiwévou va katapynBolv ta Bacaviotnpla KaBwg Kat n eniPoAn tng
Bavatikng notvng, N AAMng okAnpng, anavBpwnng N TANEIVWTIKAG HETAXEIPIONG OE TPITES
XWPEG, 0 NAPWV Kavoviouog Bétel og 10xU éva 181k0 eunopikd KaBeotwg To onoio KaAUntel
Oplodéva avtikeigeva kal npoiovia nou duvavial va xpnotgonoinBolv yia avtiotoixoug
okonoUg KaBwg Kat Texvikn BonBela OXeTIKN KE Ta avtikeipeva auta.

Qotoo0 ol apuodieg Apxég pnopoUlv va napekkAivouv and tnv anayopeucn e€aywyng n
El0OYWYNG Yla avTKeigeva nou dgv €xouv AAAN MPaKTIKN XpNon €KTO¢ tng enBoAng tng
Bavatikng novig, Twv Bacaviotnpiwv kaBwg kat onolacdnnote AAANG okAnpng, andavBpwnng
Kal TANEIVWTIKAG TIHwPIag h Yetaxeiplong, epoaov anodeixBei 4T1, 0Tn Xwpa NpooplopoU Toug,
Ta aviikeipeva autd Ba xpnaiponoinBouyv yia dnudota €kBeon o€ pouaeio, AdOyw TNG IOTOPIKNG
T0UG onpaciag. Eniong, ta avtikeigeva autd pnopouv va €§axBolv Kal kat' enéktaon va
gloaxBouv otnv nepintwon nou Ba xpnoiponoinBolv and 1o OTPATIWTIKO N MOATIKO
NPOCWMIKO KPATOUG-UEANOUG, €AV TO NPOCWIIKO aUTO CUMHETEXEL O€ enxeipnaon diathpnong
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g elpnvng n dlaxeiplong kpiong tng Eupwnaikng Evwong n tou OpyaviopoU Hvwpévwy
EBvwv otnv evbilapepopevn tpith Xxwpa, h o€ eNXelpnaoelg ot onoieg Bacidovtal oe cUpPPWViEG
nou €xouv ouva@Bei PeTagl Kpatwv-peAWY Kal TP{TwV XwpwVv otov Topéa Tng dpuvag. Eniong,
KGBe Kpdtog-péNog €xel Tn duvatotnta va KataBécel aitnon wote va Tou EMITPENETAL N
e€aywyn N e€loaywyn Ttétolou €idoug aviKeEWEvwy €POCOV MPOOKOMIOEL Ta anapaitnta
SikaloAoyntikd. Auth n aitnon pnopei va eykpiBel n kat va anoppipBei and v appddia
gntponn.

Me tnv napandvw noAttikh n Eupwnaikn ‘Evwon npootatevel ta avBpwniva dikaiwpata Kat
BonBdel otn Sathpnon NG €lpnvng 1000 petall twv Kpatwv-peAwv 600 Kat Petafl twv
TEAEUTAIWV KAl TWV TPITWV XWPWV.

Mepikég anod TG KOWVEG NOALTIKEG - apX£G NOU aPopoUV TG El0aywyYEG sivat:

1.

H apxn tng eAeuBepiag Twv eloaywy®v. TUPQWVA e AUTNY, Ol EI0AYWYEG MPOIOVTWY Moy
npoépxovtal anod TPIteg XwpPEeG Npog TG Xwpeg tng Eupwnaikng ‘Evwong, pe €€aipeon ta
kAwotoUpavioupylkd npoidvta nou undayoviai o€ €181K6 KaBeotw  eloaywywy, dlevepyouviat
eheUBepa. Le yewypapiko eninedo, auth n apxn KAAUMTEL TIG €l0aYWYEG OAWV TwWV TpiTwy
xwpwy, pe e€aipeon tnv AABavia, t1¢ xwpeg tng Kowvdtntag twv Avefapthtwv Kpatwv
(Alepunaitlav, Appevia, Tewpyia, Kalakotav, Kipyotdv, Aeukopwoia, MoAdafia,
Oulunekiotdv, Oukpavia, Pwoia, Tatdikiotdv, TOUpKUEVIOTAV) Kal OpIOUEVEG XWPEG TNG Adlag
(Bopeta Kopéa, Kiva, MoyyoAia kat Bietvap).

Kdabe kpatog-péhog tng Eupwnaikng ‘Evwong npénel va akoAouBei tnv napandvw apxn.
Qoto600, 10 KABe €va and autd éxel tn duvatdtnta, akoAouBwvtag pia kabBopiopévn diadikaaia,
va epapuodel, o€ nepintwaon avaykng, ta HETpa entthpnong Kat dtac@aiiong nou enifalioval
yla va 61atnpnaoel Ta cUPPEpPovTd Tou.

Me tnv Thpnon autng tng apxng €K HEPOUG TwV Kpatwv-peAwy tng Eupwnaikng Evwong, ta
TeAeutaia Kapnwvovtal ta oPéAn Tou eAelBepou dieBvoug eunopiou nou avagépbnkav oe
nponyoUHEVO KEPAAQLO, VW, TAUTOXpova, av XPElactei, €xouv tn duvatotnta va napépuBouv
otn SlevEPYELD €10aYWYWV YIa VA UNEPACMIOTOUV Ta CUPPEPOVTA TOUG.

H kowvh Swaxeipion twv nocotukwv nocootwoewv. H ibla n supwnaikn Kowvotnta
ano@aoiel ouMoyika Kat kaBopilel pe tpono autdvopo N oUPPBATIKG, TIC NOCOTNTEG TWV
gUNOPEUHATwWY nou evdéxetal va €loaxBouv n va e€axBolv katd tn 6idpkela 6edopévng
neptodou otnv Eupwnaikn‘Evwon.

MoooTIKEG NOoOOTWOELG 0TO NAaiolo tng Eupwnaikng Evwong pnopoulv va epappootoly o€
noMa ayaBa. Qotéco dev epapupolovial oe MoAd Yyewpylkd npoidvia, o€ npoiovia
kAwotoUpavtoupyiag Kat oe AAAa Npoidvta nou undyovtal o€ €161KO KaBeoTwg €l0aywYNng To
onoio npoPAénel edikég Siatdelg yia tn dlaxeiplon TwWV NOCOOTWOEWV. LE YEWYPAPIKO
eninedo pnopouv va eniBAnBolv NOOOTIKEG MOCOOTWOEIG O MPOIOVIA Mou €lodyovial ano
onotodnnote KpAtog-pn PEAOG TNG Kolvatntag, aAAd Ox1 o€ npoidvra kataywyng Kowvotntag
Ave€aptntwv Kpatwv (KAK), AABaviag, Kivag, Bietvay, Bopeiag Kopéag kat MoyyoAiag pe tnv
eM@UAagn pétpwy 61aopaliong Kat NogooTwaewy nou epappdélovtal évavu otng Kivag.

Eniong, 6tav oe kanoto ayaBd eniBdarAetal noootikn noodotwon, n e€aywyn n n el0aywyn tou
anaitel ouykekplpévn adela. Ou evdlapepopevol efaywyei¢ N eloaywyeic ogeilouv va
KataBétouv althoelg wate va pnopouv va dpaotnplonoinBoulv Aapufavovtag Tig analtoUPEVEG
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abeleq. To péyebog Tng NoodoTwong ennpeddetal cnPAvIika ano Tov aplBpo Kal Tov OYKo Twv
artnogwv  eloaywyng n e€aywyng. To pepidlo tng nocdotwong nou Ba pnopolv va
eKPETAMEUTOUV ol evilapepOpevol enixelpnpatieg KABe kKpatoug-péhoug anoaoidetal anod
v appodia enttponn pe tn Bonbela twv napakdtw otoixeiwy: a) tnv nocdtnta tou ayabou
nou e€nyaye n slonyaye kabe éva and ta kpdtn PéAn npiv and tnv eniBoAn noadéatwaong, B) Tn
Xpovoloylkn oglpd nou unoPfAnBnkav ol aitnoelg Kat y) TN GUVOAIKN moodtntd nou ot
enixelpnpatieg kabe Kpdtoug-péloug GnAwvouv otig attnoelg toug ot Ba nBelav va e€ayouv
N va elodyouv.

H epappoyn pétpwv avr-viapnivyk. Onwg éxel avapepBei kat oe nponyoUpevo Kepaaio,
éva npoiov Bewpeital 6t anoteAei avikeipevo viaunivyk 0tav n tpn tng e€aywyng tou npog
pia xwpa eival xapnAdtepn and tn ouykpiolyn TN nou eappodetal Katd TG ouvnBelg
EUNOPIKEG NPACeIG yia opoeldég Npoidv oe dAeg xwpeg e€aywyng. H Eupwnaikn ‘Evwon
AapBavel pétpa e€oudetépwong TNG EQAPHOYNG MOAITIKWV VIAUMNIVYK €K HEPOUG KAMOIWV
xwpwy, entBdAovtag dacpoug ota €loayopeva nNpog TNy Kotvotnta ayabd nou anoteAolv
QVTIKEIPEVA VIAUMIVYK.

And UNIkn dnoyn, N NOALTIKNA avtl-VIapnivyk ek Jépoug tng Eupwnaikng Evwong epappdletal
o€ 6Aa ta npoidvia nou anoteAoUV avIIKE(PEVO VIAUNIVYK Kal elodyovial and XWPEeG-Kn JEAN
n¢ Eupwnaikng Kowvdtntag. Qotéco n Kowvdtnta pnopei kat' e€aipeon va cuvdyel €181KEG
OUMQwVieg, wote va unv e€oudetepwvetal NANpwg HEow NG entBoAng dacpwy n epappoyn
MOAITIKWYV VTAUMIVYK €K HEPOUC KAMolwv Xwpwv nou dev anoteholv Kpdtn-péAn tng
EupwnaikngEvwong av cuvipéxel kanotog €181kog Adyog.

H Eupwnaikn ‘Evwon, AapBdvovtag gétpa avii-viaunivyk, npootateUel Toug napaywyoug Ing
Kolvotntag and tov okAnpd aviaywviopo nou Onploupyeital dtav Sidpopa npoidvia
gloépxovial o€ ayopég tng Kovdtntag o€ NoAU XapnAEG TIHEG, Ol OMoiEG NPOKUNTOUV €nelta
andé v €PApHOYN MNOAITIKWY VIAUMIVYK €K HEPOUG KAMOIWV KPATWV-HN HEAWV NG
Eupwnaikng Kowvotntag.

H spappoyn pétpwyv Kata twv endotnoswyv. Luykekpipéva n Eupwnaikn Evwaon eniBaAAel
avtiotaBuiotikd daoud o€ npoidvia nou €lodyovial OTNV KOWOTNta HE OKOMO Tnv
e€OUOETEPWON TWV CUVENELWYV TWV EMOOTNCEWY NOU €X0UV eVOEXOUEVWG XopnynBei Apeoa n
€UUEDQ, YO TNV KATAOKEUN, TNV napaywyn, tnv e€aywyn n tn petagopd onotoudnnote
npoiovtog, npoéAeuong tpitng xwpag, tou onoiou n Béon ot eAelBepn KukAo@opia otnv
Koiwvotnta npokalei ¢npia.

H napandvw noAtikn Asitoupyel 0nwg Kat n NoAItiKA avti-viaunivyk agou Kai otug duo

nepintwoel eniBdletat 6aopog oe €loayOpeva MPoidvia HE OTOXO TN HeEiwon Tou
avtaywviopoU Kal Katd GUVENELD TNV EVIOXUON TwWV NApaywywy Tng Kovotntag.

Epnopikn noMtikn yia T1i¢ eloaywyég and tg Hvwpéveg MoAtteieg Apepikng

H Eupwnaikn Evwon éxel guvayel NoANEG oup@wvieg pe Tig Hvwpéveg MoAteieg Apepikng (HMA)
wote 1o Peta&l Toug epnoplo va weeAei kat tig duo nAeupég. Ot ouppwvieg petagl tng Eupwnaikng
‘Evwong kat Twv Hvwpévwy MoAiteiwv Apepikng dv a@opoUv JOvVo TNV evioXuon TwV EUMOPIKWY
TOUG 0X€0€wWV aAAd Kat Tn H1aTtpNOoN EIPNVIKWY CUVBNKWV.
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MeAetwvtag tig oxéoelg tng EupwnaikngEvwong pe tig HMA napatnpeitat 6t n Eupwnaikh Evwaon
éxel Geopeutel va Slatnpel anoteAeopatikn Kal o6pponn €taiplikn oxéon pe tg HIMA, tov
peyaAUtepo epnopikd tng €taipo. To 2007, ot dUo nAeupég dnpioUpynoav to AlatAavTiko
Oikovopikd ZupPBoUAlo, noMtikd oOpyavo nou eniBAénsl 1 npoondBeleg evioxuong Twv
olkovopikwv deopwv. Mpdopata, n Eupwnaikn ‘Evwon kat ot HMA cuvhyav cupgwvia yia
0TevOTEPN Ouvepyaoia otoug Ttopeig dlaxelpiong Kpioewv Kat NpoAnyng ouykpoUoewv. H
Eupwnaikn Evwon embiwkel eniong va cuvepyaotei Pe tig HMA yia tnv KNipatikn aAayn Kat tn
BeAtiwon tou tpanedikoU CUCTAKATOG PETA TN XPNHATONIOTWTIKN Kpion.

MepIkEG anod auTEG TIG CUPQPWVIEG €lval ol akOAoubeg:
e Yupgwvia OAiag, Epnopiou kat NautiAiag tou 1951
e Yupgwvia apotBaiag npowBnong Kal Nnpootaciag enevéUoewy tou 1952
e Yupgwvia apotBaiag SlolkNTIKNG apwyng petau tedwvelakwy dloiknoswv EAAGdog-HIMA

e Yupopwvia Oikovopikng, Emotnpovikng Kal TexvoAoyikng, Eknaildeutikng kat Mop@wtikng
Yuvepyaaiag, n onoia kupwBnke 10 1991

e Mvnpovio yia tn cuotacn Enttponng Oikovopikng kat Epnopikng Xuvepyaaiag (1998), tng
onoiag n 4" Xuvobog éAafe xwpa otnv ABnva to Mdaptio tou 2007. H 5" Xuvobog tng
Enitponng éAafe xwpa otnv Oudotyktov petau 19-20 louviou tou 2008.

6.3 H Swanpaypareuon pe tov neAatn

Ewoaywyn otnv €vvola tng Stanpayparsuong

Ot Lax kat Seberious (1986) opidouv tn dianpayudteuon wg diadikacia aAnAenidpaong pe okono
TNV anokopion o@éAoug, otnv onoia dUo N MNeplocotepa WEPN, MoU €XOUV KAMOLEG O1apopEg,
npoonaBouv va Tig emAUcouv Péaa anod Kotvn dpdon Kat anoPAcelg.

Q¢ «banpaypdateuon» opidetal n enikovwvia nou AapuPdvel xwpa petagl 6Uo h neploodtEpWV
nAeupwv nou Slapwvolv o€ Katl, pe okonod tnv e€elpeon piag anodektng AUong petd and
apotBaieg unoxwpnoelg. Apopd tnv €unAokn autwv Twv 6U0 N NePLOCOTEPWY MAEUPWYV HE
avIaywvIoTIKA N CUYKPOUOHEVA CUPPEpPovTa, nou gpyddovtal Npog Tnv eniteun plag ouppwviag
0T0 NWG Pnopouv va ouvepyaotouv (Tillett, 1991).

H 6ianpaypdateuon anoteAsi Aettoupyia-kA€idi yia toug aUyxpovoug NwANTEG, IKAVA va EMITAxUVEL
TNV 0AoKANpwon TNG oup@wviag n va tnv tvagel otov aépa. H gpnopikn dianpayudteuon eival
KataAUtng tng ouvdlaAayng nwAntn-ayopaotn. Kai okondg thg Kabe npoownikng nwAnaong ivat,
Héow Tng dlanpayudteuong, n eniteu§n oupPwviag.

YUp@wva pe toug Neale kat Bazerman (1991) undpxouv noAAG xapakTnPIOTIKAG NMou €ival Koilva o€
OAEG TIG Kataotdoelg dlanpaypdateuong:
e Ynapxouv dUo N neplocotepa pépn, 6nAadbn, SUo N neplocdtepa dtopa, opddeg n
opyaviopoi.

e Yndpxel oUyKpoucoh CUPPEPOVIWY avdueoa oe dUo pépn.
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e Ta pépn danpaypatetovtal enedn nioteUouv 6T PNopoUV va XPNGIKOMNOINCOUV [ld Hop®N
gnppong yla va e€ac@aiioouv KaAUtepn cuppwvia.

e Ta pépn, otnv apxn, Npotipolv va endiwgouv Pia cupPwvia Napd va avaykaotel n pia
nAeupd va ouvBnkoAoynoel, va dlakoyouv yia navia kGbe enapn n va avabéoouv tnv
eniluon tng dlapwviag toug og KANola avwtepn apxn.

e ‘Otav Sianpaypateudpaote NePIPEVOUE Va HWOOUKE Kal Va NAPOULE.

e H emtuxnpévn Slanpaypdteuon onyaivel dlaxeipion AuAwv KaBwg Kat UNKwV napayoviwy
(N.X. Mlag TIPAG N TwV 6pwV HLaG CUPPWViag).

0 KUKAog {wng kat ta Baoikd otoixeia tng Sianpaypdteuong napouctadovial 010 NAPAKATW
daypappa:

KUkAog {wng tng Alanpaypdreuong
Mnyn: Saner., R (2000) “The expert Negotiator”

a§loAéynon NPOYPAPHATICHOG

Yuvelbntonoinon

/ oUyKpouong
‘Evagveog AvaAuon
KUKAOG avayKwy
|
KatdAngn oe Enthoyn twv
ouhpwvia OTOXWV
A&loAoynon Enioyn twv
OTPATNYIKWY
Awanpaypdteuon |

Avapovn yia Tig
«———— EVEPYEIEG TWV
AMwV pepwv

Enidoyn twv
TAKTIKWYV

Spdaon oxeblaopog

Ti elval dpwg autd nou kdvel 6Uo NwANTEG, nMou €xouv Ta iGla TUNIKA nNpoodvia Kai €Xouv
eknaibeutei pe Tov id1o Tpono, va Siapépouv 1600 wg dianpayuateutég; Mépa and To «xapiopa» nou
pnopei va €xel 1o KABe otéAexog NwANoewy, N dlanpaypdteuon eival pia Texvikn nou pabaivetat.

Baokég ApxéG Kal KAVOVEG eENTUXNHEVNG Stanpaypdateuong

0 éuneipog Ganpaypateutng yvwpilel 6t danpayudteuon eivat n dadikaoia eniluong evog
npofAnpatog, oc ouvepyacia kat ouvevvonon pe tnv AMn nAsupd. KaBodnyel, Aowndyv, tn
oudhtnon yUpw and Ta KOWVA CUPQEPOVIA KAl OUYKEVIPWVETAL OTNV QAVIIUETWNION TOU
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npoBAnpatog, yvwpidovtag 6t autd anattei agoiBaioug ocupBiBacpols. Otav n pia nAeupd diakpivel
otnv AAn pia ellikpivh 61GBeon yia yepUpwon twv dlagopwy, 1ote avudpd Betikdtepa. AkoUel
NEPLOTOTEPO Kal avnouxel Alydtepo yia to evdexdpevo va eyehaotei n va napacupBei og kATl nou
Oev BeéAeL.

Baowkn apxn enopévwg otn danpayudteuon eivat n epmiotoodvn. ' autd Kat o NWANTAG-
dlanpaypateuthg ppovtidel va Kavel yvwaotn tnv e€e18(KeUon Tou, TO IOTOPIKO TOU, TIG EMITUXIEG TOU.
Kupiwg dpwg ppovtidel va €xel XTIOEL, JE TN CUMNEPLPOPA TOU, TN PN evOg NBikou Kat a§loéniotou
avBpwnou. Kat va tnv enifePatwvel oe kGBe paon tng dianpaypdreuong, dpwvtag Ye ouvénela
npog ta Aeyopeva tou.

AkolouBei n emikotvwvia. O dianpaypateutng npoonabei va 61 to Bépa and tnv ontikh tng GAANg
NAEUPAg, «xaptoypagwvtag» T¢ embupieg Kal toug @oBoug tng. Apa kat va npoPAEyel Tig
avudpaoelg nou Ba npokaAéocouv ol npotdoelg tou. AkoUel neplocdtepo. MiAdel Ayotepo.
Mpooappoddel katdAMnAa to Ugog Kat 1o Ae§IAdy16 tou. Avayvwpilel To npdPAnpa, oéfetat tnv
aywvia, {ntael ocuyyvwpun énou xpetdletat. Kal ouppwvel pe kBe gukaipia. A€l «vai» Kal KAVEL
TNV AAAN NA€UPA va NeL «val», 00€C PoPEG Unopel, dnuloupywvtag KAipa tadtiong Kat anodoxng.

®tdvoviag otnv npétach tou, 0 NWANTAG-61aNPayHATeUTNG Ty Napouctddel 1000 BEAKTIKN, wate
n diapwvia va pavtdlel emdnpia. «<MoAG teAelwoelg to Yyapl oou, pnopeic va dtaAé€elg dnoto yAukd
BéAeig» Aéel €vag natépag oto naidi tou. Kanolog dA\og natépag Aéel oto 6IKO TOU «00oU apéael h
OX1, To Yapl ival KaAd Kal NpENeL va To gpag». LTnV NPwWwIn Nepintwaon, o Natépag €xel kataAapel ta
«BéAw» tou nadlol kat ta éxel ouvbudoel pe ta dika tou «BEéAw», o€ pla apolBaia enw@eAn
ouppwvia. Av n npotaon neplAapPdvel Srapopetikég evAANAKTIKEG Kal oevdpla, akoun
kaAUtepa. H GMn nAeupa pnopei va enihé€el. EmAéyovtag, naipvel pépog otnv andégaon. Kat autd
Me Tn oelpd tou e€aopalidel Tnv thpnon Twv cupPwvnBéviwy. ANwote nio eUKoAa epapuodel
Kaveig auto nou Bewpei 61kn tou andgaon, napd tnv anégacn Kanotou dAAou.

Eniong, yia va Kapyel tg dapwvieg, o Slanpaypateutng evidooel oto onAootdold Tou Koiva
anodektég ApxéQ. LuvbEel TNV NPOTACN E QVTIKEIUEVIKEG a&ieg, EMOTNHOVIKA anodebetypéveg n
VOHOBETIKA KaToxupwuéveg, neplopidovtag, Je autd Tov Tpono, TIG EVOTACELC.

TéNog €xel NposTolddoel pla peaAtotikn evaAAaktikn. H evaAAaktikn auth xpnoipgeletl wg Bdon
oUyKplong yia kaBe avtinpotaon nou iowg dextel. 000 NePIOCOTEPO CUYKEKPIUEVN Kal UAOMOINGIKN
ival 1000 eUKoAOTEPA Unopei va anoppiyel pia entdhpla aviinpotacn Kat va avaykdoet tnv aAAn
nAeupd va BeAtiwoel tnv npoopopd tng. Ti oupBaivel oe Nepintwon apvntikoU KAipatog; Av o
danpayuateutng dextei npooBoAn, avtiotéketal otnv entBupia va anavinoel kal va napacupBei og
éva enBetkd nawxvidt.

KdabBe dianpaypdteuon anaitei npoetotpacia kat 51a@son apoifaiou ocupPiBacpou. Mnopsi va
hnv gival navta pia ouvtopn n eUkoAn dtadikaaia. Opwg, oto Babud nou Ba epappoatouv ot Bacikoi
KaVOVEG EUNAOKNG, To anotéAeopa Ba Sikalwaoel Tov Slanpaypateutn yia tnv npoonabeid tou.

H Swadikacia tng Sianpaypdteuong

YTnv apxn twv dlanpaypatevoswy, N KABe nAeupd naipvel pia Béon. TuvnBwg n pia nAsupd Ba
aM\G€eL Bon otnv nopeia, wg avtibpaon oe NANpoPopieg h oTn cupnepipopd anod tnv AN nAeupd.
Avtiotoixa aAAddet kat n Béon tng AAANg nAeupdg katd tn Sianpaypdteuon. ‘Etol Eekivdel n
diadikaoia tng Slanpaypdteuong, ot Bactkég ApxEG TnG onoiag neplypagovial Napakatw:
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Evapktnpla npoopopd: Itnv apxn Twv Odlanpaypateloswy, o Slanpaydateutng npénel va
anogaciocel nota Ba ivat n evapktnpla Npoopopd tou, didtt n nNpooPopd pnopei va Bewpnbei
unepPBoAikd xapnAn n unepBoAikd uwnAn and tnv AAN nNAeupd Kal cuvenwg va anopplpBel pe
nepippovnon. Avtiotoixa, pla npoo@opd nou pnopei va BewpnBei petplonabng and tnv dAAn
nAeupd, Ba pnopouace va givat uPnAGTEPN, EITE YIa Va aPNoeL NEPLOOATEPO XWPO Yia eAlypoUg ite
yla va eniteuxBei kanota ottypn évag kaAUtepog Slakavoviopog.

Evapktnpla otaon: Mia OeUtepn anogaon nou npénet va An@Bei oto Eekivnpya tng
dlanpaypdteuong agopd tn otdon nou Ba uloBetnBel katd tn S1dpkeld tng. O SlanpaypateuTng eite
Ba eival aviaywviotikég (Ba aywviotel yia va netUxel 1o kKaAutepo o€ KGBe B£pa) eite Ba eival
peTplonabng (npoBupog va kavel napaxwpnoelg kat cupBiBacpoug). Mia Aoyikn dlanpaypateutikn
B¢on ouvnBwg ouvodelstal and pia GIAIKN otdon, Kat Jla akpaia dtanpaypateutikn B€on cuvnBwg
ouvobeuetal anod i Mo oKANPN, Mo aviaywvioTIKA oTaon.

ApXIKEG napaxwpnoelg: Metd tov npwrto yUpo NPoo@opwy, T0 €nduevo PBnpa eival ol
napaxwpnoelg nou npénet va yivouv. Mnopei o danpaypateutng va eniAé€el va pnv Kavel
anoAUTwg tinota, va napapeivel otaBepdg Kal va eniyeivel otnv apxikh tou Béon N va KAvel
OpPIOPEVEG NAPaxwpPNaoelG. Av n pia nAeupd dev eival NPoETOIMACPEVN VA KAVEL NOPAXWPNOELS, N
AGAAn npénetl va ouvBnkoAoynael, aAiwg ot dtanpaypatevoelg Ba ptdoouv oe adié€obdo. ' autd 1o
AOYO0 ol Napaxwpnaoelg ival NoAU onPavIikEG o€ pia Slanpaypdteuon.

TeAwkn npoopopa: Eviélel o Slanpaypateutng B€Ael va petadwaoel o phvupa 0t dev undpxet GA\o
neplBwpto eAtypwv Kat 6Tt n napouoa npoo@opd eival Kat n teAikn. ‘Evag tponog yia va 1o deiel
auto eival va Kavel pia onpavtkn teAeutaia napaxwpnon. H teAlkh npoo@opd npénel va eival
OPKETA PEYAAN woTe va eviunwoldoel, aAAG Ox1 Kal 1000 PeYAAn wote va dSNPIoUPYNOEL UNoYIeg
Nwg HEXPL TWPa o dlanpayuateutng ouykpatidtav Kat dpa undpxouv 61aB£0IUEG NAPAXwWPNOELG.

KAeiopo tng cuppwviag: Apou dianpayuateutel yia kanoto didotnpa Kat Yabel g avaykeg, TG
B€0g1¢ Kal To onpeio avtiotaong tng AAANG NAgUpdg, n eNOPEVN NPOKANGN Yia €vav dlanpayuateutn
eival va KAeioel tnv TeAIKN cupPQwvia.

Zipatnyikég Stanpaypdteuong

H Sianpaypdateuon npoinoBEtel Tnv Katdption VoG oTpatnylkoU oxediou NpotoU akopn EEKIVNOEL,
kaBwg Kat Tn AnYn KaAwv ano@dcswv Taktikng Katd tn 6iadikacia. Anartei d6nhadn éva
oAokAnpwpévo nAdvo nou npoabiopidel Tig MBavég emAoyEg Tng KABe NAsupdg oe kKABe niBavn
katdotaon. Ot Bacikotepeg otpatnyikéG Sianpaypdteuong eivat ol akdlouBeg: (1) H nmia (soft)
Sanpaypdteuon, (2) H okAnpn (hard) ianpaypdteuon, (3) H Stanpaypateuon Apxawv.

Anoguyn: H otpatnyikn tng pn avapet§ng. Av dev £xel onpacia va eniteuxBolv oUte onpavtika
anoteAéopata oUTe Mia KaAn oxéon, 10Te n KABe nAsupd i(ow¢ weeAnBel neplocdTeEPO
ano@eulyovtag tn dianpaypdteuon.

ZupBiBaocpodg (n danpayudreuon xavw-kepdidelg): Autn n otpatnyikn €ivat KatdAnAn étav o
dlanpaypateutng Bewpei 10 oxeolakd anotéAeopa Nio oNPAvtiko and To ouclaotiko anotéAeopa. O
danpaypateutng BéAel va apnaoel Toug aAoug va Kepdioouv, va Toug €XEl EUXAPIOTNHEVOUG N va
pnv Slakivbuveloel tn oxéon niédoviag MoAU, yla va entUXel KAMOLO OTOXO OTd OUCLaoTIKA
{ntnpata. O oupBiBacuodg xpnaotgonoleital ouxvd dtav o NPWTAPXIKAG 0TOX0G TG cUVAAAayNG eival
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va XTotel h va Suvapwaoel n oxéon Kal 0 dlanpaypateutng ivat npoéBupog va KAVEL Jia ONPAvTIKn
Buoia doov apopd to anotéAeopa.

Avrtaywviopog (n Sianpaypdteuon kepdidw-xaveig): Le auth Tn oTpatnyIKn T0 £VIOVO evOlapEpoV
elval yévo otnv eniteu€n ouctactikwy emdlwEewy, 6NAadn va KAgiooupe autn tn cupewvia, va
VIKNOOUWE o€ auth tn Slanpaypdteucn pe eAAXIOTN N Kapia PEPLUVA YIa TIG CUVENELEG 0TN OXEON N
TG €nOpeveg OUVOANaYEG peE tnv GAN mAeupd. Auth n otpatnylkn €ival xpnolyn otav o
dlanpaypateutng BéAet va peyilotonotnaet tnv ala nou entuyxdavetal Pe pia Jovo cupgwvia Kat
0tav n oxéon Pe tnv AAMn nAgupd dev eivat onpavtikn.

Luvepyaoia (n Sianpaypdateuon kepdidw-kepdidelg): Ze autn Tn oTpATNYIKN Eival CNPAVTIKEG TOGO
n eniteu€n Twv ouctaotikwy eMdIWEewV 600 Kal n eniteugn TwV OXe0LAKWY 0TOXwV. Ot 0TOXO0L TWV
duo nAeupwv eival cupPatoi kat dev anokAeiovtal apgoifaia — av n pia nAeupd NETUXEL TOUG OTOXOUG
NG, autd dev eunodilel kat tnv AAAN va netuxel toug 81koug TnG. To kEPSOG TG piag nAeupdg dev
enttuyxavetal o€ Bdpog tng AAANG. H cuvepyatikn dianpaypdteuon enitpénel kat otig duo NAEUPES
va neTUuxouv auto nou BéAouv.

H évvola Win-Win (kepbifw-kepbileLg)

Baoiletal otnv 16éa 6t kat ot U0 NAEUPEG eMITUYXAVOUV MEPLOOOTEPA AV AMOPaAcicouv va
avtipeTwnioouv and kotvou to npoPAnpa avalntwvtag enw@eAeic AUoELG, Napd av anookonouyv
HOVO va «yovatioouv» o £vag tov aAhov. Eival npogavég 6t yia va kepdicouv kat ot U0 Ba npénel
kat ot dUo va eival SiateBeipévol va xaoouv KAt oto nAaiolo piag uyloug ouvepyaoiag. Ot NWANTEG
npénetl va yvwpiouv tn onpacia tou «kepdidoupe Kal ot HU0», KaBwg n atpatnyikn tou «kePdilw-
kepbilelg» avantuooel Yla oxéon nou anodelkvuetal kepdopopa Kat yia ta duo pépn. H pébodog
ToU «KePDOI{w-KePOIleIg» oupnAnpwvetal and tn Aeyopevn avBpwnivn NAeUpd twv nwAncewy. H
16€a auth avayvwpidel OTL Yia enttuxnévn NwANon ivat avtiotoixa Kat Jia eNTUXNJEVN KOVWVIKA
aMnAenidépaon petau dUo atdpwv. Méoca and tnv enagn auth, o NwANTNG «ayyile» Tg
ouvaloBNPatikéG avaykeg Tou nNeAatn, 6nwg autn tng alyoupldg Oti n ayopd eival cuppépouaa. O
mBavog nehdtng nou enevdlel apketég wpeg tnv €fdopdda oe paviefol pe NwANTEG Kat
napakoAouBei NoAAEG PopEG avenituxeig napouatdoelg, aioBavetal ikavonoinon otav eival oe Béon
va ouvepyaotel Pe évav NwANTA €Pniotoouvng nou Npooépel pia «kepdifoupe Kal ot duo»
npotaon, n onoia tov e€aopaAilel kat tautdxpova tov neibel. ‘Otav éva t€tolo €idog nwAnong
oAokAnpwBei, ayopaotng kat NwAnTA¢ €xouv apolfaia kepbioel.

< Iuvoyn >

Me tnv oAokAnpwaon tng YEAETNG Tou KepaAaiou eiote oe Béon va yvwpilete Toug
TpOMNOUG NapépBaong Twv Kpatwyv otiG ouvaAlayeg, Toug Adyoug napéupaong twv
KPatwv Ot ouvaAlAayéG, TPOMOUG MAPAKAPYNG KPaTiKwy napepfdoswy Kal ta
anoteAéopata  TNG MNAPAKAMYNG  Kpatikwyv  napepfdoswv. EmnAéov, kabe
dlanpayudteuon anaitei npostoipacia kat 61a6eon apoifaiou cupBiBacuou wote va
enmteuxBel pua ouvepyaoia, dnAadn pia dianpaypdteuon win-win (kepbdidw-kepbilelg),
nou Baciletar otnv 16€a OTL Kat ot dUO NMAEUPEG EMITUYXAVOUV NEPLOCOTEPA aV
avtigetwnioouv and kotvou to npoBAnpa kat avadnthoouv apolfaia enw@eAeig AUoELG.
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6.4 Epwinoeig autoa§loAdynong eKNatdeuUTIKNG EVOTNTAG

0 nounadg, Kat oUyKeKpIpéva otn Sladikacia egnopikng ouvaAAayng o NwANTAG, £xeltn peyaAltepn
guBUvn tng enikovwviag.

O XZwoto O AdbBog

Mpoaodlopiote nmola and T1a NApakatw a@opoUv KAVOVEG avVapOPIKA ME TO MAVUHA KaABe
enikovwviag.

A. Npénet va eivai §ekdBapo B. Mpénet va eivat anAd

I Mpénet va eival ocapég A.’OAa ta napandvw

H npdowno-pe-npoowno enkovwvia Pe tov neAdtn eivat ndvia n KaAUtepn enthoyn.
O XZwoto O AdbBog

0 nwAntng npénet va xpnaotponotei navia e€eidikeupévo Ae§INGY10 Kat enayyeAUaTikn gpaceoAoyia,
akOpa kat dtav dev eival andAuta katavontd yla tov MeAATn, wote va OeiXvel yvwaotng tou
QVTIKEIPEVOU.

O Iwoto O AdbBog

O kOAUTEPOG TUNOG EPWTINCEWY Yia va Kabopioel o NWANTAG TIG avdykeg Tou neAdtn eivat o
QVIXVEUTIKOG TUNOG SIEPEUVNTIKWY EPWTACEWY «AVOIXTAG andvinongy.

O Iwoto O AdbBoc

To xapdyelo npénel va xpnolponoleital ondvia Kal npooektika Kabwg pnopel va dwoel tnv
eviunwon 0t o nwAnthg dev eival cofapdg.

OXwotd O AdBog

‘Otav o nwAntNg divel otov neAdtn Pikpd nepilBwpta entdoywv au€avel Tig NiBavotnteg va neioel tov
neAdtn Kat ekeivog va dextel eUKOAGTEPQ TIG NPOTEIVOHEVEG AUCEIG TOU NWANTA.

OXwotd O AdBog

Ye pia danpaypdteuon, o nwAntng npénel navia va kepdiel akopa Kat av autd npoinobEtel
e€anatnon tou neAdrn.

OXwotd O AdBog

Ot niBavég ekPBaoeig piag dianpaypdreuong eival
A. Anoguyn B. Ynekguyn I ZupPBiBaoudcg
A. Avtaywviopog E. Xuvepyaoia 2T."OAa ta napandvw

10. NMpoobiopiote nola and ta napakdtw avagEpovial oTo win-win.
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I. ApoiBaieg unoxwpnaoeig A. Ynoxwpnaelg tou NwAnTh oTi§ avayKeg Tou neAdn

Anavtinosig epwtnoswyv autoa§loAéynong eKnaltdeutikng evotntag
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7 Epnobdia otn sie€aywyn tou d1eBvols spnopiou

< IKonog >

YKOMoOG Tou Kepalaiou eival n napouciacn evvolwv 6nwg ot «dacpoi», ol «MOCOCTWOEIG» Kal Ol
«MOCOTIKO[ Nneploplopoi», ol «eBeloviikol e§aywyikol neplopiopoi» Kal ol «KPatikoi opyaviopoi
gpnopiou.

< MNpocbokwpeva anoteAéopata »

‘Otav oAokAnpwoete th peA€Tn Tou Kepalaiou Ba eiote oe Béon va yvwpilete:

T0UG daopoug, Tt eival Kat Nwg eniBariovral,

TIG NOCOOTWOELG KAl TOUG NMOCOTIKOUG MEPLOPIOHOUG, Ta JETPA NOU JNOPOUV Va EUPAvIoTOUV
Y10 QUTEG TIG EVVOIEG,

T0UG €BeAovTiKoUG e€aywyikoUg NEPLOPIOPOUG, TIG XWPEG NMOU APopad Kal TIG KUBEPVAOELG,
TNV €vvola tng Aloiknong MwAnoewy Kat tn B€on tng oto oxédlo dpaong tng enixeipnong,

Bépata oxetukd pe tnv npoPAeyn, tov NpolnoAoylopd Kal Toug oTOXoug NWANCEWY, TIG
nePLoXEG NWANONG Kal Tnv opyavwon evog Tunpatog MwAnoswy,

TIG BaoIKEG apXEG TOU NAEKTPOVIKOU epnopiou (e-commerce),

Toug Paocikolg Acikteg Anodoukotntag (KPI/Key Performance Indicators) piag
enixeipnong.

<’Evvoleg-kAeLbia >

7.1

Aaopoi

Meploplopoi

KuBepvnoelg

Opyaviopoli epnopiou

HAektpovikd gundplo (e-commerce)

Mapakivnon/Ynokivnon

Kivntpa

Baaoikoi Acikteg Anodotikotntag (KPI/Key Performance Indicators)
Meikto MepiBwplo Képdoug

KaBapd nepiBwplo Képdoug

Euvoikoi napayovieg

Euvoikoi napdyovteg eivat autoi nou unofonBouv tnv avantuén tou dieBvolg epnopiou.
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Mepikoi ané Toug yevikoUg €uvoikoUg napdyovieg sivat:

1.

10.

H naykéopia Elpnvn eival ouciwdng napdyovtag yia tnv avdntu€n tou 61eBvoug epnopiou,
S161 pe authv dieukoAUvovtal ot S1eBVEig ePNopIKEG OXETELG KAl Ol NAYKOOHIEG HETAPOPEG.

H ouvexng au§non tou NANBuUopOU TNG YNG €XEL WG CUVEMELD TNV AUENCN TWV avaykwyv autou
Kal €101 anattolvtal NEPIooOTEPES EUNOPIKEG CUVAAAAYEG.

H aMayn twv ouvBnkwv Kat twv ouvnBelwv €otpeye tn dieBvh {ntnon o€ npoidvia nou tnv
LKavornolouyv, 6nwg autokivnta, €i6n noAuteleiag, €16n aventuypévng texvoAoyiag KTA.

H oAoéva au§avopevn olkodopikn dpactnpiotnta oe NoAEG xwpeg au€avel tn 61eBvn {htnon
Kal Kat' €NEKTAon TG OUVAAAAYEG 0IKODOUIKWY UAIKWV.

H avakdAuyn véwv Kottaopdtwy nou ntouvtal otn SieBvh ayopd wg Npwieg UAEG yla thv
napaywyn Bopnxavikwy ayabwy, au§avet tn diebvn diakivnon toug.

H atfnon twv petapopwyv Kat n €viovn xpnon NETPeAaiou Kat Twv napaywywyv Tou yia tnv
Kivnon Twv pETa@opikwy péowy, aunoe onpaviikd tn {NTnon Kat Ti§ CUVaAAay£G autwy Twv
npoioviwv.

H Sievépyela napaywylkwy enevbUoewy o€ H1APOPEG XWPES TOU KOOHOU €XEL WG GUVENELD TN
d1eBvn htnon blapkwv Kepalatouxikwy ayabwy, SnAadn pnxavwv Kat pnxavnpatwy.

H Unap€n noAepikwv eotiwy, n Unapn Kpatwv He eNeKTATIKEG PBAEYEIG Kal N avaykn
OpPIOKEVWY KPATWwV Nou anetlouvtat and dAAa va evioxUoouv Tnv APuva toug ouvieAei otnv
avantu€n tou 61eBvoug epnopiou GNAWY Kal NUPOHAXIKWY.

H napoxn BonBelag npog tg Qrwxég xwpeg and diebveig opyaviopoug (6nwg naykoouia
Tpdaneda, eupwNaikn KOVOTNTA K.d.) Kal NMAOUCIEG XWPEG.

To 61eBvég epndplo BEPata éxel ennpeactel onpavtikd (ouclaotikd €xel euvonBel) and otopika
yeyovota, onwg avakaAUYELG Kal ePeUpETELG Nou dpxioav to 150 alwva, andé tnv npwin
Blopnxavikn enavdotacn Kat tnv texvoAoylkn npoodo nou onpelwbnke otov 190 kat 206
awwva, 6nwg Kat anoé tn deutepn Plopnxavikn €navactacn nou enéPepe KPIioleg aAayeg,
agou avantuxbnkav onpavtikd ta autdpatd, Ta NAEKTPOVIKA Kal Ta NANPOPOPIaKA cucThpata.
Eniong, noAU onpavtikdg napdyoviag otnv avantugn tou Oiebvoug epnopiou eival n
EYKATAAEIYN TWV AVUIANYPEWY QUTAPKELAG KAl anopovwTIoHoU anod ta oUyxpova Kpatn.

Mepikoi ané toug £181koU¢ (yla KaBe xwpa) euvoikoUg napayovieg sivat:

1.

2.
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H pn epappoyn Npootateutikwy PETPWY nou BETouv Gpaydoug Kal n duvatdtnta dievépyelag
eheUBepou gpnopiou pe eAeubepia eloaywywy.

H Onploupyia kaAwv Slakpatikwv-OINAWHATIKWY OXECEWV MOU €MEKTEIVOVIAL Kal OTIG
EUNOPIKEG OXEODELG.



10.

Eunéplo kat E§wotpépela

H évtagn o€ dlakpatikég evwoelg Kal auvaoniopoug (n.x. Eupwnaikn’Evwon) nou 6ieukoAUvel
TIG EUNOPIKEG oUVAAAAYEG HETAEU TWV KPATWV-HEAWV.

H oUvayn dipepwyv oupBdoswy petau Twv Xwpwv Kat n éviagn.

H Unap&n mAoutonapaywylkwyv Nnywv nou npotpénouv Kabe xwpa va e€edikeutel otnv
napdywyn oUYKEKPIPEVWY NPOIOVIWY Kal énetta va ta e§Ayel.

H Unap§n enapkwv kepaAaiwv nou pnopolv va xpnolponoinBolv yia napaywylkeg
enevoUoelg pe e€aywyiko NpooavatoAopo.

H pikpn andotaon petall ouvaAAaoOOUEVWV XWPWV MOU GUVEMNAYETAL XAUNAG KOOTOG
HETAQOPAC.

H Kivntonoinon twv €Unopikwy cUPBoUAWY Twv NPeoBElwv Hiag Xwpag oTo e§WTEPIKOY, yia
nv e€elpeon VEwV ayopwv yla Ta npoidvia tng.

H epappoyn tou 61eBvolq PApKETIVYK pE TNV eviatikn Slagnuion, tnv npowdnon twv
NwANCEWV and enIXEIPNOEIS N OPAdEG enixelpnoswy Nou npokaAel au€non tng b1eBvoug
{htnong oplopévwy NpoidvIwy Kat Kat' enéktacn au§non Twv e§aywywv.

H evioxuon plag gTwxng xwpag anod pia nAolaola Pe TNV NAPAXWENON PNXAvVNPATwWY Kat Ty
unoxp€won tng nAoUaolag xwpag va ayopddel Ta napayopeva pe autd npoidvra.

7.2 Aucpeveic napayovieg

Auopeveig napayovieg eivat autoi nou duokoAeUouv tnv avantuén tou ieBvolg epnopiou.

Mepikoi ané toug yevikoUg Suopeveic napayovieg sivat:

1.
2.

H anouaia eipnvikwy cuvBnKwv.
H Unap€n kKabBeotwtikwv dtapopwv petal Twv Kpatwv.

H epappoyn noAlkwy NpootateuTiopoU and oplopéveg Xwpeg (0nwg n eniBoAn uwnAwv
daopwv).

H un npaypatonoinon enevduoswy pe akonod tnv e€aywyn nNpoioviwy o€ S1apopeg XWPES.

H pun aflonoinon twv nAoutonapaywylkwyv nnywv Kat n pn e€eibikeuon otnv napdywyn
e€aywyldwv npoidviwv.

H e€anAwon tng ptwxelag nou neplopidel tn duvardtnta dieBvwv ayopwv Kat neplopilel n
ouvoAikn {ntnon ayaBwv Kat unnpeciwv ané AaoUg MoU UNOPEPOUV and PTWXELd.

H anouoia e€wtepikng Bonbelag npog TIg PTwxoTePES XwWPEG and diebveig opyaviopoUug.

To uwnAd KOOTOG PeTaPopag nou au€avel Tnv TINA NWANONG JETATPENOVTAG TNV €l0aywyn N
TNV e€aywyn NPoidvIwyY anayopeuTIKn N eVIEAWS acuugopn.
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9. H&npioupyia dieBvwv ouvaoniopwy eNXEIPNOEWY PE TN HOPPH KAPTEA PE OKOMO TNV anopuyn
ToU PetagU TOUG aviaywviohoU Kal Tn 81athpnon twv TIHWY 0To eMNBuPNnTo yia autég eninedo
npokalei buoxépela ato SieBvEg epndplo, apou epnodidel tnv eAelBepn ayopd.

10. H Unap&n S1aQopeTIKWV PN PETATPEYPIHWY VOUIOHATWY PETAEU TwV OUVAAAACOOHEVWV XWPWV
odnyel otnv npoopuyn oe dleBvwg avayvwpildpeva vopiopata. To yeyovog autod npoKaAei
duokoAia otnv npaypatonoinon tou 61eBvolg epnopiou, agou anattei tnv eninAéov dtadikaaia
HETATPOMNG TWV VOUIOHATWY TwV EVOLAPEPOPEVWV Yla NPaAyPatonoinon eunopiou Xwpwv oe
avayvwplopéVo VOULoA.

11. H Unap§n Sapopetikwv pETpwy Kal oTaBuwyv PetafU Twv Xwpwv (N.X. KAMOIEG XWPES
Xpnaotgonololv dekadikd oUotnua unoAoylopoU evw o€ AAAeg ot unoloylopoi yivovtal og
ivtoeg, nodia kat AMiBpeg).

12. ‘Otav n gyxwpla napaywyn unokabiotd g el0aywyeg, SnAadn dtav n xwpa nepvdagl anod to
O1eBvEg epnoplo og Katdotaon autapkelag, weeAeital n idla n xwpa apou dev KatavaAwvetal
€Bvikod €1008npa yla tnv npayuatronoinon loaywywy, Opw to 61eBvég epnodplo ennpeddetal
apvNTIKA agoU ol GUVOANIKEG ELOAYWYEG HELWVOVTAL.

13. To O1eBvég epnodplo éxel ennpeactel apvntikd and Sidpopa O0TopIkA yeyovota, 6nwg n
NaykOopLa OIKOVOMIKN Kpion nou dpxioe Pe tnv netpeAaikn kpion tou 1973 kat npokdAeoe
au€non tng avepyiag kat Tou NANBwpIlopoU Kal Kat' enéktaon peiwan tng naykoopiag {Atnong
npoioviwy Kal twv dieBvwv auvalaywy, apoul nNeploplos Ta Npayuatika elcodnparta.

7.3 0 polog tng Awoiknong Tpnpatog NMwAnoswyv otnv gnixeipnon

Ewoaywyn otn Aoiknon Tpnpatog MwAncswyv

H Aioiknon MwAncewv anoteAei tn SietBuvon (management) opdadwv NwANTwv Kai v
0pYAvwon Twv 6pacTnpPIoTATWY Kal Twv Astoupylwy tou Tunpatog MwAncewy plag enixeipnong.

Avtikeigyevo tng Aloiknong MwAnoewy, €ite NpOKeltal yla eyxXwpleg ite yia €§aywylkeég
nwANGELG, €ival 0 oxedlaopog Kat n avantuén OAwv ekeivwy Twv §pacTnPIOTATWY NOU £X0UV 0TAX0
va NPooeAKUOOUV Kal va NeigouV ToUG KATavaAwTéG Kal Toug NEAJTEG va ayopdoouy ta npoiovia h
TIG unnpeaieg TG enixeipnong. Me tov tpono autd n afia twv NPoIGVIWY N TWV UNNPECIWV
hetatpénctal o €égo0da yia tnv enixeipnan, 6nAadn oe xpapata. Autd €lop£ouv atnv €nixeipnon,
BeAtiwovovtag Tnv olkovouikn Tng B€on Kat TeNKA enavaxpnaolponolouvial anod tnv eniXeipnon oe
d1apopeg bpaotnplotnteg.

H Aloiknan tou Tunpatog MwAnoewyv npoypappatidel Kat 0pyavwvel TIG NWANCELG Kal GUVTOVIZEL TIG
EVEPYELEG TWV NWANTWY BACEL TOU €UPUTEPOU UNOPIKOU 0xXedlaopou tng enixeipnong. MOAIG Hia
enixeipnon anogacioel va dnuloupynoel pia duvapn nwAnoswv npénet va An@BoUv noAAég
ano@acelg, ot Bacikotepeg Twv onoiwv eivat: 1) o KABOPIOHOG TwV OTOXWV TG SUVAHNG TwV
NWANGEWYV Kal 2) 0 6XeSIAGHOG TG OpYAVWTIKAG Sopng tng SUvapng twv nwAnoswv (Kotler
et al., 2002; T¢wtplakng kat T¢wptlakn, 1996).
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H opydvwon, ol otdxol Kal 10 NpOypapua NwANcewv Hiag enixeipnong avantiooovial Kat
AeltoupyoUv o€ cuvepyacia e Ta undAolna tPnpPata Tng enixeipnong kal kaBopidovtal and toug
YEVIKOTEPOUG 0TPATNYIKOUG 0TAOXOUG TNG ENIXEIPNONG, Onwg napouctdaletal 0To NAPAKATw oxNya:

| Itoxol Enixeipnons |
I
| T1oxo1 Mapkenvyk |

| Lipamyikn IM(']DKEI!WK |
]

| Ixeblaopds Meiyparos Mapketvyk |

Mooiov | | Twi | | TMpoBodn | [ AdBeon
[ I : I |

Magnmon Anpdoies Mpoownikh MpowBnon

Ixéoels MoAnon Nwinoewy

Opyavwaon kai
Aioiknon MNwinogwv

!
Opyavwon Atvapns Mwdntdov Emifoyn kai Mpdadnyn NoAntdov
MpoBieyn NwAnoewv Exnaibevon MNwintov
KaBopiopos Etoxwv MNoinogwv Ynokivnon Mwintv
Ixeblaopos Meploxwv NwAnogwy Atiofdynan Anobdoons Mwintav

H Béon tng Aoiknong NwAnoswv oto oxédlo Spdong tng enixeipnong

H Aloiknon tou Tunpatog NMwAnoewv ouvtovilel tn cuvepyacia tou Tunpatog NMwAnoewv pe 6Aa ta
TUNPATa NG eniXeipnong, 6nwg yla napadetyua:
e e to Tunpa Mapaywyng yia B€uata noldtntag Kat nocdtNTag Twv NPoIiovIwy,

e e to Tunpa AnoBnkeuong kat Logistics yia B€pata endpkelag anoBepdtwy Kal JeTapopag
TWV NpoidVIwY,

e pe 10 TuNpa XpNUATOOIKOVOMIKWY, Yla TG €lonpafelg and toug neAdteg kat tnv
napakoAouBnan TNg XPNUATOOIKOVOHIKNG KATAoTAaong TNG ENIXEPNONG,

e e 1o Tunpa MNpoownikoU yia th oteAéxwaon kat avantuén tou avBpwnivou duvapikou tou
Tunpatog MwAnogwv.

Yagéotata, n nio dueon ouvepyaaoia tou Tunpatog MNwAnoewy gival pe 1o Tunpa Mapketivyk kaBwg
oUOIaoOTIKA anoteloUv €va TPNMA, PE anoAUtwg KolvoUug eumopikoUG atoxoug avantuéng Kal
npowBnong NPoidvIwY Kal UNNPECLWV NPOG IKavonoinon Twv NEAATWY TNG EMNIXEiPNONG.

Opyavwon tou Tunpatog E§aywywv

To Tunpa E€aywywv pe onpavtiko péyeBog e€aywywv anotelei €va anod nio veUpaAyikd TUNpata
plag enixeipnong. Ot KUpLeg evépyeleg Tou Tunpatog E§aywywv cival ol napakatw:

1. LUVTOVIOHOG Kal 0xedlaopog Tou SiIKTUou NwANnoewv e§WTEPIKWY ayopwV TNG ENIXEipNoNG.

2. Enaen kal enonteia tou THAPATOg e Toug NwANTEG Tou eEWTEPIKOU Kal TOUG TOMIKOUG Katd
XWPA avInpoownoug.
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KaBnpepivh enagn pe to Tpnpa Mapaywyng toug epyootaciou, wote va napakoAouBeital n
PON NG EKTEAEONG TwWV NAPAYYEMWY Tou eEWTEPIKOU, O OXEON HE TA XPOVIKA Opld Mou
deapelouv tnv enixeipnon.

MapaAaPn kat tagivopnon twv KAslopévwyv napayyeAdlwv tou e§wiepikoy, Pe Bdon tnv
nuepopnvia Nnapddoong Nou cUPPWVNBNKE P ToUg NEAATEG.

Mpoestoipaoia Twv napayyeAiwy e§wrepikou Kat StaBiBaon autwy oto TUNPA Napaywyng.

Mpoestoipacia kat oAokAnpwaon g napayyeAiag.

Ta napandvw anotelolv Bacikég Aettoupyieg Tou tTpNPatog efaywywv plag enixeipnong pe
e€aywyikn kateuBuvon.

Opyavéypappa tou Tunpatog E§aywydv

‘Eva tunikoé opyavoypappa tou Tunpatog E§aywywv oxetikda e tnv endvdpwaon og oTEAEXN Kal TI§
ATOHIKEG apHodIdTNTEG TOoU KABE oteAéxoug pnopei va ivat 1o e€ng:

A. Mpoiotapevog/AcuBuving Tunpatog E§aywywv (0TI HIKpopETaieg eMIXEIPNOELG €ival o
1610KTATNG TNG €Nixeipnong)

YteAéxwon TunPatog e€aywywyv

Enagn pe aviinpoownoug Kat NwANTEG tou e§wtepikoU
Enonteia kat €Aeyxog TwV EPYACIWYV TOU THAKATOG
Anyn ano@doswv o€ avakuntovia npofAnuata

Enagn pe ta undlotna tunpata tng enixeipnong

B. NwAntég — oteAéxn e§aywywv (0 aplBudc e€aptdtal anod 1o péyebog kat Tn SuvapikoTnta TNG
enixeipnong)

‘Epeuva ayopdg
Avahtnon kal NpooéAKuon neAatwy Tou e€WTEPIKOU
MwAnon NpoidvIwv/unnpeciwy

E€unnpétnon nehatwv

I. YnaAAnlog Siadikaciwv
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Mapalafn Kataotacewv POPTWONG-eKPOPTWONG and to Tunpa Mapaywyng

‘Ekdoon tipoAoyiwyv, {uyoAoyiwy, oNPEIWHATOG NPOG EKTEAWVIOTN, ONHEIWHATOC POPTWONG
npog Hetapopéa

Mpoetolpacia PopTwTIKWY gyypdpwy yia diafifaon otn pecoAaBouoa Tpanela

YUVEVVONON HE HETAPOPIKN €TAlpEia, aoPaAlOTIKN €TAIPEIa KAl EKTEAWVIOTIKO Ypageio o€
wplaia Baon

MapakoAoUBnaon tou pakéAou e€aywyng yia cuvaAAaypatikn Kat TEAWVELGKN TakTonoinan



Eunéplo kat E§wotpépela

A. YnaAAnAog - ypappatéag
e Kabnuepwvn enapn pe Tpdneleg, EmpeAntnplo, OpyaviopoUg, napaywyilkda Yrnoupyeia,
IOLWTIKEG ENIXEIPNOELG PE 0TOX0 TNV €kdoan n Bewpnon twv anapaitntwy eyypagwy tng
e€aywyng
e [papyatelakn unoothpt§n ToU THAPATOG

Eival anapaitnto ot undAAnAot ToU TUAKATOG VA £XOUV GYPALPIKA YVEIGH TOU OAOU aVTIKEIHEVOU
(kaBetn epyacia), WOTE va UNAPXEL N EUXEPELA TNG AVTIKATAOTAONG PeTall Toug o€ nepintwon
anouclwy. IT¢ HIKpopeoaieg enixelpnoelg, dev eival ndvta anapaitnto va Siatnpouv Tunpa
E€aywywv kal ouxvd o topéag twv e€aywywv kaAuntetar pe e€ayopd unnpeoiwv and ta
opYavwHéva EKTEAWVIOTIKA ypaeia.

7.4 Apaotnplotnteg tng §l0iknong NWANGEWV

Yuvontikh napouaciacnh Twv dpactnplotntwy tng dloiknong nwAnoewy

Xe ornolodnnote opyaviopo, €ite NPOKELTAL YIa ENIXEIPNON NOU EUMNopEeUETal NPOIOVTA N UNNPECIES
eite npdkettal yia Mn Kepbookonikn Opydvwaon (MKO), n Awiknon MNMwAnocewv nepthapBavel tpeig
Baoikég dpactnpiotnteg nou napouctadovial GUVONTIKA 0TO NAPAKATw didypapya:

lpoypappaucpds/ |
Ixeblaopos :
a Ydonoinon/ }
* MpéBAsyn nwARcewv Eappoyn A&loiidynon/
P Kue;?muos i * Emidoyn kai npdoiin- Edleyxos
. ZT:&TJ?UOJ: nePIOXns s * Avadrl in
nu’aﬁno:s b * Exnaibeuon kal Avq ﬁucn m’,':' Ry
e enpop@won nwintwv - U,G" mmo}us
* KaBopiopds duvapns o Aol socv « Afiofidynon anddoons
Py :
bt ) * Ynokivnon nwintdv nwfntov
* Opydvwon 60vapns
nwintdov T

$

Enavaninpog@dpnon
(Feedback)

Movtélo Opydvwong kat Aloiknong twv NMwAnoewv

< Iuvoyn )

XTN OUYKEKPIUEVN eKNAIBEUTIKN €vOTNTa Napouadidotnkav ol eEng évvoleg: daapol, ol
NMoOCOOTWOELG Kal ol MoooTIKol neploplopoi, eBehoviikoi e€aywyikoi neploplopol Kat
Kpatikol opyaviopoi egnopiou.
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7.5 Epwtnoeig autoagloAdynong eKNatSE€UTIKNG EVOTNTAG

80

O1 otéxol nwAnoegwv pnopoulv va kaBopiotolv ot aia, og povadeg nwAoUpevou npoidviog, ot
dpaotnpidtnteg nwAnoeswy, o kKEPSoG N og dandaveg.

O XZwoto O AdbBog

Eivat xpnowo ol otdxol va eival Kanwg acageig, wote va undpxouv neplBwpla guehifiag otnv
eniteugn toug.
O XZwoto O AdbBog

Ma tnv npdBAewn twv NwWANCEWV NPENEL NAVTA va Xpnotdonolouvial otatloTikeéG péBodol kabBwg
Ol EKTIPNOELG TWV OTEAEXWV KAl TWV NWANTWV €{val UNOKEIPEVIKEG Kal ouvnBwg eivat A\avBaopéveg,.

O XZwoto O AdbBog

211G npoPAéyelg nwAnoewv npénet va eE0UOETEPWIVETAL TO OTOIXEID TNG EMOXIKOTNTAG WOTE Ol
npoPAEyel va eival NeploooTepo akpiPeis.

O Iwoto O AdbBog

2tn Siabikaoia oxedlaopou neploxwv NwAnong, o Poptog epyaciag opidetat: Ooptog Epyaaiag =
Yuxvotnta Emokéyewv * AplBuog MwAntwv.

O Iwoto O AdbBoc

H yewypa@in opydvwon tou npoownikoU NwANCEWV €ival o Mo anoTeAEOPATIKOG TPOMOG
opydvwaong otn oUyxpovn enixeipnon.

O Iwoto O AdbBoc

H apo1fn twv nwAnTtwy povo e npopnBela npoopépel 1o PeyaAUTEPO KivNTPo 0TOUG NWANTEG O€
oxéan Pe aAeg peBodoug anodoxwv.

OXwotd O AdBog

Y f A : Zuvelohopég Tou aTduou ZuvelodopEG TOU aTdOU
leJquwva “,8 Tn Bewpia r?c lodtntag (qu,.llty Thfeory) 0 o e
KaBe €pYGZOH€VO(: OUYKPIVEL TOUG Napakatw 6EIKT€C: ARGNGBEC o0 eRoiGU 3 AnoAaBécTou aTdpou

[:] Z(Doté D /\(']90( TNV TWPLVH TOU Epyacia o€ GANO OpYQVICHO

0 spnAoutiopo6g epyaciag avagépetal otnv au§non tou pioBol n tng NnpopnBelag Tou NwWANTA.
OXwotd O AdBog

H oxediaon eAkuoTikwy apolBwy Kal auvoAikoU NAKETOU NAPOXWV anoTeAEl onpavtiko napdyovta
NG IKAVOTNTAG Hiag eTaipeiag va e§aopaliosl onpaviikéG Nnpoonabeleg and KaAoUg NWANTEG.

OXwotd O AdBog

Anavtinosig epwtnoswy autoa§loAéynong eKnatdeutikng evotntag
1-%, 2-A, 3-A, 4-L, 5-A, 6-A, 7-%, 8-A, 9-A, 10-L
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8 MéBobol AoKknons AUeowV Kal EPHEcwY e€aywywV

< Ikonog >

YKONog tou Kepalaiou eival va napouctactolv ol Katnyopieg PeBddwv doknong e§aywyikwy
dpaotnplothtwy Kat ot S1aPopéEG avapeoa oTtoug TUNoug e§aywywy.

< MNpocbokwpeva anoteAéopata »

‘Otav oAokAnpwoete tn peA€Tn Tou Kepalaiou Ba eiote oe Béon va yvwpilete:
e TG Gpeoeg e€aywyEg
e TG éUPEDEG ECaYWYES
o TG e€aywyIKEG HpAOTNPIOTNTEG

<’Evvoleg-kAeLbua »
e Apaotnplotnteg
e Efaywyég
e Enxeipnoeig
e [lwAnoslg

o Xwpeg

8.1 MAava s§aywywv Kat orpatnyikn dicicduong

O npoypappatiopog twy e§aywywy Kal n otpatnyikn dieioduong oe pia EEvn xwpa apopd tov 1pdno
npowBnong Twv npoidviwy oto e§wtepiko. H otpatnyikn nou Ba uioBetnBei kabBwg Kat 1o €ibog
TWV ouvepyatwyv nou Ba xpnoiponoinBolv e€aptwvtal and 1o PéyeBog Kal tnv opydvwaon Tng
ENIXelpnong, 1o 10TOPIKO TN 0TNV Npayuatonoinon e€aywywy Kat tn uon Twv NPoioviwy Iné.

Ot e€aywyég npaypatonotolvtal ouvhBwg péow KavaAlwv dlavoung xovdpikoU kat Alavikou
gunopiou, pHéow aluaidwyv noAukataotnpdtwy AlaviKng NWANONG, 0 CUYKEKPIUEVOUG HEYAAOUG
nehateg Pe aneubBeiag Sianpayuatevoelg, oe KuBepvntikég unnpeoieg kat OpyaviopoUlg, Héow
Taxudpopeiou atov TeAIKO KatavaAwTtn Kal T€Aog HEow e€eIBIKEUPEVWY EAYWYIKWYV EMNIXEIPNTEWV
nou nwAouUv autdvopa h pe to Taxudpopeio.

H eniloyn tou owotoU kavaAloU npowbnong twv eaywywv ival kpiolung onpaciag ya tnv
enixeipnon 61611 €ival unoxpewpévn va 6eopeloel NOPOUG Yid HEYAAO XPOVIKO S1aoTna Xwpig va
yvwpilel 10 teAIKO anotéAeopua tng npoondbelag. Eneldn ta €€oba nmou npokalouvral ano
ouvepyaoieg Té€tolag puUoswg enBapuvouv TNV TIPHA TwV NPOIOVIWY, N enidpacn ot NWANCEIG
npénet va ivat onpavtikn kai va e§ao@alilel pia eAaxiotn andédoon tou enevbudpevou KepaAaiou.

Onowadnnote pop@n ouvepyaciag We TOMKOUG NAPAYOVIEG OUXVA ouvendyetal cUykpouon
OUHEePOVTIWV. Eneldn n enixelipnon evdlagépetal yia tnv au€non tng anddoang tng enévOUong tng,
npoonaBei va 61aB€oel Ta npoidvia tng e Toug KaAutepoug duvatoug dpoug. Avtibeta, enedn o
TOMIKOG ouvepydtng apeiPetal ouvnBwg pe npopnbBela otnv MoooTNTA TWV NPOIGVIWY Mou
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dlakivouvral, evblapépetal Kupiwg yia tnv al§non tou 0ykou Twv e§aywywyv Kat dev anaoxoAeitat
HE TO UYOG TWV TIHWV.

To npdPAnua tng enthoyng twv KAatdAAnAwv KavaAlwv yla T Slakivnon twv npoioviwy oTo
e€wteplkd noManAaotddetal kabBwg au€avel o aplBPOG Twv XWPwWV-0TdXwV. AKOPN Kat n Mo
napaywylkn e€aywylkn etalpeia €xet npdPAnpa otn 61dBeon twv npoidviwv wng eav dev
e€ao@alioel IkavoUg TonIKoUg auvepyateg nou Ba tn BonBnoouv oto €pyo tng. H aduvapia autn
ogeiletal Katd kUpLo Adyo atoug €€nG NAPAYOVTEG:

e XTn QUOIKN Kal NOATIOUIKA anéotach nou xwpidel tnv enixeipnan and tnv tonikn ayopd.

e XTOV aviaywviopd nou avupetwnilel n enixeipnon and AaAMoug npopnBeutég mou
npoonaBouUv va Kavouv XpNon Twv Tonikwy SIKtUwv 61avoung.

e Xtnv éMewyn nANpopOPNONG TWV TOMIKWY KATAVAAWTWV Kal BIOPNXAVIKWY XpNoTWV yid Td
npoidvta tng enixeipnang Kat otnv EMNewyn nAnpo@dpnang Tng enixeipnong yia tnv unap&n
evOlaPEPOVTOG EK PHEPOUG TOUG.

e Itnv aduvapia npdyvwong Twv xapakinplotikwy {htnong tng ayopdg, dnAadn 1t {nteitat,
néoo, NOtE, O€ TL TIA Kal TL NPOCBETEG anaITNOELG UNAPXOUV.

Ot neploodtepeg enixelpnaoelg nou Eekivouv e€aywyikn dpactnpidtnta, otnv apxn npocnabouv va
anoKTNOOUV €va NPOoYEQPUPWHA HE TNV TOMIKN ayopd 0€ CUVEPYAOia PE TOMIKOUG OUVEPYATEG, ONWG
A.X. avtinpoownoug Kat diavopeig. Ltn ouvexeia, kaBwg wptpdlouv Kat anoktoUv NEPLOTOTEPES
npooPAcelg Kal YVWOEIG Yla TNV TOMIKA ayopd, MPoxwpoUv oe AANEG HOPQPEC €€aywYIKNG
dpaotnpidtntag nou Ba avaAubBolv napakdtw.

To apéowg endpevo otadlo, ¢’ doov BeBaiwg n enixeipnon €xel naylwaoel Tn B€on NG oTnv ayopdq,
givat n dpuon autdévoung enixeipnong nou aokel petanolntikh dpaoctnpldétnta Pe okond va
eKMETAMEUTEL OUYKPITIKA 0PEAN Nou pnopel va e€aopalioel otn xwpa unodoxng twv e€aywywv
NG, ONWG A.X. PTNVO £pyatiko duvapiko, daopo-popoAoyika Kivntpa, ano@uyn NEPLOPIOHWY OTNV
€l0aywyn, NPOT(UNGN TWV TONIKA NApayOHEVWY NPOIOVIWY 0TI KPATIKEG NPOMUNBELEG KTA.

8.1.1 Tinot kavaAiwyv Siavopng

Ta kavaAa davoung diakpivovtal o Kovtd, 6tav pecoAaPei €évag n dUo 1o NoAU pecadovieg, Kat
Hakpd, dtav yeooAaBouv neploodtepol anod dUo peoalovieg.

O tunog tou KavaAiou nou Ba xpnoiponoinBei e€aptdtat andé tn @Uon tou npoiovtog. la
napadelypa, Ta eunadn npoidvra xpetalovial Kovid kavaiia diavoung yia va gtdvouv avaAdoiwta
otov ayopaotn. Ta npoidvta peyaAng aiag xpeialovtal eniong Kovtd KavaAla yla Tov neplopiopo
TwV KIVOUvwVY anwAelag n khonng. Ta Kovtd kavaAia diavopng eivat anapaitnta yia ta Blognxavika
npoiovta, Ta noAunAoka Npoidvta Kal ta npoiovta eibikwv npodlaypagwy yiati ival avaykaia n
TEXVIKN NWANON Kal n napoxn cUPBOUAWY €yKAtaotaong Kait guUvVINpnong Nou KAvouv anapaitntn
TN OTEVN EMAPN KATAOKEUAOTN Kal ayopaotn. AvtiBeta, ta ouvnBn katavaAwTika npoiovia kabwg
eniong Kat ta tunonolnyéva Blopdnxavika npoiovia xapnAng katda povada aiag, npowbouvtal
KAaAUTEPA PE TN XPNON HAKPWV KavaAlwy diavoung.
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H enloyn tou KatdAnAou tunou kavaAlou diavoung eivat cofapn andé@acn He HAKPOXPOVIEG
ENNTWOELG otnv Kepboopia Tng enixeipnong yiati ennpeddel 6Aa ta otoixeia Tou pelypatog
HAPKETIVYK Kal EPNAEKEL Tpitoug o Kpiolpeg dladikaoieg npowBnong Twv Npoidviwv otnv ayopd.
‘Eva Kovto kavaA diavoung pnopei va nepthapBavet govo évav avtinpoowno, h aviinpdowno Kat
Blopnxaviké ayopaotn, n Blopnxavikd ayopacth Kai teAKO KatavaAwtn. Xta pakpd KavaAia
dlavopng epnAékovtal ouvhBwg o xovOpéunopog, o AlavEUNOPOG, O OUVOUAOHO WE ToV
avunpdéowno h/Kal tov Blopgnxavikd xpnotn, nou kabiotoUv ta npoidvia £tolpa yia npowbnon atov
TeEAIKO KatavaAwTn.

‘Evag npdoBetog napdyovtag nou ennpeddet tnv enthoyn tou KatdAAnAou kavaAloU diavopung ivat
N €KTAoN Kal T XapakTnpLoTikd Tng ayopdg. Eav n ayopd ival ouyKevipwpévn o€ Yia neploxn h o€
Ayeg KoVTIVEG NEPLOXEG, N eMIXeipnon pnopeil va xpnaolponolnael Kovtd kavaiia diavopung, iowg
paAloTa Pnopéacel va enttuxel dgeon diavoun pe 6ik6 tng npoowniko. EAv n ayopd ekteivetal o
HeYAAn €ktaon, NoAU niBavov va xpeladovial Jakpa kavaiia dlavoung Kat nepLocoTeEPOL HECAOVTEG.

‘AMot napayovieg nou ennpeddouyv TG ano@Aacelg eMAoyng KavaAiwy diavopng eivat ot akéAoubot:

e H embwwkopevn taxuvtnta Sieioduong otnv ayopda. ‘Oco nio ypnyopa MpEnel va
dlavepnBei 1o npoidv 1600 peyaAutepog aplBudg pecalddviwy anatteitat.

¢ H paQikn k@Auyn tng ayopdg. Ma ™ padikn KAAuyn tng ayopdg anatteital Jakpy Kat
NUKvo diktuo Slavoung.

e ExkAekukn Siavopn npoioviwy. [a tTnv ekNANPwWON ToU 0TOX0U autoU anattouvral Aiyol
aAAd KaAd eknaibeupévol dlavoeic.

e To opyavwtuké Suvapiké tng emxeipnong. ‘0co nio opyavwyévn gival n gtaipeia 1600
Alydtepn avaykn €xel ano Tig unnpeaieg noAwv diavopéwy. Ba emAEEel Aiyoug aAAa kKaAd
opyavwpévoug, Ba xapael padi Toug Tn otpatnylkn dlavouwy Kat Ba toug ouvdpdpel oto
£pY0 TOUG.

H xpnon avtinpoownou 6ev @épvel naviote Betika anoteAéopata yia tnv enixeipnon. Yndpxel
evbexdpuevo o avunpdéownog va pnv 6woel tnv anapaitntn npoooxn otnv npowbdnon twv
npoiodviwy tng etalpeiag €av 6ev eival NANPWG IKavonoiNpPévog e thv apolBn tou, dev oUPPwVel
HE KAnoloug anod Toug 0poug cuvepyaaoiag n ival anoppoPnpévog e AAAEG 6paoTNPLOTNTEG.

Eniong, €av yia diapopoug Adyoug ta npoidvta tng enixeipnong dev yivovtal eUkoAa anodekta ano
T0 KOIVO, 0 avtinpoownog nibavov va nalaoel Th ouvepyacia napd Tig dandveg nou €xel ev tw Petalu
kataBdAel n enixeipnon. Ano tnv aAn Pepid, €av n {atnon ival toxupn, undpxet mbavotnta o i6log
va anodeixtel avenapkng Kalt va pnv prnopécel va aflonolnoel oto £€Makpo Ta CUYKPITIKA
NAEOVEKTAHATA TWV NPOIOVIWYV Kal va KATtaKTnoel Tnv ayopd. Eav napatnpnBouv t€tola gpaivopeva
n avtibpaon ek Pépoug tng e€aywylkng enixeipnong npénel va eival taxutatn. Mpénet va avoi€el
d1ka tng npatnpla Siavopung npoidviwy, va éABel o enagn Pe NePLOTOTEPOUG AlAVEUNOPOUG Kal
evbexopévwg va e€ETAOEL TNV €YKATAOTAON METAMNOINTIKWY Hovadwyv otn xwpa unodoxng twv
npoiGVIwWY TNG.

H tehikn dlapodppwon tou dieBvolg kavaAiou diavopng nou Ba xpnaoiponoinBei dev npénel va
AapBdvel undyn Povo TIG avaykeg Tng enixeipnong, aAAd OAwvV Twv JEAWYV Nou To anoteAouy.

83



Eunéplo kat E§wotpépela

Baotkn npolinéBeon eniloyng ouvepyatwy oto Xxwpo Twv dlavopwy ival va pnv ouvepyadovtal
dueoa N €UPEDA PE aVTaywVIOTEG EyXwploug n aAodanoug.

8.1.2 Ixéoelg tng e§aywyIKNg ENIXEIPNONG PE TONIKOUG GUVEPYATES

O1 ouvepYdTEG TG ENIXEIPNONG 0TNV TOMIKN ayopd NApEXOUV ONUAVTIKEG UNNPECieG 0T YEPUPwOn
TOU YEWYPAPIKOU Kal MOAITIOUIKOU XAoUATog Mou Tn Xwpidel and Toug KatavaAwTéG Twv NPoiovIwy
tng. Ot yeoadovieg autoi, avaloya He TN CUPPWVIQ, GUVEICPEPOUV OTN PeTagopd, atnv napaiafn,
0Tn OUYKEVTIpwon, otn dlahoyn, otnv anoBnkeucn, otn cuvthpnon, otn cuvappoAdynon, otn
ouoKeuaoia, otn dlavopn Kal oTnv TEXVIKA Unootnplén Twv Npoioviwy tng enixeipnong. MapdAAnAa
T BonBouUv otn dla@nUIOTIKN eKOTpateia, NApEXOUV NiOTwon o€ AIAVEUNOPOUG, CUYKEVIPWVOUV
nAnpo@opie¢ and tnv ayopd, TG ens€epyadovial kat polpddovial ta oupnepdopata pe tnv
enixeipnon.

Ma tn peylotonoinon tng anddoong tng ouvepyaciag n enixeipnon npénel va AauPavel ta
anapaitnta pétpa nou Ba tng e€acpalicouv tnv niotn Kal tnv agooiwon toug evw napalnia
NPENEL va JEPLPVA Yla Ty eknaideucn Toug.

Ma va eival a@oaotwpévol otnv eTalpeia pe tnv onoia cuvepyddovtal, ol TOMIKOl CUVEPYATEG NPENEL
va aioBdvovtat 6t gival poviyol, ot dev Ba diakonei n ouvepyaaoia padi Toug pe auBaipeto Tpono
Kat ot Ba apeifovtal dikala avaloya Pe TN OUVEIOPOPA TOUG OTNV NPO0OO TWV EPYATIWV TNG
enixeipnong. Katd kaipoug, npénel va npookalouvtal 0ta ypaeia Tng eniXeipnong yla eNagpeg We
10 avwtata KAPdKLa Kat yia va aioBdvovtal tn peydAn onpacia nou divel n enixeipnon oto €pyo nou
£xouv avalapet.

H apoiBn toug Ba kaBopiletal pe Bdon oplopéva kKptthpla andédoong nou Ba €xouv NpocuUPPwVNBEi
yla va ano@euyovtal napdnova Kat npootpiPEg.

To npoypappa eknaibeuong npénet va nepAapBavel evnuépwon yia ta npoidvia tng eTalpeiag, Toug
okonoUg Kal Toug aTOXoug TNG, TO LOTOPLKO TNG, Ta 0XEOIA TNG, HEBAdOUG Kal TEXVIKEG NWANTEWY,
Apxég Kal Tponoug enikovwviag Kal Bacika Béuata Sloiknong enIXEIPNOEwWY, HAPKETIVYK Kal
dnpooiwv oxéocwv.

H ouvepyaoia npénel va Baciletal otnv npaypatonoinon oplopEVWY OTOXWV €K HEPOUG TWV
TOMIKWY OUVEPYATWY, ONwG A.X. KATaktnon tou eAdxiotou pepibiou ayopdg, npayuatonoinon
eAdxiotou dykou Kal a&iag nwAnoewv KtA. H teAikn apoifn toug pnopei va Baoietal oto Yétpo nou
(PEPOUV O€ NEPAG HE ENTUXIa Ta KaBnkovtda toug. O1 KuploTepOL auvepYdteg Nou cupBarAouv otnv
npoonadbela piag enixeipnong va npowBnaoel tig e€aywyEg tng, neplypdgovral nio KAtw.

8.1.3 AwapBpwon xovdpepnopiou Kat Atavepnopiou

H e€aywyikn enixeipnon npénet va napakoAouBei kat va AapBdavel cofapd unown tng g e€eAi€elg
0T0 XoVOPEUMOPIKO Kal Alavepnopikd KUukAwpa diebvwg. And otoixeia nou dnpoaievel o OHE, o
HEooG aplBuog epyalopévwy ava XovOpEUMNOPO OTIG AVENTUYHEVEG XWPEG KUMaivetal anod 3 €wg 13
dtopa, o &€ aptBp6G Twv Alaveunopwy nou e§unnpetei o KABe xovopéunopog Kupaivetat ano 1 €wg
15.
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Ot npoavagepdpevol dtavopeic NoAEG popég epnAékovtal otn die€aywyn dieBvoug epnopiou pe
TNV el0aywyn Kat e§aywyn eUnopeupdtwy yia Aoyaplacpd toug, evw napdAAnAa npoopépouv
HEYAAN YKApa UNNPETIWY NPOG ToUg NEAATEG TOUG Nou eKTeivovtal and tnv anobnkeuan Péxpt tnv
napoxn MoTWOoEWV.

H éktaon Kal n évtaon Tou aviaywviopoU ennpeadgtal Aueca anod tov aptBuo Kal 1o péyebog twv
Slavopéwy, Tnv opyavwaon Toug Kat TNV IKavatnTa nou €Xouv va NpoopEépouv NANPELG UNNPECIEG O
avIaywVIoTIKEG TIMEG. To TeAeutaio Kalpd napatnpoulvtal TACEI CUYKEVTIPWONG ToU Alavepnopiou
Kal xovbpeunopiou pe ouyxwveloelg Kal e§ayopég enixelpnocwy. MNMapdAnAa BeAtwvetal n
SloIKNTIKNA ToUg 0pyavwon Kat ot PéBodot HApKeTIVYK Nou xpnatponotouv. Ot Alavéunopot paAiota
Bewpolv 0Tl ta ouppépovid toug oupPBadiouv pe ta CUPEPEPOVIA TWV KATAVOAWTWY Kal
evouveibnta n acuveidbnta Asttoupyolv ocav avuinpdownol ayopwv Twv nehatwy touq. E€etalouv
HE OXOAQOTIKOTNTA TNV MOLOTNTA TwV NPOidVIwY Nou dtaBétouv 0To Katdotnpa toug Kat dlakdntouv
KGBe popPng ouvepyaaoia pe NpopunBeutég Nou Sev NpooPEpouv Npoidvia uYnAng Kat otabepng
noldtntag.

H ouykévipwon xovOpepunoplkwy Kal Alavepnoptkwy enixelpnoewyv 6ev neplopiletal povo otig
aAuoideg counepudpKeT aAAa enekteivetal kKal oe AAoug kKAddoug tou epnopiou, 6Nwg A.X. NG
€vbuong/unodnaong, TwV OIKIOKWY GUOKEUWY, TWV NAEKTPOVIKWY KTA.

I6laitepn nepintwon nou ennpedlel tn otpatnylkh npowbnong NwAncewv NG €€aywyikng
enixeipnong eival ol ayopaotikoi cUVETAIPIOPOL MOU CUVICTOUV Ol AlaVERMOPIKEG enixelpnaoelg. Ot
ouvetaiplopoi autoi ayopdlouv padikd yla Aoyaplaopd twv HPEAWV TOUG Kal EMITUYXAVOUV
KOAUTEPOUG Opoug ayopdg evw napdMnAa ektoniouv Toug XOVOPEUMOPOUG Kal TOUG
avTINpoowWnoug €l0aYwWYIKWY oikwv. XTnv nepintwon auth n e€aywylkn enixeipnon npénetl va
anogaoioel pe noloug Ba Sianpaypateutel kat Ba cupnapataxBei. Mpénel va yvwpilel 6T ta
OUH@EPOVTA TNG NOANEG POPEG €pXovTal 0 CUYKPOUON HE TA CUKPEPOVTA TwWV TOMIKWY aAuaibwv-
noAukataotnpdtwy. Ta npoidvia tng {owg BewpnBolv aviaywviotikd twv NPoidviwv nou
d1aBétouv ol aluaoideg pe tnv dla enwvupia Kal yia tov Adyo autd va pnv npowBnBouv dnwg
npénel.

Ye KGBe nepintwon n e€aywylkn enixeipnon npénel va npooapuoaoel ta ox€Ld Tng oto nepIBaiAoy,
onwg éxel drapoppwBel otn xwpa unodoxng Twv NPoIdVIWY TG, Kat va eMAEEEL To Kavall Slavoung
nou gyyudrtat anodotikn cuvepyaaia pe agoifaio 6@elog. Mpénel va ano@uUyel avtaywviopoUg Kal
OUYKpoUOeIG Me Ta didpopa opyavwuéva oup@épovia dlavoung, yia va €xel NAvia avoixtég Tig
nopteg ouvepyaoiag Pe dAoug diavopeic avaloya pe tg e€eli€elg otnv ayopd.

8.2 Ewaywyn otn Siabdikaocia Tpnpatonoinong tng ayopdag, otoXsuon
Kat tonoBétnon

H oUyxpovn avti\nyn tou pdpketivyk otnpiletal katd KUpLo AGYo atnv IKavonoinon Twv avaykwy
TWV NEAATWV-XPNOTWY Ki OXI anAw¢ oTnV napaywyn Kat nwAnon npoidviwy. Xto nAaiolo evag
owaotoU oxeblaopoU HAPKETIVYK Ol EMIXEIPNOELG o@eilouv va npofouv o€ tunpatonoinon tng
ayopdg, kaBwg n €vvola tou padikot marketing (mass marketing) 6ev Asttoupyei, 5nhadn 1a
npoidévta N ot unnpecie¢ nou napdyel n eunopevetal pla enixeipnon dev eival duvatov va
(KavonoloUV TIG avAyKeG TOU oUVOAOU TNG ayopdg, aAAG Hovo oplopévawy Tpnpdatwy tng (targeted
marketing).
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e Katd ouvénelq, yia va Pnop€écel Hia eNIXeipnon va anokTtNoEl CUYKPLTIKA NAEOVEKTAKATA
€vavTl TWV avVIaywvioTwy Tng, Npénet va npoodlopioel Ye akpiBela ta TNpata tng ayopdg
ota onoia Ba enikevipwoel tn dpdon tng Mpénel SnAadn va npoodlopioel ¢ ayopég-
0TOX0UG TNG.

e [la va 1o NETUXEL aUTO, NPENEL, KAt apxdg, wg NPwto BApa, va TPHNPAToNoINcEL Ty ayopd
otnv onoia dpactnplonoleitat.

e Katonwy, wg deltepo Brpa, n enixeipnon npénet va emAéel tnv opdda nou napouaoialel g
KOAUTEPEG EUKalPIEG Kal OTIG onoieg TeAkd Ba otoxeloel, 6nhadn tnv ayopd-otoxo (target
group).

e TéNog, wg tpito Phpa, n enixeipnon npénet va Snploupynaoel pla nNpoloviikn npoopopd,
KATAAANAN Kal OTOXEUKEVN Yld TN GUYKEKPIPEVN ayopd-otdxo, dnAadn va tonobetnoel 1o
npoidv TNG 0T0 PUAAG TwV KATavaoAwTwv Mou €xel enAECel e To KatdAnAo peiypa
HapKeTvyK (To onoio Ba e€etaotel avaAutikd otnv endpevn evotnta).

8.3 Tunpavonoinon tng ayopag (segmentation)

H évvola tng ayopag

Mpiv and pepIKA Xpovia PE TOV OPO0 «HAPKETIVYK» €VVOOUCE KAVEIG Ta HEDA KAl TIG TEXVIKEG MoU
XpNaolgornololv ol eNIXEIPNOELS Yia va BpeBolv Ta npoidvta Kal ol UNNPECieG Toug oTIG H1APOoPEG
ayopEG. XTIG NaAaldTEPEG OIKOVOMIEG 0 OKOMOG TOU HAPKETIVYK Ntav n e€elpeon odwv 61dBeong Tng
EMIXEIPNOLAKNG NAPAYWYNG OTNV E0WTEPIKN Kal NAayKOoHla ayopd Kal 0x1 n eEeUpeon VEWY ayopwv.
Autég unnpxav, agou n {ntnon ntav peyaAltepn tng napaywyng. Enopévwg ol nwAntég ntav o
kaAUtepn B€on an’ 6,11 ol ayopaotég. ‘Otav enkpatouv TET0IEG GUVBNKEG oTnV ayopd TOTE MIAAUE
yla Tnv «ayopd twv nwAntwv» (Seller's Market). E6w ol nwAntég apkei va napdyouv Kal va pépouv
10 npoidvia toug otnv ayopd (Market). H Aé€n Market xapaktnpioe Kal tnv €nNIXEPNOIOKN
Aettoupyia nou €pepe tn Hovada atnv ayopd. Etol yevvnBnke o 6pog “Marketing”.

YTIG OUYXPOVEG OIKOVOUIEG OpwG dev apkel o NWANTAG va QpEPVel Ta Npoidvia Tou otnv ayopd. H
Zntnon eival twpa PIKpOTePN TNG Napaywyng. N’ autod ol ayopaotég Bpiokovtal o peyaAutepn Bon
an’ 0,1t ol NWANTEG. MiAape, dnAadn, yia tnv «ayopd twv KatavaAwiwv» (Buyer's Market).
Enopévwg n napaywyn npénet va avtanokpivetal otig anartnoelg tng {ntnong. H enixelpnaolakn
noAitikn onpepa dev Siagoppwvetal dnwg Nallotepa, HECA OTIC NAPAYWYIKEG HOVABEG «yla TNV
ayopd» aAAd «and tnv ayopd». Epeuvoupe tnv ayopd Kat napdyoule €KEiva Ta NPoiovia Kat Tig
unnpecieg, yla Ta onoia undpxouv akAAUNTEG avAyKeG, ayopactikn SUvapn Kal npaydatikn {ntnon.

e Ayopd enopévwg opidetal wg «to oUVoAo twv NiBavwyv ayopactwy ol onoiol polpddovtal
tnv {6la avaykn kat diaBétouv 1600 Tn Suvatdtnta 600 Kal TNV anoPacioTtkoTnTa va tnv
(KaVOMoInoouV».

86



Eunéplo kat E§wotpépeia

enkotvwvia
NPoIOVIa-UnNnpPecieg
r r
KAabos Ayopa
(éva alvoAo NWANTWY) XpAuata (éva oUvoAo ayopaoTwv)

nAnpogopia

‘Eva anAd oUotnpa HAPKETIVYK

H ayopd oxetiletal e di1dpopeg €vvoleg, OGNwG NPoioVTIKN ayopd (n.x. ayopd nanoutoiwy, ayopd
KAQE), YEWYPAPIKN ayopd (n.x. n eAAnvikn ayopd, n naykoouia ayopd), dnpoypadikn ayopd (n.x. n
ayopd Twv VEwV).

H €vvola tng ayopdg eival ouclwdng 010 PApKETIVYK. MApKETIVYK onpaivel Slaxeipion Twv ayopwv
yla tnv uhonoinon cuvaAAaywv Kal o0x€oewv Pe akono tn dnptoupyia aiag Kat tnv tkavonoinon
avaykwv Kat embupiwv. ‘Etol, enotpépoupe oTov oplopd Hag yia 1o JApkeTtivyk wg dladikaoiag pe
TNV onoia ta dtopa Kat ol opadeg anoktolv 0,1t xpelddovtal Kal enBupolv dnploupywvtag Kat
avtaAAdooovtag npoidvia Kat afia pe dAAoug.

Etaipia ‘
(papxetep)
# # .
: EVG'""'S,OO' Avyopd tediKwY
MpopnBsutés Popsls — XpNOTeOV
—p —p HAPHETIVYK

AviaywvIotés 1

Baowkoi napayovieg kat Suvapelg og €va oUyxpovo oUCTNHA HAPKETIVYK NOU
SlapopPpwvouV TNV ayopd TwWV TEAIKWV XPNOTWV

H évvola tng tunpatonoinong

Qg tunpatonoinon opidetal o «tepaxiopog», dnAadn n dlaipeon tng ayopdg os Siakpitd unocUvola
ayopaotwyV HE OHOIOYEVEIC avAYKEG, XAPAKINPIOTIKA KAl OUMMNEPIPOPES, PACEL OUYKEKPIPEVWY
Kpltnpiwy.

e Kdabe ayopa éxel Siakpitd unoouvola (tunparta) Kat kabe enixeipnan npénet va dlepeuvnaoel
T4 XAPAKTNPLOTIKA Kal TIG aVAYKEG TwV SUVNTIKWVY NEAATWY TNE Kal va Toug opadonotnoel
He BAon ouykeKplpéva Kpltnpla.
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8.4 Itoxeuon ayopag-otoxou (target group)

Ytnv unosvotnta autn Ba e€etdooupe 1o deltepo Prpa tng diadikaciag avdAuong tng ayopdg, nou
glval n otdXeuon OUYKEKPIYEVOU TUNPATOG TNG ayopdg, dnAadn o npoadloplopdg pe akpifela tou
TUNPATOG TNG ayopdg ato onoio n enixeipnon Ba enikevipwoel Tn dpdon TG Kat Nou anoteAel tnv
ayopd-otoxo (target group) Tng enixeipnong.

Epooov ta npoidvia nou NpoopEpet Yia eNXeipnan §ev pnopoUv va IKavonotncouv NANPwWG Tig
avaykeg OAWV TwV atépwyV N TWV EMIXEIPROEWVY, KaBWG autég Slapépouy, n enixeipnon Npénel
va eNtAé€el o€ Nolo and ta TUNPATa TG ayopdg, Nou €xouv Npoadloplotei oto nponyoUpevo otadio
TNG TUNPatonoinong, oKoneUEL va OTOXEUOEL

Enopévwg, w¢ «ayopd-otéxog» opidetal pia opdda KatavaAwtwyv h NEAATWY PE OMOIOYEVEIG
avaykeg/eniBupieg Tg onoieg n enixeipnon ano@aacidel va IKavonolngoel.

H otéxeuon TuAPATog TtNG oUVOAIKNG ayopdg npolnoBétel tnv aloAdynon tng EAKUGTIKOTNTAG
KGABe TUNPATOG TNG ayopdg Kal TWV OUYKEKPIUEVWY XAPAKINPLOTIKWV KAl avayKwv Tou
(profiling).

lMa va anoteAéoel €va TUNRA TNG ayopdg EAKUCTIKN EUKALpia yia TNV EKAOTOTE NIXeipnon NpEnel va
OUYKEVTPWVEL TOUAAXIOTOV TE00EPA BACIKA XAPAKTNPLOTIKA:

e Va €XEL IKAVOMOINTIKO PéEyeBog
e v €xel PeyaAeg buvatotnteg avantugng oto PéAAov
e va unv eAéyxetal 0AOKANPO and Tov aviaywviopo, wote va eivat eUKoAn n npdofacn ¢’ autod

e VO UMNAPXOUV 0’ aUuTO avikavonointeg avaykeg KAatavaAwtwy, TIG OMnoieg n enXeipnon €xel
Tn 6uvaTdTNTA VA IKAVOMOINCEL JE Ta NPOIOVTA MOU NPOoPEPEL

Aentopepéntepa, Ta Kpitnpla nou npoodiopidouv tnv €AKUOTIKOTNTA TPAKATOG TNG ayopdg yid
mBavn otéxeuon napouactdlovial 010 NAPAKATW OXNA:

MéyeBos Tuhpatos
(kepbogopia)

EminpdoBeta Kéotn

(avaykaiétnta
TPONONOIAGEWY)

MéyeBos
SiatUnpaTIKWY
Singopwv

Agionoinon
IKaVOTATWY /
unoSopwy
EAxuotiKdtnta
TuApatos yia niBavi
otéxeuon

AvBsKuK6TNTO

! Egappogipdnta /
Biagopwv

eukodia npdoBaons

‘Evtaon
aviaywvigpol

Metpnaipétnta

Kputhpla a§loAéynong eEAKUCTIKOTNTAG TUNHATWY TNG ayopdag
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01 niBavég otpatnylkég oToXeuong KaBe enixeipnong e§aptwvtal and tnv eAKUGTIKOTNTA TOU
THAHATOG TNG ayopdg, aAAd Kat Tig Suvatdtnteg tng entxeipnong, toug S1abéaipoug Népoug TG
Kal TIG OTPATNYIKEG TWV aVIAYywVIoTWY TNG.

0 npoobloplopog tng ayopdg-otdxou €ival, otpatnylkd, and Tg nio onPavikég ano@Acelg Tou
HAPKETIVYK, KaBw¢ ennpealet kaBe ntuxn Kal KaBe anépacn Tou NAGVOU HAPKETIVYK.

8.5 TonoBétnon npoidvrog (positioning)

Y€ quth Tnv unoevotnta Ba e€etdooue To tpito Bripa tng dadikaciag, nou ival n tonoB£tnon tou
npoidvtog h TNG uNnpeaiag tng enxeipnong.
H évvola tng tonoBétnong npoiévrog

(¢ «tonoBétnon npoidviog» opiletal o TPONOG HE TOV onoio €va npoidv h pApka, oE pid
OUVWOTIOPEVN Kal «OHOLOHopPN» ayopd nou KatakAUletal and pnvupata, €MTUYXAVEL va
e€aopaliost pua Eexwploth Béon oto HUAAG Kal Th OKEWYN €VOG UNOYNPLOU ayopacTtn.

TonoBétnon onpaivel Stapoponoinon tng PAPKAG TNG ENIXEIPNONG OTO MUAAG TOU KatavaAwtn.
Eival 1o aviaywviotiké nAeovéKTnga tou npoidviog h tng Pdpkag, Snhadn éva nAeovéktnua
€Vavil TWV avIaywvioTwv To omnoio enituyxdvetal npoogépoviag peyaAutepn a§ia otoug
KAaTavaAWTEG.

H enituxng tonoBétnon e€aptatal ano:

e Anpioupyia loxupng Kat ave€itnAng ikovag
e Anpioupyia EekdBapng Kat adlap@ioBntntng eIkévag
e Anpioupyia anokA€I0TIKNG Kat EEXWPLOTAG EIKOVAG 0TO HUAAG TNG ayopdg-otdxou

H otpatnyikn tonoBEétnong avagEpetat otnv avtiAnyn nou €xouv ot NEAATEG TNG ENIXE(PNONG yia
TNV UNNPECia, CUYKPLTIKA LE TA NPOIOVTA TWV aviaywvioTwy TNG.

Zipatnyikég Stapoponoinong

H Siapoponoinon gvog npoidviog pnopei va npokUyel and ornotodnnote Xapaktnplotikd tou. Ot
Baoikég otpatnyikég drapoponoinong napouatalovial napakdatw:

a) Xapaktnplotikou N 1816tnTag tou Npoidvtog
B) Ixéong TIUNG — MoloTNTAG

Y) Xphong nh epappoyng Tou npoioviog

8) Xpnhotn tou npoidviog

€) Katnyopiag npoidvtog

ot) Avtaywviopou
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Ixeblaopog Kal otpatnyikég tonoBEtnong npoiovrog
0 oxeblaopdg anoteAeopatikng tonoBétnong nephapfavel ta e€ng otddia:

e Evtoniopog Béocwv otnv ayopd nou €xouv tn PeyaAutepn aia yla Toug KATavoAwTEG-
0TOXO0UG.

Evtoniopdg Béoewv nou €xouv ndn kKataAn@Bei.

AgloAdynon dlaBéoipwy Béoewv yia tov evioniopd ekeivwv nou talptaouv KaAutepa pe
TOUG 0TOX0UG Kal TIG SuvatdtnTeG TNG EMIXEIPNONG.

TonoBétnon Tou Npoidvtog e oUVENELQ.

Ynootnpi§n tng tonoBétnong pe BAon ta XxapakInploTikd Tou Npoioviog Kat Ttnv avantu§n
TOU peiypatog HapkeTivyk (to onoio Ba e€etaotel avaAutika otnv endpevn evotnta).

And ta napandvw, NPoKUNTOUV TPEIG eVAANAKTIKEG oTpatnyikég TonoBétnong otnv ayopa:
e Evioxuon tng napouoag B€ong tou npoidviog
e Avalntnon pn KatelAnppévng B€ong and tov aviaywviopo

e Ektonion twv aviaywviotwv ano pia Béon

Yuvoyidovtag, pia anoteAeopatikn otpatnylkn tonoBétnong xapaktnpidetal and ¢ NApakAtw
1€00epIG BaoIkEG apxEg:

e TUYKEKPIPEVN avTIANYN 0To HUAAS Twv NeAatwy
e Zekdbapn & povadikn Béon
e Mpaypatikn diagoponoinon

e Eotiaon npoonaBeiwv otnv ayopa-otoxo

TonoBétnon oto e§aywyiko kat SieBvég epndplo

‘Otav pia enixeipnon dpactnplonoleital e NOANEG ayopEG Kal o€ NOANEG XWPEG, HUMOPEL va €XeL TNV
i6la tonoBétnon (positioning) ota npoidvia TNG 0 OAEG TG YEWYPAPIKEG AYOPEG N VA EXEL
Slapopetikn tonoBEtnon avaloya pe TN YEWYPAPIKN ayopd.

Ma napddetypa, ta npoidvia tng Procter and Gamble €xouv to i6to positioning oe 6Aeg TG
YEWYPAPIKEG ayopeG, KaBw KaAUNTouy Tig idleg KaBnpepIvEG avaykeg kaBapldtntag nou €xouv
Ol KATaVaAWTEG 0€ OAEG TIG XWPEG,.
‘Opwg n pnipa Corona cival XapaktnploTikG Napddelypa npoidviog nou €xel Slapopetikn
tonoBétnon otig xwpeg e€aywyng. H Corona napdyetal oe 8 gpyootdacia oto Mefikd Kat n idwa
pnipa nwAeital og 6Ao tov KGOHO, aAAG pe S1aPopeTIKO TPoNO:

e Y10 Me€IKO €ival n pnipa tng epyatikng tagng

e XTIG UNOAOINEG XWPEG NWAEITAl WG Pnipa el0aywyng UYPNARG NototnTag
Eival eppavég Ot Kat Ta Tunika@ eAAnviKa npoiévia €xouv Thv gukaipia va tonoBstnBoulv wg
eKAEKTA KAl «e§WTIKA» NPOTOVIA OTIG XWPEG Onou e§ayovrat. la napadetypa, Yia pdpka oudou

nou otnv EANGGa eival TonoBetnpévn wG OXETIKA OIKOVOMIKN Kal Adikn pdpka, pnopel e 1o
KAtaAANAo PAPKETIVYK va NoUAnBel oe xwpeg Tou e€wtepikoU wg éva akplBo notd loaywyng.
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8.6 H tunparonoinon Tng ayopdg Blognxavikwv npoioviwy

«Blopnxavikn n €nIXelpnolakn ayopd Kat oxedlacpog Blopnxavikol pApKeTVYK» opiletal
w¢ 10 oUVOAO TWV 0PYAVIOHWY Kal EMIXEIPNOEwWY Nou ayopddouv ayaBd kal unnpeaieg yia va ta
Xpnaolgonolngouy otny napaywyn aAAwv npoidviwy Kat unnpectwv nou nwAouvtal, evolkiadoviat
n napéxovtal o€ AAAoUG.

Mépog tng ayopdg Blopnxavikwy npoidviwv anotelei n Bsopikn ayopd, 6nAadn, oxoeiaq,
VOOOKOWEI, KAIVIKEG, OWPPOVIOTIKA Kat aAAa 16pupata nou napéxouv ayabd kat unnpeoieg ota
dtopa nou €xouv unod tn gpovtida Toug.

Téhog, pEPOG TNG ayopdg Blopnxavikwy Npoidviwy anoteAel Kal n Kpatkn ayopd, dSnAadn 1o
Kpdtog. MNa napadetypa, Ynoupyeia, Kupepvntikég opadeg, noAtelakég Kat ToMkEG ApxXEG oL onoieg
ayopalouv h pioBwvouv ayaBd kat unnpeoieg yla va Sieknepaiwoouy TI§ KUPLeG Aeltoupyieg Tng
dlakuBépvnong.

210 Blopnxaviké Mdpketvyk, dnAadn tnv epnopia Blopnxavikwy npoidviwy, n enixeipnon
ouvnBwg cuvaAAdooetal pe neAdteg NoAU Atydtepoug Hev, aAAa Kal oAU peyaAUtepoug and 6,Tt ol
EMIXEIPNOELG KaTaVOAWTIKWY Npoidviwy. Ma kaBe té€tola enixeipnon, n onoudaidtnta kabe
EexwplotoU nehatn eival e€alpetikd Bapuvouoa, kaBwg kKABe évag Blopnxavikog neAdTNg anoteAel
€Va ONPAavIIKG N0000TO TWV EPYATIWY TNG EMIXEIPNONG.

Y10 napakatw oxnua napouctddovial avoAUTIKA Ta  XAPAKINPWOTIKA Twv  PBlopnxavikwy/
EMIXEIPNOLAKWV AYOPWV.

Aopn ka1 ZiiTnon TG Ayopdg

O eruxerpnolakég ayopéq riepthappdavouy Atydtepous ard ueyaAlutepous ayopacTes.

O1 erxelpnolakol MEAATEG eppaviouv HEYAAUTEPN YEWYRAPIKI] CUYKEVTOWOT].

H Zimon Twv erixelpnolak®y ayopaotay sival mapdywyn e {mong and Toug TEAKoUS
KOTAVOAWTEG,.

H Qtnon oe TIOMEG ETIXELPNOLAKESG aYOPES elval MEPIOTOTEPO QVEATOTIK - Bev eMMpedleTal
TG00 TOAU BpaxurpdBeopia ard TIq HETABOAEG TWV TUUWV.

H J¥jtnom oTig sTUXEIPNOLAKESG ayOPEQ TIAPOUCLAZEL ITEPIOOGTEPES KAL TIO YPIYOPES
SlaKUUAVOELG.

®don Tng AyopaoTikrig Movadag

Ol ETUXEIPTOIAOKEG QYOPEG APOPOUV NMEPLOOCTEPOUS QYOPAOTES.
Ol eTIXELPNOLOKES QYOPES amatToUV LA MO EMAYYEALQTIKY) QYOPAOTIKY MPOoTIAPEla.

Tdmol Amogdoewyv kal n Aiadikacio Afjyng Tne Anépaocnc

O erixelpnolakol ayopacTes avTiueTwniCouv ouvrBwg Mo IEPITAOKES artoPpdoels yia ayopd.

H dadikaoia Twv EMXEPENOIAKWY AyopwV Eival TEQITTOTEPO TUTTOTTONUEVT.

2TIG ETUXELPNOLAKES AYOPES, AYOPATTEG KAL TWANTEG CUVEPYATOVTAL TILO OTEVA KAl AVAITTUCO0oUY
OTEVEG UIAKPOXPOVIES OXETELC.

Xapaktnplotikd TwV BlOHNXavIKWV/ENIXEIPNOLAKWY AYopwV
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Kpttnpila tpnpatonoinong tng ayopdg Blopnxavikwyv npoioviwv

H tunpatonoinon tng ayopdg twv Blopgnxavikwy npoioviwy anattel dlapopetikn npoaéyyion and
ekeivn twv katavadwtikwv. 01 Blopnxavikég ayopég tunpatonotouvial oe duo otadia: a) tng
Hakpo-tpnypatonoinong, B) TN HIKpo-TUNPatonoinong.

To o1ad10 Tng pakpo-tpnpatonoinong anoPAEnsl oTov EVIONIOUS TUNPATWY TNG ayopdg e Bdon
1A XAPAKTNPIOTIKA TWV EMNIXEPACEWV Kal TWV opyaviopwy (M.x. 1o péyebog, Tov téno eykatdotaong
KTA.). Ta pakpo-Tunpata anoteAouvtal and enNIXEPNOELG HE NAPOHOLA XAPAKTNPLOTIKA Kat Jnopouv
Va avayvwplotouv OXETIKA eUKOAA PE Tn Xpnan NANpo@opLwy and SEUTEPOYEVEIG NNYEG.

Ot nAéov ouvnBiopéveg PeTaBAnTEG Hakpo-TUnPatonoinong ival ot e§Ng:

MéyeBog enixelpnocwyv

Ténog eykataotacewy

KAabdog Spaotnplotntag Twv NIXEIPNOEWY
XPAOTEG N KN XPNOTEG NPOTOVIWY Kal UNNPECLWV
MoAtikn npounBelwv

AnaoxoAoUpevn texvoAoyia

Tponog xpnhong Npoidviwy Kal UNNPECIWV

TUnog Kat goppn npopnBetwy

YuvhBelg opadonoinoelg Twv Blopnxavikwv NEAATWV €ival ol NAPaKATw OHOIOYEVEIG OAdEG:
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Z0pPpwva e T0 NPOIOV N Ta XAPAKTNPIOTIKA TOU.

Ot Bropnxavikoi neAdteg talvopouvtal pe BAcn Ta XaPaAKINPIOTIKA TwV NPOIGVIWY Mou
ayopdlouv, tnv texvoloylkn Oopn Toug Kal TG €I0IKEG yvwoelG nou xpeldletat va
HeTapepBoUv 0Toug NEAATEG Y1a VA XPNOIKOMNOINGOUV TO MPOIoV.

Z0pPpwva He TIC EPAPHOYEG NOU £XEL TO NPOIOV ANod TOUG XPNOTEG.
ZipPpwva He YEWYpaPIKa Kplthpia.

H Katdtpnon pe yewypa@ikd kpitnpla dikaloAoyeital and tnv Unap€n twv 81KWY TONIKWY
napayoviwv-ouvBnkwy nou emdpolv oe Kabe xwpa n neptoxn. TETolol NapAayovieg eival
10 KAlya k@Be neploxng, n Tonoypagia, n TAON CUYKEVIPWONG OPIOHEVWY OHOEISWY
Blopnxaviwv otnv 6la neploxn (N.X. KOVIA 0€ avuNPoowneieg autokivhtwy BAENOUUE
€TaIpEleg NWANONG EAAOTIKWY), Ol VOUIOUATIKEG OUVONKEG, ol KUBepvNTIKEG Siatdelg.

ZUpPpwva He ToV TPONO Nou yivetal h ayopd and tov neAdtn.

Enopévwg ot KuBepvntikég unnpeoieg ayopdlouv pe SlagopeTikd tPono an’ 6,1l ol
EUNOPIKEG enixelpnaoelg (Bnponpaacieg, NPooPopPEG), ol HEYAAEG EMIXEIPNOELG HlAPOPETIKA
ano TIG MIKPEG EMIXEIPNOELG: Ol PJeyAAol ayopaotéG XPNOIKonolouv SlapopeTIKEG Kal Mio
ouyKpotnpéveg Sladikaoieg ayopdg an’ 0,1l ol HIKPOi ayopaotég Kal ival NeplocoTePO
guaioBntol otg TIPEG Adyw Tou peydAou dykou napayyeAiwv.
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To otddlo g HiKpo-TUNpatronoinong anofAEnel OTOV EVIOMIOUO MIKPOTEPWYV THUNHATWVY Kal
napayoviwy avdluong twv NEAATWY YEoa 0Ta HAKPO-TUNHATA.

Ot nAéov ouvnBiopéveg PeTaBANTEG HiKpo-TUNatonoinong eival ot €€AG:

e oUvBeon, dopn Kat Asttoupyia tou «Kévipou Ayopaotikwyv Anopdcewv» tou neAdtn (Ba
ountnBei eKTEVWG OE ENOPEVN EVOTNTA)

e KplTAPLa EMAOYNG NPOIOVIWV/NPOUNBEUTWV

e MPOCWMIKA XAPAKTNPIOTIKA TwV «ayopaotwv» (M.x. 1o BaBud tou kivduvou nou eivat
OlateBepévol va avahdBouv autoi nou naipvouv TIG ano@Acelg yia TG NpounBeleg Twv
npoioviwv)

8.7 Anpoypagikn avaluon

YUPQwva Pe 1o dnpoypapikd Ae€ikd tou OpyaviopoU Hvwpévwy EBvwv (OHE) n Anpoypaepia
opietal wg «H enothpn nou peletd tou avBpwnivoug NANBUGHOUG NPWTAPXIKA 6oov agopd To
péyeBog, Tn oUvBeon Kal tnv e€ENEE Toug». H Anpoypagpikn AvaAuon €nopévwg ival n eNOTApN
nou acxoAeital pe tnv nAnBuoplakn geAétn, tn peAétn Snhadn nAnBuopwy wg nNpog to péyebog,
tnv tonoBeaia, Tnv nAkia, To GUAO, TN QUANR, To endyyeApa Kal AAAa OTATIOTIKA OTOIXEld, Kal
dlepeuva nwg autoi ot NAnBuopoi e€eAiooovtal Kat Nwg dlapopPuvovtal Slaxpovika.

To npwrto Bnpa yia tn peAétn tng dopung Kal ng e§EMENG evog nAnBuopiakoU cuvolou eival n
ouMoyn otatiotikwy 6edopéviv NMoU aPopoUlV To CUYKEKPIPEVO NANBUOPO. XTn OUVEXELD, Td
dedopéva autd tafivopouvtal kat napoucialovial oe MMivakeg Kat Alaypdppata (n.x. HAKiakn
Katavoun — Age Distribution) wote va undpxel pia §ekaBapn €ikéva toug. TéAog, ta dedopéva
avaAuovtal BAcel Twv avaykwy tng KABe enixeipnong Kat Tou NAAVOU TNG WOTE Va EVIONIOTOUV
Snpoypapika otoixeia Kat paivopeva nou oxetidovral e 10 QVTIKEIPEVO TNG eMIXEipnong. Adyou
Xapn Hia enXeipnon avayukTikwy Nou otoxeUel otnv nAkia 18-24 BéAel va yvwpilel €dv o
NANBUONAC authg¢ NG nAKiag au€dvetal N MeElWVETAL, OE MOIEG YEWYPAPIKEG MNEPIOXES
OUYKEVTPWVETAL KTA.

Eién Anpoypagpikwyv Asdopévwv

H nAnBuopiakn peAétn Baoiletal oe otatiotika 6edopéva nou apopoulv Tov avBpwnivo NANBUapO.
Auta ta 6ebopéva xwpidovial os §Uo Katnyopieg:

1. XItnvnpwrtn katnyopia avnkouv ta 6edopéva nou avagepovtal oto péyeBog Kat th oUvBeon
(n t™n 6opn) Tou NANBUGHOU KAMola XpPoVIKN aTtydn. Ta XapakTnploTika autd pnopei va ivat:

> BroAoyika, n.x. pUAo, nAikia, QUAN.

> KOIVWVIK@ N OLKOVOHIKA, M.X. OIKOYEVEIOKN Katdotaon, eninedo eknaibeuang,
enayyeAua, €l068npua.

> YEWYPAPIKA, N.X. TONog yévvnong, Tornog Slapovig, TOnog epyaciag K.qa.

2. Xwn deltepn Kkatnyopia avakouv Ta 6edopéva nou agopolv tn Siaxpovikn e§EMEn Tou
nAnBuopoU Kal avagépovial ota Snpoypagikd ¢aiwvopeva. Ta tpia Bacikd dSnuoypa@ikd
Qawvopeva péow Twv onoiwv éva ouvoho avBpwnwy pnopei va petaBAnBei eivat n yévvnon,
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o Bdvatog kat n petakivnon andé n npog tov NnAnBuopd (petavdoteuon). Ot tpelg autoi
napdyovieg (yevvnukotnta, OBvnoipétnta Kat HETAVACTEUON), NMOU CUVEXWG eNdpoUv atov
nAnBuopd, kaBopidouv to PEyeBOG Tou, TN UVBEDN Tou Kat Tn Hopen Tng e€EAIENG Tou Kal
avapépovtal wg oUVIoTWOEeG TG NANBuoplakng e§EAIENG. AUTEG oL LETPNOELG avapEépovTal
0€ Hla XpoVIKn nepiodo, n.x. o aplBudg twv Bavatwy, o aplBPog Twv YeWNoewy, o aplBpog
TWV Yapwvy, Katd tn SldpKela KAnolou NPEPOAOYIaKOU £TOUG.

Mnyég Anpoypapikwv Aebopévwv

Ot Baoikég nNnyég dviAnong otatiotikwy dedopévwy yia Ti¢ avaykeg tng MAnBuoplakng avaiuong
eivat o1 e€ng:

e Ouvanoypapég nAnBuacpou
e O enionpeg KataypaEég SnUoypapIkwy cupBaviwy
e Ta untpwa nAnBucuou

o O1€10IKEG BEYHATOANNTIKEG EPEUVEG

H Baokdtepn nnyn ouAoyng eykdpotwy dedopévwy nou agpopoulyv 1o péyeBog Kal tn ouvBeon tou
nAnBuopou eivat n anoypapn nAnBucpol. O Opog «anoypapn» oxeti(etal pe tn dadikaoia
ouMoyng, ene€epyaoiag, afloAdynong, avaluong Kat dnpocieuong oToIXeiwv Nou avagépovial o€
Onuoypa@Ikd, KoIVWVIKA Kal OIKOVOMIKA XapakInplotkd €vog nAnBuopiakoU ouvoAou piag
Sl1aKPITNG YEWYPAPIKAG NEPIOXNG KAMOLA XPOVIKN ottyun. Ta otoixeia nou cuAéyovtal péoa oto
nAaiolo tng anoypapng divouv tnv NAnpn elkdva tou peyéBoug tou NANBuopoU aAAd Kal Tng
ouvBeong tou wg npog ta dilapopa dnpoypaPIkd Kal KOWWVIKA XapaKtnplotikd tou. Ta otoixeia
nou napéxovtat and tv anoypa®n nAnBucpou bivouv eniong tn duvatdtnta tng Slaxpovikng
MEAéING tou nNAnBuopoU Kal twv petaBoAwv tou aAMd kat tn buvatdtnta edikdTEPWV
NPOOEYYIOEWYV NOU apopoUlV UNocUvVoAd Tou YeVIKoU NAnBuapoU.

Maykoéopia Snpoypagika otoixeia

Tn Baoikdtepn Nnyn SNPOGIEUONG NAYKOOHIWV SNHOYPAPLKWIV OTOIXEIWV anoteAsl n €tnola
enetnpiba tou OpyaviopoU Hvwpévwv EOvv (OHE) “Annual Demographic Yearbook” dnou
neplExovtal Snpoypa@ikd otoixeia yia 0Aeg Tg xwpeg JEAN. Eniong, o Maykoopiog Opyaviopog
Yyeiag (World Health Organization, WHO), 1o AieBvég Mpapeio Epyaciag (International Labour
Office, ILO) kat n UNESCO (United Nations Educational Scientific and Cultural Organization)
dnuooietouv d1eBvn dnpoypapikd otoixeia XpNaolpa yia Tg avaykeg tng NANBUOHIOKNG avaAuong.
EninAéov n Zrauoukn Ynnpeoia tng Eupwnaikng ‘Evwong (EUROSTAT) O6npoaieUsl
nAnBuopiakd otoixeia Twv NANBUOHWY TwV XwWpPwV-PeAWV TnG. TéAog ol EBVIKEG ITaTloTIKEG
Ynnpeoieg twv dlapopwv xwpwv Snpoaielouv atoixeia tou nAnBuopoU Toug. Xtnv EANGGA, 6nwg
Kal o€ OAEG TG XWPEG, N EBvikN Ztatiotikn Ynnpeoia Snpooielel eTnala tn «XZtatiotikn tng GUoIKNg
Kivnong tou MAnBuopoU» Kal petd and kabe anoypagn nAnBucpoU ta anoteAéopatd tng. Eniong
dnpootelel NivakonolNoelg otolxeiwv Twv dla@opwv detydatoAnnukwy gpeuvwv nou die€dyel
(Epeuva EpyatikoU Auvapikou, ‘Epsuva Oikoyevelakwyv MpolnoAoylopwy KTA.). Zhyepa 6Aot ol
napandavw Qopeig NAPEXOUV Ta OTOIXE(D TOUG OTOUG XPNOTEG Kal OE NAEKTPOVIKN Hop@N.
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< Iuvoyn >

H enixeipnon opeilet va akoAouBnael ta tpia Brpata tng dadikaciag Tunpatonoinon
g Ayopdg, Xtoxeuon kal TonoBétnon, ave§aptntwg kAGdou dpaotnplonoinong kat
eidoug neAdtn. TéAog, o NwANTNG-0TéAeXog NMou acxoAeital pe 1o e€aywyikd epndplo
pnopel va avtAnoetl noAUtipa otoixeia yia 1o péyebog, tn olvBeon Kat Tig TACEIS TOU
nANBuopOU TwV XwpPWVv OTIG onoieg €xel h oxedldlel e§aywyikég dpaotnplotnieg
avtAwvtag NANPoPopieg HETW TNG SNPOYPAPIKNG aVAAUONG TWV XWPWV autwv. Me tnv
oAokANpwon tng PEAETNG Tou KePaAaiou eiote oe Bon va yvwpilete yia TG APETES
e€aywy£g, TIg Eupeoeg e€aywyEg Kat Tig e€aywyikég dpaotnploTnteg.

8.8 Epwtnocig autoa§loAdynong eKNalSUTIKNG £vOTNTAG

1. BdAte o€ hoyikn o€lpd ta otadia tng dadikaciag nou e€etdotnkav otnv evotnta auth.
A. TonoBétnon B.Xtoxeuon T Tunpatonoinon

2.  Ayopd-otoxog opiletal wg:
A. n opada katavaAwtwv pe tn HeYaAUTEPN OIKOVOMIKN AVEDN KAl AYOPAOTIKN IKavoTnTa

B. n opdda katavaAdwtwv nou dev ayopadouv, yia didpopoug Adyoug, ta npoidvia tng
enixelpnong

. n opdda katavoAwiwv N NEAATWV HE OMOIOYEVEIG aVAYKEG N eMBUMIEG TIG onoieg n
enixelpnon ano@aoifel va IKavonotnaoel

A. n opada katavaAwtwv nou ayopadouv aviaywvIoTika npoiovia

3. LupnAnpwote th gppaon, «H évvola tou MadikoU Marketing (mass marketing)...»

A. ...anoteAei BaoiKO OTOIXEIO TOU HAPKETIVYK Yiati av n enixeipnon dev kivnBei padika, 6ev Ba
EXEl APKETEC NWANCELG.

B. ...0ev Aettoupyel oto oUyxpovo HAPKETIVYK KaBwg Ta npoidvta nou napdyel h gnopevetal
Hla enixeipnon dev eival Suvatdv va ikavonoloUv TIG avAyKeG ToU GUVOAOU TNG ayopdg.

I. ...€lval noAU onpavtikn oto oUyXpovo HAPKETIVYK KaBwg ta KaAd npoidvta ansuBuvovtal
otn «dada», dnAadn o€ 6AoUG TOUG KATAVAOAWTEG.

A. ...6gv Aeitoupyei 010 0UYXpovo HAPKETIVYK KaBwg NOANEG eMIXElPNOELG eV KATAVOOUV TV
opBotnta toU va otoxeUElG e €va NPOIOV 0€ OAOUG TOUG KATAVAAWTES

4. TMpoobdlopiote nota and ta napakdtw SuvnTika anoteAoUV KpItnpla TPNPatonoinong tng ayopag
KATavaAwTIKWY NPoioVIwY:

A. BpnoKeia Tou KatavaAwtn

B. Tponog xpnong npoiéviog anod 1o katavaiwn

I. Moodtnta katavaAwong Npoidvtog and Tov Katavaiwn
A. Makpog palwv tou KatavaAwtn

E. Oikoyevelakn Kataotaon Tou KatavaAwtn

LT. Tponog Siakonwyv tou KatavaAwtn

Z.’0Aa ta napanavw
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Mpoaodlopiote nota and ta napakdrw dev €ival 6woTa OXETIKA Pe TNV TUNPATonoinon Blopnxavikwy
npoiovIwy.
A. Epdoov npokertat yia 1o i61o npoidy, dev €xel 1dlaitepn onpacia n epappoyn Tou NPoioviog
nou KAvel o KaBe Blopnxavikog neAdTng avaloya Pe TNV eNXelpnolakn dpactnplotntd tou.
B. Z10 Blopnxaviké HApKETIVYK onPavTikatepog napdyoviag ayopdg ivat n tun.
I. Ot enixelpnaotakol ayopaoctég avupetwnifouv ouvnBwg nepinAokeg ano@acelg ayopdg.

A. Ta NpoownIKd XapakINPIOoTIKA TwV «ayopacTtwy» Twv Blognxavikwy nedatwy dev naifouv
kavéva poAo otnv TUnpatonoinon tng Blopnxavikhg ayopdg.

O1 enixelpnoelg ota nAaiola evdg owotol oxedlaopoU WAPKeTIVYK opeilouv va npoPouv oe
TUnpatonoinon tng ayopdg kaBwg dev Aettoupyei n évvola tou padikoU Marketing.

O XZwoto O AdbBog

Ayopa opiletal w¢ 10 oUvolo nmiBavwv ayopactwv ot onoiot poipadovial tnv idla avaykn Kal
S1aB€touv 1600 TN SuvatdTnta 600 Kal TNV ANOPACIOTIKOTNTA VA TNV IKAVOMOINGOUV.

O Iwoto O AdbBog

Ayopa-ot6xog opidetal pia opada KatavaAwtwv N NEAATWY PE AVOUOIOYEVEIG avayKeg/enmBupieg
TIG onoieg n enixeipnon ano@acilel va avayvwpioeL

O Iwoto O AdbBoc

Qg tonoBétnon npoidvtog opiletal o TpOMoG e ToV 0Moio €va Npoidv N JAPKA, OE i CUVWOTIOHEVN
Kal «opolopop®n» ayopd nou KatakAUletal and pnvupata, enituyxavel va e€ao@alioel pia
Eexwplotn B€on ota onpeia nwAnong.

O Iwoto O AdbBoc

Mépog tng ayopdg Blopnxavikwy Npoidviwy anoteAei n Beopikn ayopd.
OXwotd O AdBog

Anavtnoeig epwtnoewyv autoa§loAéynong eKnatdeutIKnG evotntag
1-I'/B/A, 2-T, 3-B, 4-Z, 5-A+B+A, 6-%, 7-%, 8-/, 9-A, 10-L
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9 TAcoveKTtNUaAta Kal HEIOVEKTNHATA e€aYwYIKNS
dpaotnpidotntas

< IKonog >

YKoMnog tou Kepalaiou gival n enthoyn and pia enixeipnon thg 0WOTAG OTPATNYIKNG e§aywywy,
KaBwg auth ouvendayetal oploPEVA MAEOVEKTNHATA KAl HEIOVEKTAHATA.

< MNpocbokwpeva anoteAéopata »

‘Otav oAokAnpwoete th peAétn Tou kepalaiou Ba eiote oe B€on va yvwpidete:

e oplopéva nAeovektnpata nou epgavifovial Bdoel Twv oTPATNYIKWY Mou €MAEYEL N
enixeipnon,

e OploPéva pElovVeEKTNPaTa nou epgavifovial BACEl Twv OTPATNYIKWY MOU €MAEYEL N
enixeipnon,

e Tl eival npoidy, Tig peBodoug tipoAdynong, ta Sidpopa kavaAla dlavopng Kat Toug TPoMnoug
npowbnong,

e TG SlaQopéG Kal Tn XpAoON TOU TUMOMOINKEVOU Kal TOU MPOCAPHOCHEVOU HElYHATOG
HAPKETIVYK,

e TG 101aITEPOTNTEG KAl TA XAPAKTNPLOTIKA TWV UNNPETIWY,

e TG 101aITEPOTNTEG TWV SIEMIXEIPNOIAKWY GUVAAAQY WV,

e MAAPWCG TN ONPAVTIKOTNTA TOU 0WOTOU 0XedIAOHOU TOU HEIYHATOG HAPKETIVYK.

<’Evvoleg-kAeLbia >

e [lAeovektnuata
e Melovektnpuata
e XTPATNYIKEG

9.1 MAeovektnpata

9.1.1 TMAcovektnpata Apecwv e§aywywv

Mepikd and ta NAeoveKtnpata Twv dpeowy e€aywywv ival 1a e€Ng: KAAUTEPOG EAEYXOG TWV TIHWY
Kat Twv ouvaAaywv, JeyaAutepog BaBudg avtiAnyng tng ayopdg Kal Twv KAtavaAwTwy Kat duecn
npooapuoyn otlg avaykeg toug. EnnAéov, enedn ot peodlovieg e€aleipovral, ta KEPSN NG
enixeipnong ival neploodtepa. Yndpxel eyaAUtepn npootacia 6oov agopd ta EUNopika cnyata,
1a SinAwpata eupeattexviag Kal Ta Nveupatika dikaiwpata. TEAog, undpxel peyalutepn eueNi§ia wg
npog tn BeAtiwoon Kal TNV ENEKTAON TWV OTPATNYIKWY KIVAGEWV TNG ENIXEipNONG.

9.1.2 MAeovektnpata EPHECWYV £§aywWYwWV

H napaywyog enixeipnon é€xel eAdxiotn ouppetoxn otn dwadikaoia tng e€aywyng, dnAadn bev
aoxoAeital apeca pe autny, dev éxel kapia déopeuon kepaiaiwy yla v dpuon eykataotdoewyv
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otlg Eéveg xwpeg Kat avalapPavel neploplopévn guBuvn yia ta npofAnuata epnopiag Twv
npoidviwyv. EmnAéov, n eknaibeuon twv otehexwv pe TG yvwoelg Kal TG de€ldtnteg yia v
e€aywyikn diadikacia dev eival anapaitnteg. Akopn, o cuvaAaypatikdg Kivbuvog Kat o Kivouvog
apepeyyuotntag pnopel va anopeuxBel otnv nepintwon nou o yeoadoviag nAnpwvel angubeiag.
KatahaBaivoupe 6nAadn o1t ouykekplpéveg e§aywyég anotehoUv €vav oxebov akivbuvo Tpono yia
va §ekivnoel n enixelipnon tnv e§aywytkn tng dpactnpiétnta.

9.2 MeloveKtnyata

9.2.1 MeloveKtnpata AHeEowWV e§aywywv

Qot600 ol dueoeg e€aywyEG €Xouv Kal KAmola PEIOVEKTAKATA, nou eival ta e€ng: 0 Xpovog nou
xpetadetal yla va npooappootel n taipeia otn véa E€vn ayopd aAAd Kal yia va yivel anobektn and
TOUG VEOUG neAdTeg tnG eival neploodtepod. Anatteital KaAN yvawon tng ToNIKAG YAWaooag yla thv
npowBnon twv npoidviwv. EnnAéov, apketd ouxvd, n tonikn KuBépvnon noAMwv xwpwv dev
NPOooTateUEl TNV NVEUNATIKN 18loKTNoia Pe anotéAeopa KAnola eNWVUPa Kat UPnAd texvoloyikd
€loayopeva npoiévia va xpnaolgonolouvial napdvopa. TEAOG, o €MIXEIPNPATIKOG Kivduvog, 1o
HeyaAo K6oTog plag enévduong, aAAd Kal n eknaibeuon twv NWANTWY TG eNiXeipnong anoteAouv
ONUaVTIKA PElOVEKTAKATA.

9.2.2 MelovekThpata EHHECWY £§aywWYWV

Baoiké pelovéktnpa tng peBddou eivat 6t ta kKEpSN NG enixelipnong eivat xapnAdTepa Kat XAvel tov
€Aeyxo Twv EEvwv NwAnoewv Tng. MoAU ondavia yvwpilel nolol gival ot NEAATEC TNG, Kal €101 XAVEL
TNV €UKalpia va npooappodel TG NPooPopEG TNG oTIG EEEAIOCOHEVEG AVAYKEG TOUG, evw PBpioketal
navta éva BApa Jakpld and tnv npayuatikn auvaAiayn.

9.3 To peiypa papketivyk (marketing mix) npoioviwv/puoikwv
ayafwv

Ytnv evotnta autn Ba yivel elcaywyn otn €vvola tou «delypa pApKeTivyk» (marketing mix)
puolkwv ayaBwv Kal Ba napouciactolv ouvonukd ta téooepa otoixeia tou (Mpoidy, Tiun,
Awavopn kat MpowBnon), ta anokaloUpeva 4P.

H xdpa&n tng otpatnyikng tou papketivyk Baaciletal otn Siaxeiplon Tou PEYHATOG HAPKETIVYK KAl O
0pog Melypa eival onpaviikog kabBwg Kal ta téooepa epyaleia tou peiypatog Ba npénet va
XpnaolgonolnBouv pe T€Tolo TPONo, wate va undap&el éva ouvoAika appoviké anotéAeopa. Autd ta
dlapopetikd epyaleia Ba npénet va aAnAolnootnpifovtal Kat 0x1 va ouykpouovtal petal toug,
wote va undpéel pia EekdBapn €1kOVa 0T0 HUAAG TWV KATAVAAWTWYV.

Ta 4P tou peiypatog pdpKeTivyk napouactalovial cuvontikd Napakatw:

e T[poiov (Product): MepihapuBavel 0Aa ta TexvIKA Kal oUPBOAIKG XAPAKINPIOTIKA TOU
npoidvtog (n.x. Asitoupyia, ouotatkd, pdpka, design, cuokeuaoia, €Tkéta, €yyunaon,
e€unnpétnon petd tnv nwAnon).
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e Twn (Price): MepilapBavel tnv apxikn TIPA Tou MPoidviog aAAd Kal Tig duvatdtnteg
Slapoponoinong tng apxikng TIHNG avda €idog NeAdtn, TNV NOAITIKA EKNTWOEWY Kal TOUG
0poug NANpwUNG.

e Awvopn npoiovrog (Place): MepihapBdvel ta kavalia Siavopng Kat Toug anapaitntoug
peaddovieg WOTE va PTdoel To NPoidv 0ToUG NEAATES, TN QUOLKN Slavoun (Uetapopd), Thy
anoBnkeuon Kat ta logistics Tou Npoiévtog.

e MpowBnon (Promotion): MNepilapfavel 6Aa ta péoa nmou xpnotdonoloUvial yia tny
npowBnon, nikolvwvia kat npofoAn tou Npoidvtog, SnAadn tn Ala@npion, ¢ Anpdoieg
Ix€oelg, tnv MpowBnon MNMwAnoewy, 1o Ayeco Mapketivyk Kat tnv Mpoownikn MNMwAnon.

MoAU onpavtikog napdyovtag eNtuxiag Tou PElyHatog HAPKETIVYK €(val 0 CUGXETIOHOG TOU HE TIG
avaykeg tng entAeypévng ayopdg-otoxou. [vwpiloviag 1a XapaKInpIoTIKA TwV CUYKEKPIHEVWV
KatavaAwtwy Npog otdxeuon aAAd Kat Tig ouvBnkeg Tng ayopdg, ta téooepa autd epyaleia Ba
npénetl va oxedblaotouv We TETOI0 TPOMNO WOTE VA NPOCPEPOUV OTNV AYoPd-0TOX0 M GUVOAIKN
npotaon KaAUtepn and ekeivn tou aviaywviopoU, wote va e€acpallotel n npotiynon Ttwv
KATavaAWTwWV.

9.4 Mpoiov (Product)

Oplopog npoidvrog

Qg «Mpoidv» opiletal oudnnote pnopei va npoopepBel o pia ayopd yla va nNpooeAKUoel Tnv
npoooxn, va ayopactel, va xpnotgonotnBel n va katavaAwBei, kat 1o onoio Ba pnopouce va
IKavonolnoel Pla avaykn n embupia. MNepthauyfavel puoika aviikeipeva, unnpeoieg, avBpwnoug,
16é€¢, tonoBeoieg kKTA. O1 katavaAwtég anogacidouv noloug napouctactég Ba napakoAoubBnoouv
otnv tnAedpaon, nowa pépn Ba enokePtolv ot Slakomég Toug, Moloug opyaviopoug Ba
unootnpi§ouv ouveloPEpovTag olkovopika Kat noleg 16éeg Ba uloBetnoouv. lNa Tov KatavaAwrn,
O0Aa autd eivar npoiovia. Eav kdnoleg @opég o 6pog npoidv aivetal va pnv taiptalel, Ba
HnopoUOapE va TOV aVIIKATAOTACGOUME HE AAoug O0poug, onwg napdyoviag ikavonoinong n
npoo@opd papketivyk. KabBwg ol unnpeoieg napouaialouv apketég iblaitepotnteg, 6a ou{ntnBolv
EKTEVWC OE NAPAKATW EVOTNTA.

H ta§ivopnon twv npoioviwy

Ta 61d@opa npoidvta taivopouvial oe Katnyopieg avdloya PE T XpNon ToUg Kal Tov TPOno rnou
diatiBevtal otnv ayopd. O diaxwplopdg autdg €xel 1Blaitepn onpacia, eneldn yia kaBe katnyopia
npoioviwy npénel va €QAPHOOTOUV OlaQOPETIKEG OTPATNYIKEG KAl TAKUKEG HAPKETIVYK,
NPOKEIPEVOU Ta Npoidvta va npowBnBolv pe enttuxia otnv ayopd Kal va pTacouv otov KatavaAwtn
N Tov TeAIKO Xpnatn.

Ta katavaAwtkd npoiévta

KatavaAwtika npoidvra ival ta npoidvta nou npoopidovtal yia Xpnon ano tov TeAIKO KatavaAwtn
N XpNOTN, Yld XPAON TNG OLKOYEVELAG TOU h Kdnolou gilou, 1 yia xpnon dwpou. Me Baon tn xpovikn
dldpkela tng XxpNong Toug, Ta KatavaAwTika npoidvia dlakpivovral oe taxukivnta Kat dlapkeiag.
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e Taxukivnta katavaAwtikd npoidvra (Fast Moving Consumer Goods n FMCG 6nwg eivat
YVWOTA 0TI OUYXPOVEG EMIXEIPNOELG) €ival Ta avaAwaolpa npoidvia, 6nwg n.x. ta €idn
NPOCWIKNG UYIEWVAG, Ta TPOQIA, Ta €ibn volkokuplou, £vbuong, unédnaong.

e KatavaAwtikda npoidvia Swapkeiag (Durables) sival ta npoidvta nou €xouv peydAn
didpketa {wng, 6Nwg ol NAEKTPIKEG OIKIOKEG GUOKEUEG, Ta auToKivnTa KIA.

Eniong, ta katavaAwtika npoiévia, cUPPwva Pe Th oTdon Kat TNV ayopactikn CUUNEPIPOPA TwV
TeAIKWV KatavaAwtwy anévavil o’ autd, dlakpivovtal oe eukoAiag, enhoyng kat 181Kd.

e T[poiévta gukoAiag cival Npoidvta XapnAAg TIPAG, HEYAANG ouxvotntag ayopdg, nou o
katavaAwtng enilBupei va ta ayopddel e tn Pikpdtepn duvatn npoondbela Kal ta onoia
diatiBevral otnv ayopd and €va peydho diktuo onpeiwv Alavikng nwAnong. Mpoidvia autng
NG Katnyopiag eival ta totydpa, ot ToixAeg, ol pnatapieg KtA., nou GuwatiBevtal and
nePiNTePa, KATaoTAKATa YIAIKWY Kal COUNEPUAPKET.

e [poidvia emloyng cival nio akpiBa npoidévia and ta npoidvia €ukoAiag, HIKPOTEPNG
ouxvotnTag ayopdg Kat autd Nou o KatavaAwtng aplEPWVEL NEPIOCOTEPO XPOVO Yla TNV
gupeon Ttoug. Ayopadovtal and Toug KatavaAwtég PETd and €va aplBud diaboxikwy
OuyKpioewv petagl opoeldwy Npoidviwy, Nou apopolV TNV TN, TNV NoldTNTA, T0 OTIA, TO
xpwpa KIA. Ta npoidvia enhoyng blatiBevial and pikpdtepo biktuo nwAnoewv. Tétola
npoiovta gival ta poUxa, Ta PIKPOENINAQ, Ol HIKPEG NAEKTPOVIKEG OUOKEUEG KTA.

e E8ika npoidvra sival autd nou 6ev £€xouv UNoKATACTATA, 0 KATAVAAWTAG E€pel akpIBWG Tl
B€AeL Kal aPlepWVEL XPOVO YIa TOV EVIONIOPO ToU onpeiou nwAnong nou ta diabétel. Ta
eld1ka npoidvta €xouv oplopéva Povadikd xapakInpIoTIKd, yia Ta onoia ol KatavaAwTég
elval kaAd nAnpopopnpévol Kal diateBetpévol va kataBarlouv dlaitepn npoondabela aAAd
Kat Tipnpa, npokelpévou va ta ayopdoouv. Ta €1dikd npoidvta diatiBevtal otnv ayopd anod
éva e€elbIkeupévo OIKTUO NWANCEWY. LNV KAtnyopia Twv €I6IKWVY Npoidviwy avakouv
akpIPd katavaAwTika npoiovta, 6nwg ta akplBda poAdyla n npoidvia yia e8IKEG XPNOELG,
Onwg €ival ol 161KEG LATPIKEG HIKPOOUOKEUEG (N.X. MIECOHUETPQ).

Ta Bropnxavika n enixelpnolaka npoiovia

Blopnxavika npoiévra cival autd nou dev ayopddovral yia pyetanwAnon aAAd xpnaipgonotouvtal
ano Ti¢ BIOPNXAVIKEG ENIXEIPNOELG YIa TNV KATAOKEUN AAAWYV NpoidvIwy. Blopnxavika npoiovta gival
M.X. 0l IPWTEG UAEG, Ta UNIKA cuoKeuaaiag n ta npoiovia nou ayopdlouv padlka ol ENIXEIPNOEILS Yia
va KaAUWouv Ti¢ S1KEG Toug avdyKeg, N.X. ayopd anoppunavtikwy and evodoxeia, voooKopeia KTA.
yla TG avdykeg kabapldtntag Twv Xwpwv Ttoug Ta Plopnxavikd npoidvia, Onwg Kal ta
katavaAwTtika, Siakpivovtal og empépoug katnyopieg. O kaBnyntng P. Kotler (1988) Siakpivel Tpelg
Katnyopieg Blopnxavikwyv npoidviwy, nou npoadiopidovial and tov TIpAno nou €lgépxovial otnv
napaywylkn oiadikacia kat ané tnv enidpach toug otn SlapdépPwon TOU KOOTOUG TOU
ayopadoviog opyaviopoU. XUppwva MHe Tnv taflvopnon autn, ta Blopnxavika npoiovia
dlakpivovral o€ Tpelg PeyAAeg Katnyopieg, nou ival ol €€ng:

e [MAnpwg cloepxdpeva otnv napaywylkn Swadikacia. [Mpdkeital yia npoidvia nou
EVOWHATWVOVTal NANPwE 0To TEAIKO Npoidv. LTV Katnyopia auth nepthapfavovtat:

1. ol akatépyaoteg NPWTeG UAEG, NMou €ival Ta Npoidvia Nou €10£PX0VTal OTNV NApaywylkn
dadikaoia pe eAaxioteg n kat KaBoAou pPeTatponég.
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> YEWPYIKA npoidvta (ottdpl, KaAapnoki, BapBdkt KTA.)
> (UOLKA npoidvta (uetaMeUpata, netpéAato KTA.)

2. 1a Popnxavika ulikd kat e§apthpara:

> Katepyaopéva Bropnxavik@ ulika (tolpévio, vapata, oibnpog KrtA.). Eival ot
npw1teg UAEG Nou unéatnoav Kanola ene€epyacia yia va eloaxBolv otnv Napaywyikn
diadikaoia, n.x. o xaAkog nou yivetat cUppa.

> E§aptnpata. Eival ta pépn £T0ldou Mpoidviog NMou evowpaTwvovial oto TEAIKO
npoidv, (n.x. Adotixa, pouAepdv, KIA.) Autd ta pépn TtOV £T0IMOU MPOIOVIOG
EVOWHATWVOVTAL 0TO NPoidv xwpig emnAéov ene€epyaania, GNwg HIKpol KIVNTAPES
0TI NAEKTPIKEG aoKoUneg, 086veg H/Y, podeg ota autokivnta. Enopévwg, n tautétnta
TWV OUOTATIKWY JEPWYV NApPAPEVEL AUETAAAKTN 0To TeAIKO NPOoidv Kal ival eUKoAa
avayvwpiotpn.

Mepikw¢g el0gpxoPeva otnv napaywyilkn dwadikacia, 6nAadn npoidvia unodopng, nou
katd tn didpkela tng {wng toug n apxikn a&ia toug anoofévetal otadlakd wg otoixeio KGoToUg
NG Napaywyng. Ltnv katnyopia auth nepthapBdvovrat:

1. €yKataotaoelg
> Ktipua (n.x. epyootdola)
> pnxavoloylkog €§onAlopog, 6n\adn otabepog €€onAlopuog, 6Nwe n.X. acavoep.
Apopolv pakpoxpovieg enevduoelg tng etalpeiag kat ouvnBwg ayopdadlovtal
aneuBeiag and Tov napaywyd UoTepa anod Kia onpavtikn nepiodo dianpaypateUoewv.
0 poAog ng dlagnpiong eivat NoAU Aiydtepo onPaviikog and autov Twv NPOCWIKWY
nwANoewv.

2. npooBetog e§onAIGHOG
> eENaPPAG N popntdg (epyaleia KTA.)
> ypageiou (PwTotunikd, unoAoyloTéG KTA.)

Mn cioepxopeva otnv napaywyilkn Swadikaoia. Mpokeitat yia BonBntikd npoidvia Kat
unnpeoieg nou dleukoAUvouv tn Asitoupyia Tng enixeipnong, cupBaAlouv otnv napaywyn n

anatrtoUvtal yla tnv ohaAn Asitoupyia €MNIXEIPACEWY N OPYAVIOHWY. LTNV Katnyopia autn
neplhapBavovtat:
1. epodua
> AEIToupyIka UAIKA (Atnavtikd, ypa@ikn UAN, kauolpa KTA.)
> UNIKA auvtnpnong (Bideg, xpwpata, uAika kaBaptotntag KTA.)
YuvnBwg npowBouvtal péow peoaldviwy e€artiag tng xapnAng aiag toug ava povada.
H tun kat n napoxn UNNPeciwv Kpivovial ONPAavIIKEG, Ylati ol npopnBeutég
napouotdfouv Hia OXETIKN opolopop®ia Kat 6ev napatnpeital uPnAn npotipynon oto
onya (brand).

2. €nayyeAHATIKEG UNNPECIEG
> Ynnpeoieg Zuvtnpnong-Anokatdotaong — Asitoupyiag. Ot unnpeaieg autég ouvnBwg
anokaAouvtal yia cuvtopia «MRO» (Maintenance — Repair — Operations).
> MNapaywylkég unnpeoieq Kat unnpeoie¢ OUPBOUAWY (POPOTEXVIKWY, VOUIKWY,
SlaQNUIOTIKWY ETAIPEIWV KTA.)
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Avantuén véwv npoiéviwv (New Product Development/NPD)

‘OAegg ol enixelpnaoelg Gnploupyouvtal, Spouv Kal avantiooovtal Péoa oe €va Suvapikd neptBdiiov
nou ouvexwg e€eliooetal. H e€€AEn tng texvoloyiag, n au€non tou aviaywviopou aAAd Kal ol
aMayég ot ouvnBeleg Twv avBpwnwy, Nou Xpdvo Pe To XpAvo yivovial 6Ao Kal Mo anattnTikoi,
€XOUV aVaYKAOEL TIG EMIXEIPNOEIG va epappolouv véeg PeBddoug yia tnv eniteu€n taxutepwyv
dadikaowwv avantugng npoidviwy, Pe okonod va npoadwoouv oe autd KaAUtepn noldtnta Kal
povadikd xapaktnplotikd (Gupta et al., 1986).

H avantu€n véwv npoidviwy anoteel avaykaidtnta Kal ANyh avavéwong yia TiG ENIXEIPNTELS, Ol
onoieg €xouv va avtigeTwnioouv Tnv al§non ToU aviaywviopou Kat Ti§ NPoadokieg Twv neAatwy
toug. lNa va e€aopalioouy, Aoinody, yeyaAutepa kEPON Kal UNEPOXN OE OXEON HIE TOUG AVIAYWVIOTEG
TOUG, Ol EMIXEIPNOELG £PXOVTAL AVTIMETWNES PE TNV NPOKANGN a) ThG al§nong tou xpdvou {wng Twv
npoidvtwy Toug B) TNG cUVEXOUG avavéwang TwV NPOoidVIWY Kal TwV UNNPECIWY NOU NPOSPEPOUV
Kal y) NG Meiwong tou nocootoU anotuxiag twv VEwV MNPoidvIwy Kal Twv UMNPECIWY Mou
dnutoupyouv.

Néo npoidv Bswpeital kaBe npoidv nou:

e avoiyel hia evieAwg Kavoupla ayopa,

e avikaBiotd h BeAtiwvel £va undpxov nNpoiov,

e OleupUvel ouCIOOTIKA TNV ayopd evOG UNAPXoVIog NPoIdvToG.
Ta véa npoidvta eival anapaitnta yia tnv eniBiwon piag etapeiag kat ya tnv avantuén véwv
npoidvtwv. Afloonyeiwtog napdyovrag snituxiag anoteholv n épeuva ayopdag Kal n €pguva

HAPKETIVYK, MOU OUVIOTOUV NpwTtapXIka epyaleia diepelivnong Twv TAoEwV TG ayopdag Kal Twv
aAaywv pe BAon TIg avaykeg, TIg eNtBUIEG, TIG analtnoelg Kal TIG NPoadokieg Twv neAatwv.

H andé@aon tng avantugng evog véou npoidviog anoteAel iowg and TiG oNPAVIIKOTEPESG ANOPATELG
nou Ba AngBei atnv 1oTopia TG enixeipnong, d16TL n avantu€n evog véou npoidvtog ocuvdéetal dueoaa
Me tn 8ikn tng avantuén kat e€EMEN. XapaKTnPIoTIKG anoTeAEl 10 NAPAKATwW EPWTNKA, MOU MPEMEL
va tiBetal kaBe popd nou afloAoyeital n avantu€n evog npoidviog: «lou Bpioketal n enixeipnon
onuepa Kai nou Ba npénei va Bpioketal uetd and pia Sekastia;».

Yndpxouv Siapopetikoi BabBuoi kavotopiag Kal ol NapakAtw Katnyopieg VEwV NPoioviwy:
e BeAuwoeignpoioviog (kabe BeAtiwon alvBeong n AAAOU XapaKINpIoTIKOU EVAG NPoidVTog).
e [lpoidvta véa otov KOaWo (MN.X. To autokivnto Smart).
e [lpoidvta véa otnv etaipeia (n.x. n pnipa MUBog yia tov OpiAo kKpaoiwv Mnoutapn).
e [lpoektdoelg oglpdg npoidviog (n.x. n npoéktaon tng etaipeiag {upapikwy Barilla oe

0aAtoeg upaplkwy pe Tnv ibla enwvupia).

H 8iadikacia avantu€ng evog véou npoidviog and tnv enixeipnon ekivaesl otav gpgaviletal n
avaykn dnpioupyiag evog véou npoiovtog, gite Adyw tng ePPAaviong piag katvouplag texvoAoyiag,
€ite AOyw NG EPPAVIONG EVOG avVIaywVIoTIKOU NpoiovTog, eite AOyw piag aAAayng ToU UNApXoviog
vopoBeTikoU KaBeoTwtog, Kal OAOKANPWVETAL PE TNV TEAIKN €l0aywyn Tou Npoidviog atnv ayopd,
Onw¢ eNypappatika napouctadetal o1o NApakdtw oxnya:
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H Baowkn Swadikacia avantu§ng véwv npoioviwv

Mia owoth enixeipnon Ba npénel va Snploupyei Tig NpoinoBEoelg yia Tn YEVVNon apXiKwy 16wy,
€V Ol NNy£¢ I8eWV Yla véa Npoidvia pnopei va sivat:

e OuneAdtegng

e H kataypagn twv napandvwy twv neEAaTwy
e To npoowniko TG eTalpeiag

e Ta diktua diavoung Tou npoidvtog

e OlLaviaywvioTég

e [6éeg anod éveg xwpeg

o Aldpopeg GAAeg nny€g, Onwg eunopilkd neplodika, dlapnuioTika ypageia, etalpeieg
EPEUVWV HAPKETIVYK, aUPBOUAOL EMIXEIPNOEWY

Ye 6eUtePO 0TAdI0, N enixeipnon €€eTalel CUOTNUATIKA TIG MBaVEG VEEG 16€G Kal KAVEL Jia emAoyn
TV 18eWV eKkeivwv nou napouctddouv 1o PeyaAUTePO EPNOPIKO evOlaPEPOV Kal NOU HNopEi n
enixeipnon peallotikd va avantugel o€ Aoyiko KOOTOG.

AkohouBei nepartépw avantu§n kat SoKIPES Twv eMNAeyPEVWY IBEWV WOTE va YIvEL 0 EAeyX0G Kal
n aloAdynaon Toug ava@oplka pe tnv egnopikn toug aflonoinon. Q¢ diadikaaoia eivat SUokoAn, apou
evbéxetal va eival SiaBéaipeg eAdxioteg NANpo@opieg yia TNy ayopd Tou NPOTEIVOPEVOU NPOiOGVTOG,
yla T0 KOOTOG Kal Yia Tn pUon Tng anartoUpevng enévduong, aAAd sival kat Kpioiun, agou n anodoxn
n¢ 10éag ouvendyetat 61dBeon nopwv and tnv enixeipnon. Autd eival 1o otddio dnou
gykataAeinovral ta Neploootepa oxE01a VEwWV Npoidviwy Kabwg yivovial avuAnntég ot SuokoAieg
OTNV NPAKTIKN £PAPHOYA TwWV 16ewV.

Endpevo otadio cival n Alapéppwaon Ztpatnylkng Mapketivyk kal 1o Emxeipnpatké Ixédio
(Business Plan) twv enikpatéotepwy 16wy, 1o onoio npénet va nepihapfavel BpaxunpdBeopn,
Kal Kupiwg JakponpoBeopun, npoBAsyn twv NwANCEWY TwV NPOIOVIWY UN6 avantugn, oIKkovouikn
avaAuon (képdn, NAdvo peuotdtntag, avaykeg enevduoswy), 1o Xpovodidypappa nou anatteital
aAAd Kal Ta Bactkd oToIXela TNG OTPATNYIKNG HAPKETIVYK Mou Ba akoAouBnBei.

Edv kal epdoov 10 Enixelpnuatiko Ix€dio deixvel Betikég NpoPAEYELG Kal EVIOXUEL TO VEO MPOIdY,
akoAouBei n avantu§n tou NPoidvtog oc £va PUOIKO Mia NPoidV, £0TwW O NEPLOPIOUEVN MoadTnta,
ya va daopaliotel 6Tt n 16éa pnopel va petatpansi o€ epappooipo npoidv. Auth n Npwin
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dokipaotikn noadtnta davikd Ba npowbnbei o €va neploplopévo PEPOG TNG CUVONIKNG ayopdg,
WOoTe va yivel HoKIPN Tou NPoidvtog 0 NPAyHatIKEG oUVBNKeG ayopdg (test marketing).

Av Kal autd 1o otadio pEpet BeTikd anoteAéopata, Ba yivel NAhpNg napaywyn kat Aavoapiopa tou

VEOU NpoidvTog atnv ayopd, unootnpl{duevo and éva auvoAlkod NAdvo gunopeupatonoinong.

Mikp6 nooootd VEWV npoidviwv yvwpilelt teAika emtuxia kabBwg oe KaABe otadio ng
dlabikaoiag avantuéng eykataAsinovial apketég 16éeg. Ot Baoikdtepol Adyol anotuxiag vEwv
npoidvtwvy eivat ot ak6Aoubot:

e 'Ox1dlakpitd aviaywvioTikd NAeovEKTNHA / OPENOG
e Avenapkng aUvdeon véou Npoidviog e avaykeg / embBupieg nehatwv
e Avenapkng £peuva ayopdg Kat KatavaAwtn

e Kakdg npoypappatiopog xpdvou — kaBuotépnon
e Ynepektipynon tng ayopdg

e Kakn oxediaon nAdvou marketing

e AdBogtonoBetnon npoidviog

e Tipyn noAU uywnAn N NOAU XapnAn

e EA\iNNG unootnpi&n npoidvtog oto Aavodplopa

e EA\inAG Slavopn

e Kdotn nou enepvolv TIG APXIKEG EKTIUNOELG

e ‘Apeon avtidpaon aviaywviopou

9.5 Tun npoidvrog kat tigoAoytakn noAtukn (price)

Oplopog Kat StapopPpwon TIHAG

«Tipn» opileTal wg To XpNHATIKO NO0d MOU XPEWVETAL Yl €va NPoiov h 1o aBpolopa twv alwv nou
avtaAAdooouv ol KatavaAwTEG yia va JnopoUv va KAtEXOUV N va XpNOIPonolouy To Npoidv.

H diapdpwaon tng TIPNG Tou NPOoIdVTOog Kat TNG EUPUTEPNG TIHOAOYIAKNG NMOAITIKAG €ival pia and tg
Mo oNEAvTIKEG Kal SUOKoAEG anoPAoelg piag enixeipnong. H kptotpdtnta kat n SuokoAia opeilovtal
apevag otnv aMnAenibpacn Twv Napayoviwy tng ayopdg (KatavaAwtég, ePnoplo, aviaywviopog),
nou ennpeddouv T ANYn Twv ano@PAcewy, Kal APeTEPOU oTNV TaxUtnta PE TNV onoia npénel va
AapBavovtal autég ol anoPAacelg, KaBwg Kal otnv duecn enidpacn Mou €XoUuv 0Ta OIKOVOUIKA
anoteAéopata piag nixeipnong.

Ma tn SlapdépPwon NG TIHoAOYIaKNG MOMTIKNG TNG, N ENIXEipnon Npénel va:

npoadlopioel oaPpwg ToUg 0TOX0UG TNG TIHOAGYNONG,

avaAuoel Toug NpoadloploTikoUg napayovieg tng {ATNoNG yid To Npoiov,

EKTIUNOEL ENAKPIBWG To KOOTOG TOU NPOIoVTOG,

avaAUoEl TI¢ OUVBNKEG TOU aviaywviopdoU o€ eninedo TIHwY Kal Npoopopwy,

eMAéEel Tn péBodo TipoAdynong,
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oplogL TNV TEAIKN TIUN TOU NPOidvToG.

Baoikég apx£g KootoAdynong

Kéotog yia pia enixeipnon sivat n 81d6gon 1 n enévduon ayopactikng dUvapng yia tnv andktnan
UAIKwV h duAwv ayaBwv Kat UNNPECLWV JE OKOMNG Tn XpNaotdonoinon Toug yia Thv npaypatonoinon
€006wv andé nwAnoelg tng enixeipnong. Ta k6otn Slakpivovial avdloya:

E TN povada pétpnong o€ K6GTOG ava Povada Kat GUVOALKO KOGTOG
ge Tnv attia Unapéng oc APECO KOGTOG Kal EHHEGO KOGTOG

HE Tn ouoxétion Pe Bdon Tig peTaBoAég otov OYKo napaywyng o HeTaBAntod KOOTOG Kal
otafepé kdéotog, nou opifouv Kal 1o eninedo tou Nekpou Inpegiou kat Ba culntolv
EKTEVWG NAPAKATW

HE TO XPOVIKO 61A0TNHa NoU apopd TO LOTOPLKO KOGTOG Kal T0 NPpoUnoAoyLoTIKO KOOTOG

HE TIG AEITOUPYIEG TNG ENIXE(PNONG O KOOTOG NAapaywyng, KO6otog Sloiknong, KGOTOG
NWANGEWV KTA.

To KOOTOG NAPAYWYNG CUYKEKPIWEVA NepIAapBavet:

Tig npwteg UAeg
Tnv dueon epyaoia
Ta e181ka €€0da napaywyng

Ta Mevika Biopnxavika'E§oda (FBE) nou cival ta éupeoa UNIKA, n €eon gpyacia Kat Ta
Aotnd K6oTh Napaywyng

KootoAdynon €ival To cUVOAO TwV CUCTNHATIKWY £pYActwY Nou aroBAENouv otn CUYKEVTPwWON,
otnv Katatagn, tnv Kataypapn kat Tov KatdAAnAo enipeplopo twv danavwy, €10l waote TeAka va
npoadloplotel 10 KOOTOG TWV UNNPEediwy, Twv dladikaolwy KA. piag enixeipnong. LG Pacikeg
apx€g KootoAoynong cupnepiAapfavovtatl ta akéAouba:

To koéotog¢ npénel va oxetietal 600 10 GUvaTOV MEPIOOOTEPO HE TIG aITie¢ Mou To
dnuioupyouv

Mia dandvn Ba npénel va kataloyiletal povo agou éxel oupPei
‘OAa ta kéotn, ave€dptnta and to péyeBog toug, npénet va AdapBdvovtal unoyn
To €KTAKTO N PN KavoVvIKO KOoTog 6ev npénel va cupneptAapBavetal atn KootoAdynon

‘Eva napeABovtikod kdotog dev npénel va emBapuvel noté pia peAovtikn nepiodo

Mé£Bobol kootoAdynong

H péBodog koatoAdynang akoAouBei tn popen Tng napaywylkng diadikaciag tng enixeipnong Kat
unopei va eivat:

e KootoAdynon e§atopikeupévng napaywyng, 4tav n nixeipnon ektelei napayyeAieg n €pya

e KootoAdynon cuvexoUg napaywyng, 4tav n enixeipnon napdyel €va tunonotnpévo npoiov,
n napaywyn Tou onoiou ouvhBwg yivetal oe PpAcelg
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Avaloya pe tn gUPPETOXN N PN Twv otaBepwv Mevikwy Blopnxavikwy E§66wv otov unoloylopd
TOU KOOTOUG Napaywyng Twv npoidviwy, n KootoAdynon diaxwpidetal oe:

e MAnpn KootoAdéynon

e Opuakn KoogtoAéynon, orou OGiaxwpidoviat (1) ta petafAntd £€oba Mapaywyng Kal
MwAncewv Kat (2) ta otaBepad £€oda Mapaywyng, NMwAncewv Kat Aloiknong, ta onoia
Bewpouvtal otaBepd kO6aTOG NEPLOSOU Kat apalpouvial GUVOALKA Yid ToV UNoAoYIoHO Tou
anoteAéopatog

Baotka otoixeia otnv KootoAdynon gival o npoodloplopdg twv Popéwv Kdotoug Kal twv Kévipwy
Kéaotoug. ¢ Popeig Kéotoug Bewpouvtal ta npoidvia Kat ol UNnpecieg nou kKoatoloyouvrat. Q¢
Kévipa Keéotoug Bswpolvtal ta tunpata (Aeitoupyieg) tng enixeipnong ota omoia yivetat
OUYKEVTPWON TOU KOOTOUG,

H xpnodtnta ouykévipwong tou kdotoug ota Kévipa Kdotoug eival onpavtikn, kaBwg €tot
e€unnpetouvtal ol avaykeg NPOYPAUHATIOoU Kal EAéyxou TnG Nnapaywylkng dpactnpldtntag Kal
undpxel pia Baon unoAoyilopoU twv ££6dwv Nou apopolv 1o KABe TpNPa napaywyng (Mapoxng
unnpeoiag) NPOKEIMEVOU Va YIVEL 0 EMLHEPIOHOG TOU KOOTOUG Kal N OXETIKN enifdpuvon tou
npoidvtog h TnG unnpeaiag.

Avaluon vekpou onpeiou

Kanolol Bacikoi 6pot nou oxetidovtat Pe Tnv TIoAdynan evog Npoidviog eival ol Napakatw:

e XtaBepo KOoTog: Eival To TPAKA TOU OUVOANIKOU KOOTOUG EVOG NPOIGVTOG, TO 0Moio Napapével
otaBepo, ave€dptnta and Tig Sakupdvoelg Twv NWANCEWV (M.X. €VOIKIO E€YKATAOTACEWYV,
apotBég SlolkntikoU npoownikoU, dlapnpiotikég bandaveg, dandveg épeuvag ayopdq).

e MetaBAnté kéotog: Eival To TUAPA Tou GUVOAIKOU KOOTOUG VOGS MPOoiovIog nou PetaBaiietal
avahoya Me TG OSlaKupdAvoell Twv NWANCEWY, M.X. TO0 KOOTOG MPWIWV UAWYV, UAIKWV
ouokeuaoiag. To petaBAntd KOOTOG VO Npoidvtog unoAoyietal ava povada npoioviog.

e XuvoAiKo K6otoG¢: To dBpolopa Tou otabepoU Kat tou petaBAntol KOGoToug yia éva onolodnnote
eninedo napdywyng.

e Nekpo onpeio (Break Even Point): Eival 1o eningdo twv nwAnoswyv oto onoio ta £€006a twv
nwAnoewv eival ta i6la pe ta €§ob6a. Katd ouvénela, n enixeipnon dev €xel oute kEPON oUTte
{npicg.

i
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‘Ovykog NWANOEWV Ot LOVASEG MPOIOVTOS (XIMASER)
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0 kaBoplopdg Tou vekpoU onpeiou ival MOAU onPavIikog yia Thy enixeipnon Kat anoteAei tnv Kupla
pEB0DO yia Tn peAETN Kal TOV NPOYPAMHATIONO TwV NWANSewY TNG. O unoAoylopog Tou deixvel Tov
€Aax1oto 6yKo napaywyng nou npénet va entteux0ei, NpokKelpévou n enixeipnon va KAAUNTel
1600 10 0tafepd 600 Kai 1o HetaBAntéd K6oTOG TNG. AnAadn, OUCIAOTIKA, TO VEKPO Onpeio
unodelkvUel néoo pnopei va peiwBolv ol NWANCELG Hlag entxeipnong, xwpig auth va sivat
{npoyova.

MAPAIONTEZ TIMOAOIHZHZ

Ot napdyovteg nou npénel va AdBel undyn tng n enixeipnon Katd th S1apopPWON TWV TIHWY TwV
NPoidvIwy €ival ol NapaKATw:

E§wenixeipnolakoi napayovieg

Aviaywviouog

e Evtoniopog twv dueoa aviaywvioTikwy Npoidviwy Kat avdAluon tng oxéong a&iag — TG
yla ta npoiovia nou o NeAdtng Bewpel 0TI KAAUNTOUV IKAVOMNOINTIKA TNV AVAYKN TOU

e Enppon otig TpéG Kat and tov EPPECSO avIaywvIoHo
JuunepIpopa ayopaotwy

e To Uyog NG TIUNG Nou eival nposTolpacpévol va nAnpwaoouyv e€aptdatal and tnv aia nou
€xouv Yyl autoug ta oQEAN and tn Xpnon Tou NPoidvtog

Oikovouiko KAiua

o KuPBepvntikég 0lKoVOMIKEG MOAITIKEG, ol onoieg npoabiopiouv To dlaBéaipo €1068npua twv
neAatwv

e OIKOVOUIKEG OUVBNKEeG, ol onoieg ennpeadouv TNV Taon yla KatavdAlwon Kat anotapieuon
NouoBeoia

e 'Ynap&n vopwv kaBoplopoU cuykekpipévwy Tiwy (blatiynon)

Evbocnixelpnolakoi napayovteg

X10x01 TiHoAdynong
e EnBiwon
e Meyiotonoinon twv €006wv
e Meyiotonoinon twv kepdwv
Ta undéAoina otoixeia Tou PelyUATOC UAPKETIVYK
e [lpoidv: AayBavetal unoyn to otadio Tou KUKAou {wng Tou NPoioviog.

e Alavopn: TeAIKN TN = TIPN napaywyoU + KOotog Asitoupyiag peoaldviwy + enBupntod
nooootd peoaloviwy.

e [IpoBoAn: AapBdvetal undyn n oTpatnylkn Kat ol eVEPYELEG NPOBOANG.
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To KG0TOG TOU MPOIGVTOG
e YUVOAIKO £€0060 = Tiun x Moadtnta
e Melkto képdog = Tipun — MetaBAntd kdotog
e KaBapd képdog = LuvoAikd 'Ecodo — TuvoAiké Kootog

e YUVOAIKO KOOTOG = L1aBepd Kootog + (MetaBAntd Kéotog x Moodtnta)

Mé£Bobol TipoAdynong
AkoAouBouv ol Bactkég péBodot NnpoabloplopoU TNG TIPNG eVOG NPOIGVTOG N Kiag unnpeoiag.

KoatoAdynon otéxou: H tigoAdynon nou §ekivael pe pia idavikn Tipn nwAnong Kat Petd Betel
OTOXOUG YId T0 KOOTOG WoTte va entteuxBei n emBupnth Tipn.

TwgoAdynon pe Baon tnv afia: O kaBoplopdg tng TPNG yivetal pe Bdon Tg avTIIAAYEIG TwV
ayopaotwy yia tnv afia tou npoidviog avti ya 1o k6otog Tou. Auth n péBodog npolnobétel
NpOCPOPA TOU CWOoToU cuvduaopou noldtntag NPoidviog o€ pia AoyIKN TIPN.

neddtes =P afia =P wpn =P Kdéotos =P  npoidv

TipoAdynon pe Baon tnv a§ia

TwgoAdynon pe Baon 1o k6oT10G: O KaBopPIoPAG TNG TIUNG YiveTal Ye BAon éva Nooootd os oxéaon
HE TO KOOTOG.

e MéBodog kdatog-ouv (cost plus): H npooBnkn piag tunikng avatipnong Navw oto KOoTog
TOU NPoIovIoG.

npoiév =P Kdéotos =P TUpn = aia =3 neddtes

TipoAdynon pe Baon 1o K6GTOG

TwgoAdynon pe Baon tov aviaywviopo: O kaBoplopog TiHWY e BAon TIG TIHEG MOU XPEWVOUV Ol
avIaywvIoTEG Yia napopola npoidvia. Auth n péBodog eival xpnolun yia NePINTWOEL OMoU To
KOoToG dev eival ueoa ocuvuPaoéVo HE TNV MOLOTNTA.

; TigéS avIaywVIOTIKES Kal Avudnyeis
Kadotos : , ;
adfol ecwTepIKOI Kal Katavadwtwy
npoidvtos ; . ;
e€wrtepiKoi napayovies yia tnv afia
Katwrtaro 6plo Tipng AvmTaTo 6pIo TIPAG
Mn&evikd képbog Katw Mnéevikh {hthon ndvw
ané auth thv TR ano auth thy TIpA

Ot oNHAvVTIKOTEPOL NAPAYOVTEG Yia ToV KaBoplopo6 Tng TIUAG
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TipoAdynon npoidviwv npog e§aywyn

H tipoAdynon twv npoidviwy nou e€ayovial anoteAel dlaitepng onpaciag dadikacia kabwg
AapBdvovtal unéyn, ektd¢ anod Toug napandvw napdyovieg, Kat AAol nou agopoUV Tn PeTtagpopa
Kal napadoon Twv ePnopeupdtwy ot EEveg ayopEg.
Tétolol napayovieg pnopei va ivat:

e 01 8l0popég oTG LOOTIPIEG VOUIOHATWY

e H petapopd twv epnopeupdtwy

e H edikn ouokeuaoia twv e€ayopevwy Npoidviwy

e HaopdAion epnopeupdtwy

e OunpopnBeleg Kat AANEG XPEWOELG NOU aPopoUV Toug evOIAUETOUC PopEig eaywywy

Zipatnyikég Kat MoAttikég TiHoAdynong

Eite npokettat yia nwANoelg otnv gyxwpla ayopd eite yia e§aywyEg, n enixeipnon pnopei va
akoAouBnoel TIg e€NG OTPaATNYIKEG TIHOAOYNONG:

TwgoAdynon agppiopatog tng ayopdg: O kaBoplopog plag UWPNANG TIUNG yia éva vEo Npoidv He
OKOMO VA anoKoplotel To péyloto kKEpSoG anod ta TPNMata tng ayopdg nou eivat npoBupa va
NANPWOOUV auTh TNV UYPNAN TIKA. ZTN CUYKEKPIPEVN NEPINTWON N €NIXE(PNON ENITUYXAVEL AlYOTEPES
aAAd neploodtepo enKePOEIG NWANCELG. AuThv akpIBwg Th otpatnyikn akoAouBouUv Ta texvoAoyIKa
npoiovta (tnAeopdoelg, Kivntd tTNAéQwva KTA.) Ta onoia apxikwg Aavadpovtal e pia ugnAn Tiun n
onoia otadlakd pelwveral.

TwgoAdynon Sieioduong otnv ayopa: O KaBoplopdg XapnANng TIUNG yla éva VEo NPoidV Pe oKonod
va NpooeAKUoEeL eydlo aplBud ayopaotwy Kat peydlo pepidio ayopdg.
TwgoAdynon oeipdg npoioviwv: O KaBoplopog KAIPakiwy TING Petall S1apopeTIKWY NPOIOVIWY
o€ pla o€lpd npoidviwy Je Baon:

e TG OlapopEg KOOTOUG avapeoa ota NPoiovia NG oElpdg,

e 1nv aloAdynon twv S1aQoPETIKWY XAPAKTINPIOTIKWY anod tnv NAUpd Tou nNeAatn,

e  TIG TIMEG TWV AVIAYWVIOTWV.

XapaktnploTiko napadelypa ivat n oglpd npoidviwy ng Pdpkag Nescafe, twv onoiwv n tiun

napouaotdlel onpavtikn diagopd.

TwgoAéynon O8éopiou npoidviog: O kaBoplopdg TPAG yla npoidvia nou npEnsl va
xpnolgonoinBouv padi pe éva Baocikd npoidv. Xapaktnplotikd napadetypa ival ol §UPIOTIKEG
Aenideg yia tg EUPIOTIKEG PNXaVEG.

TwgoAdynon unonpoiévrog: O kaBoplopog TG Yia UMoMpPoiovIa MPOKEIPEVOU va Yivel mio
avTaywvIoTIKA N TiPN Tou BacikoU npoiovtog, N.x. avtaAAGKTIKA QUTOKIVATOU.

TipoAdynon &éopng npoioviwv: O ouvduaopog HlaQoPETIKWY NPOIOVIWY Kal n Npoopopd g
S€0ung NpoidvIwy o€ PELWPEVN TIUA.
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‘EKNTWON yla ayopd Tolg PETPNToig: H peiwon tng Tung o ayopaotég nou e€opAoUv apéowg To
Aoyaplaopd toug.

‘EKntwon pe Bdon tnv noodtnta: H peiwon tng TIPNG o€ ayopadtég nou ayopddouv peyaAeg

NoooTNIEG.

Agtroupytkn ékntwon: H peiwon tng upng n onoia napéxetal and tov npopnBeuth npog ta PéEAN
Tou 8iktUou &1dBeong, ta onoia enitehoUv oplopéveg Asttoupyieg, Onwg eival n nwAnon, n
anoBnkeuon n n Thpnon apxeiwv.

Enoxiwakn ékntweon: H peiwon tng Tipng nou yivetal oe ayopaotég nou ayopadouv epnopelpata i

UNNPEecieg EKTOC ENOXNG.

WuxoAoyikh TipoAdynon: H npaktikn tipoAdynong nou e€e1adel tnv uxoloyia Twv TIHWY Kat OXt
anAwG Ta olKoVopIKa toug. H tipn nwAnong kaBopiletal pe 1pono EAKUOTIKO Yid TOUG KATAVAAWTES
(n.x. 9,9€ avti yia 10€, 99€ avti 100 €).

9.6 Awavoun npoiovtog (place)

Oplopog Stavopng

H 6lavoun anotelei 1o 1pito oTOIXE(D TOU MElYHATOG WAPKETIVYK Kal nepAapBdvel OAeg TG
dpaotnpidtnieg Slakivnong evog npoidviog, anod Tov Napaywyo N ToV E0aywyEQ TOU HEXPL TOUG
TENIKOUG KatavaAwTtéG N xpnoteg. Apa, wg «dlavopun» opidetal 1o oUvoAo Twv anapaitntwy
dpaotnplothtwy WOoTE va PTACEL TO NPOIOV:

e gtov KatdAnAo neAdtn

e  0TO KATAAANAoO PEPOG

e  0TOV KatdAAnAo xpovo

e  0TnV KatdAAnAn Katdotaon

e e 10 KatdAnAo KOOTOG.

Q¢ kavaAi diavopng opidetal 1o 6UVOAO Twv AAANAEEAPTWHEVWYV 0PYAVIGHWY Ol OMOI0L GUHHETEXOUV
otn 6ladikaaoia 61G6eong evdg npoidviog yia xpnon N KatavaAwaon and Tov KatavaAwtn n tov
EMIXEIPNOLAKO XpNaTn.

Mé£Bobot Alavopng

Yndpxouv 600 Bacikeg péBodol Slavoung NPoidvIwy h UNNPECIWY, N AHECN Kal N €UHEDN.

Baoikoi TUnot KavaAiwv KatavaAwTiKwy NpoiovIiwy

‘Apeon Siavopn £xoupe 6tav n enixeipnon diabétel ta npoidvta h g unnpeoieg ansubeiag otoug
KATavaAwTéG N TOUG XPNOTEG, XwPIG tn peooAdBnon tpitwv. Tn péBodo tng dpeong Siavopng
€QapHodouv KUpiwGg ENIXEIPNOELG NOU KaTaokeuddouv n €l0dyouv Npoidvta, h NpooPEPOUV NPWTES
UANe¢ kal UAIKA ouokeuaciag oe napaywylkéG Plopnxavieq. H péBodog dapeong 6iavopng
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epappodetal ouolaoTIKA Kal 0TI «AGiKEG ayop€g» OMou ol Napaywyol KNNEUTIKWY Kal AAAwv
npoidvtwy ta nwholv an’ eubeiag oToug KATavaAwTEG.

"Eppeon Siavopn éxoupe 6tav n enixeipnon SlabBétel ta NpoidvTa N TG UNNPETIEG TNG PEOW TPITwWY,
&nAabn péow epndpwv h avIinPoownwv.

Ot éunopol Asrtoupyouy eite wg xovépépnopot, dSnAadn ayopddouv ta Npoidvia Kal otn CUVEXELQ
10 petanwAolv e AA\oug pndpoug, eite wG Atavépnopot nou ta PetanwAolv oToug TeAIKoUg
KatavaAwtég h xpnoteg. O avunpéownot npaypatonoloUv eUnopikéG cuvaAlay£g yia Aoyaplacpo
Tpitwv évavt npounBelag, ouvnBwg xwpig va ayopddouv ta npoidvra.

H péBodog tng éupeong Siavoung eival neptocotepo diadedbopévn Kal eival n cuvnBEatepn NPAKTIKN
TWV NEPLOTOTEPWY EMIXEIPNOEWY, ylati n Unapfn e€eibikeupévwv evdldueowy n peoaldviwy
oUMBAMeL otnv anAoUoteuon Twv cuvaANaywV Kal TiG S1EUKOAUVEL o€ peydAo Babuo.

YTIG BlopnXavikEG N eNIXElPNOIaKEG NwANoelg (B2B) eivat eniong ouxvn n xpnhon evolapéowy, ol
onoiot entteAolv Ttov B0 pdAo Kat e§unnpetolv NPoOUNBEUTEG ENIXEIPNOIOKWY MNPOIOVIWY Kal
Blopnxavikoug neAdTeG.

Maviwg, napd tg duokoAieg Kal ta npoPAnpata nou pnopouv va avakUyouv petafl twv 6Uo
nAeupwyv, n Petau Toug ouvepyaoia anoteAei Jovodpopo nou teAikd npoopépel apoifaia opEAn.
Av pavtaotoUpe évav neAdtn nou avalntdel va ayopdcel pia tnAedpacn Kat B€Ael va diepeuvnoel
OAeG TIG PApKeG, €dv 6ev unnpxav ol evlidueoot (n.x. KwtodBoAog) Ba énpene va eniokePtel ta
Kataotnpata 6Awv Twv npopnBeutwy tnAeopdoewy (n.x. Sony, Samsung, LG KtA.), wote va d&l ta
S1aB¢oipa poviéAa tou kaBe npopnBeutn. Me tnv Unapén twv e€elbikeupévwy evolapéowy, n.x.
Kataotnpdtwy tunou KwtodBoAog, o neAATNG autdg Pnopei he pia eniokewn o€ éva Kataotnya va
€XEL OUVOAIKN €IKOVA TNG ayopdg TNAEOPACNG Kal TwV EMIAOYWY TOU.

Awavopn péow Siadiktiou

TéAog, eival anapaitntn n enonpavon 6tt avantuooetal paydaia to NAeKTpovikd epnodplo (e-
commerce) nou cuvhBwg aviaKel otnv Katnyopia tng dueong dtavopng, KabBwg Pelwvel n Katapyel
TOUG evOldpueooug @opeig. Ektipatal 6t otnv EANMGSa nepi 10 25% twv KatavaAwiwv KAvel
1aKktika e-shopping.

9.7 Tunonownpévo Meiypa Mapketuvyk n Mpoocappoopévo Meiypa
Mapketuvyk (Standardization vs Customization)

«Tunonownpévo Meiypa Mdapketivyk» eival n otpatnyikn dieBvolg PApKeTivyk Gnou yivetal
Xpnaon tou i6lou Npoidvtog, Tng idlag Tipng, Twv idlwv kKavaAiwv dlavopng Kat tng idag diagnpiong
o€ 0Aeg TG S1eBveig ayop£g TNG enixeipnong.

«Mpoocappoopévo Meiypa Mapketivyk» cival n otpatnyikn 61eBvolg PHApKETIVYK 6nou yivetal
NPOOAPHOYN TWV OTOIXEIWV TOU MElyHaTtoG HAPKETIVYK o0t KABe 81eBvn ayopd-otoxo Tng
enixeipnong, avahapBdvoviag YeyaAutepo kOatog Kat eAnidovtag yla geyaAUtepo pepidlo ayopdg
Kat ugnAoétepn anddoon.

111



Eunéplo kat E§wotpépela

H Coca Cola napabootakd xpnotdonolel tn otpatnyikn ToU TUNOMOINKEVOU HEYHATOG HAPKETIVYK
kaBwg 1o NPoiodv tng, Ta enineda TUNg, Ta kavaAia diavopng aAAd kai n dlagnyion tng eivat ta idia
0€ OAEG TG aYOpPEG.

‘AMeg naykoopieg etalpeieg 6nwg n McDonalds enidéyouv va npocappudoouy ta Npoiévia Toug otny
KGBe xwpa nou €xouv napouaia, oeBopevVol TNV KOUATOUpPA Kat TG dlatpoPikéG ouvnBeleg Tou
tonou. lNa napddelypda, napd to yeyovog 0Tl To Hooxdpl eival 1o Bacikd €idog kpéatog nou
xpnotponoleital ota burgers, otnv Ivbia, dnou n ayeAdda Bewpeital 1epd {wo, ta burgers tng
McDonalds @tidxvovtal ané ydpt, Aaxavikd, odyla KA., waote va gival anodektd anod tov Toniko
nAnBuopd. Tnv ia noAitikn akoAouBei n McDonalds og 0Aeg TIG xWpEeG, oupnepidapfavopevng Kat
tng EANGGag, dnou Advoape ta Lapakoatiava yla tnv nepiodo tng vnoteiag.

AKOHa Kal HIKPOTEPEG EAMNVIKEG EMIXEIPNOELG NMOU KAVOUV £€aywYIKO EUNOPIO Kal €XOUV napoucia
o€ ayop£¢ Tou e€wtepIkoU, 0g KAMNOIEG NEPINTWOELS SlakivoUv Ta idla npoidvta kat o€ kKanoleg AAAeG
TpononololV Ta NPOidVTa N TIG CUOKEUATIEg ToUG avdloya We Tnv Tontkh ayopd. Ma napadetypa, n
yvwotn owvonolia «TodviaAng», nou €xel duvapikn napouadia oe Eupwnn, Apepikn Kal Acia Kal
Kavel oAU peydAeg e€aywyég otn Pwoia, otnv Kiva kat tn Mepuavia, ouxva npooappddel TG
OUOKEUAOIEG M Kal TNV ENKOVWVIa TNG 0TIG ayopEG dnou €dyel ta npoiovta Ing.

9.8 To peiypa papketivyk (marketing mix) twv unnpeoiwv

Oplopog unnpeoiag

Qg «Ynnpeoia» opiletal onoladnnote SpactnplotnNta N NAEOVEKTINHPA PNOPE( va NPOOPEPEL Hia
enixeipnon atoug neAdteg tng, n onoia eivat AuAn kat dev odnyei otnv e€aopalion 1dloktnoiag navw
oe katl. O unnpeaieg, 6nwg Eevodoxelakég enixelpnoelg, tpanedeg, Hovadeg eotiaong (eotiatopla
KTA.), Unnpeoieg opopPIag, oUPBOUAEUTIKEG UuNnpeaieg (aopalloTég, AoyIoTEG, Oiknyopol KTA.), eival
noAU onpavIIKEG yia TNV EAANVIKN 0IKoVOoia Kat anaoxoAoUv PeyaAo PEPOG Twv epyalopévwy otn
Xwpa.

To papKeTvyK unnpeaiwv akoAouBel OAeG TIG PACIKEG APXEG TOU HAPKETIVYK (PUOLKWY MPOidVIwY
aAAd npénet va AaBet undyn Tou Kat Ti§ Napakdtw 181aItepOTNTEG TWV UNNPECIWV:

Ot 151attepdTNTEG KAl Ta XAPAKTINPLOTIKA TWV UNNPECLOV
(1) H auAn puon

Ot unnpeoieg dev yivovtal avtIAnntég Pe Tnv agn N T undAoineg avBpwniveg alobnoelg Pe tov
TPONO nou yivovtal ta UNIka ayaBad. Aev pnopei kKaveig va 6gt, va mdoel, va e€€Taoel Jia unnpeaia.
Aev npokettat npaypata, alAa yia diadikaoieg. Auth eival kat n geyaAutepn diagopd Toug and ta
npoiovra.

(2) To adiaxwpioto

H aduvapia diaxwplopol tng napaywyng tng unnpeaiag and tov Teno Katavalwong tng, and tn
OUMPETOXN TOU {Bl1ou Tou KatavaAwTth otnv napaywyn (n.x. o goitntng nou npénet va dlapacel Kal
0 {8l0¢ wote va AdBet tnv unnpeaia tng eknaideuonc), ano TG CUKNEPLPOPES KAL TN CUPPETOXN TWV
unéAonwy KatavaAwtwyv nou napeupiokovtal otn diadikacia napaywyng (n.x. pa Bopufwdng
napéa o€ €va eoTiatoplo).
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e AutO onpaivel 0Tl 0TO HAPKETIVYK UNNpeaiwy €xel 1dlaitepn onpacia o oxedlaouog twv
UNNPEDLWY, N CUUNEPLPOPA TwV epyalopévwy anévavtl oToug NEAATEG Kal, KAt €néKtacn,
N 0WOTH OTEAEXWON TNG EMIXE(PNONG HE T0 KATAAANAO NPOCWIKO.

(3) H petaBAntétnta n erepoyévela

AnAadn, n aduvapia tunonoinong tng notdtntag. H notdtnta twv unnpeaiwy e§aptdtat and to nolog
TIG Napéxel, Note Kat nou. Autd onpaivel 0t n idla unnpeoia dev napéxetat oxedov noté pe tov 6o
TPOMOo OToV EMOMPEVO N akOUN Kat otov i6lo neAdtn. To ekdotote anotéAeopa e§aptdtat and tov
ekdotote epyalOUEVO Kal anod Tov EKACTOTE NeAdTn.

Katd ouvénela, o avBpwnivog napdyovtag €ival KaBoplotikag, n cupnepipopd Twv epyaopévwv
eivat kpioog napdyovtag yla tn dnploupyia ikavonoinang Tou NeAdTn Kal to 1eAIKG anotéAeopa
ennpedadetal anod napdyovieg Onwg KONwWon, Xapaktneag N AAAEG NPOCWNIKEG AITiEG.

(4) H apeon katavadwon n pBaptétnta

KaBwg ot unnpeoieg eivat auheg, 6nAadn dev pnopouv va anoBnkeutolyv, avantUooovial Kat
katavaAwvovtal oxedov tautdoxpova. Aev otokdpovial dnwg ta npoiévia. Enopévwg Kal n
duvapikétnta nou dev alonoleital, NPAKTIKA XAveTal yla thv enixeipnon.

e [a napddetypa, 1o agponAdvo nou netdel pe ikool BEoelg keveég dev pnopel va BaAet oto
OTOK auTEG TG BEoeIg yia va xpnaotponolnBouv yia geAovtikn xpnon. Ta adela kabBiopatd
ToUu anoteAoUv xapéva €0oda.

e MnopoUye va noUpe OTI TO «OTOK» OTIC UNNPEDieg €ival ol NeAATEG Kal ol OUPEG Mou
oxnuatiouv €€w anod, n.x., évav Kivnpatoypdgo, aAAd ot avBpwnol dev eival cav ta
anoppunavtika — 6ev toug apéoel va otolfalovrall

e To papketvyk, avdloya Pe tn @UON Tng unnpeciag, npénel va oxedlalel T avaloyeg
TeEXVIKEG Blaxeiplong tng {ntnong, wote va e€loopponel tnv Nnpoo@opd pe tn {NATnon He:

> OUOTAMATA KPATACEWY,

> Slapoponoinpévn TiHoAdynon wote va HETAKUANOEL Xpovikd tn {ntnon (M.X.
xapnAotepeg TpEG Eevoboxeiwy otig low season nepldédoug),

> part time undA\nAoug 6tav n htnon gival peydAn,
> unnpeoieg self service.

(5) H anouoia 8loktnoiag

Otunnpeoieg bev «avnkouv» oTov NEAATN HE TNV €VvOld NMOU TOU AVAKOUV Ta Npoidvta nou ayopdadel.
Ot unnpeoieg «xpnotgonololvials, «evolKladovial» Yla OUYKEKPIUEVO XPOVIKO didotnpa, yia
napadelypa éva eloithplo agponAdvou Adyou xdpn yia 9 wpeg, Eva dwpdtio Eevodoxeiou yia 3 pépeg
K.4.

Ta 7P twv PeiyHatog HAPKETIVYK TWV UNNPECIWV

Adyw twv napandvw 1BlartepoTnTwy, oTIG UNNPECIEG To PElYHa PHAPKETIVYK NePNapBAvel, eKTOG
twv Product, Price, Place, Promotion, tpia emnpéoBsta otoixeia (3Ps) nou anoteholv
onpaviikoUg npoodloploTikoug Napdyovieg TNG MoldTntag Twv NApexOUeEVWY unnpeotwy. Ta
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otoixeia autd eival ol Av@pwnot (People), n Awadikacia (Process) kai to MepipaAdov tng
Enwxeipnong (Physical Evidence).

Ou avBpwnot (People)

YTIG unnpeoieg, ol avBpwnot, 6nAadn T0 NPoowWNIKG, €ival onPaviikG OToIXeio Tou elypatog
HAPKETIVYK, Yylati anoteAoUv avandéonaocto YEPOG TNG NPOoPopdg Twv eKACTOTE unnpeaiwy. la
napddetyga, n nodtnta Twv unnpeciwv nou npooPépel éva evodoxeio, pia tpdneda, €va
VOOOKOWEIO N Hla agponoplkn etalpeia ouvbéetal dpeca pe tnv e§unnpétnon nou MpPooQEpPEL
avtiotolxa 10 NPoowniké tou evodoxeiou, o tapiag tng tpdnedag, n 1WATPAC, N agpoauvodog tng
agPONopPIKNG etalpeiag n onotodnnote dAAo NPACwWNO TNG ENIXEIPNONG NoU €pXETal o€ EUPEDn N
dueon ena@n pe Toug NeAdTE.

H Swadwkacia (Process)

Y1¢ unnpeoieg, n Siadikaoia napoxng tng ekdotote unnpeoiag anoteAel Baocikd otoixeio tou
pelypatog pdapketivyk. Evdelktikg, n exktéheon twv Olapopwv Oladikaciwy, o Pabudg
NoAUNAOKATNTAG TOUG Kal o XpOvVog MOU anatteital yia tnv oAoKANpwaon Toug pnopouv va
anoteA€00UV KPIOla OTOIXEIQ TOU HAPKETIVYK TNG ENIXEIPNONG.

To nepiBaidov tng enixeipnong (Physical Evidence)

H tonoBeaia otnv onoia Asitoupyel pla enixeipnon npoo@opdag unnpeaoiwy, onwg éva evodoxeio,
€0TIATOPL0, MOAUKATACTNHA K.AM., 0 €WTEPIKOG KAl E0WTEPIKOG ToU S1AKOOHOG, N AsltoupyikdTnta
kKaBwg Kal n aoPAAela Kal UYLEIVA TwV XWPwV NG €ival eniong dppnkta cuvdedbepéva Pe tnv
noldTNTa TWV NPOCPEPOHEVWV UNMNPECIWV.

Me tnv npooBnkn twv TplwV OToIXEiwv Nou npoava@épbnkayv, 10 oUVOAO TWV OTOIXE(WV TOU
MelyHatog HAPKETIVYK, OTNV NEPINTWON TWV UNNPECIWY, avépxetal ata 7P.

9.9 To pelyHa TOU HAPKETIVYK OTIG S1EMIXELPNOIAKEG CUVAAAAYEG
(Blopnxaviko HAPKETIVYK)

Ytnv evétnta autn Ba efetdooupe TG 16latepOTNTEG TwWV OIENIXEIPNTIOKWY GUVaAaywv nou
otnpilovtal 6Ao Kat Neplocdtepo otn dSnpioupyia Kai Siatnpnon oxéoswv apoiBaiou cUPPEPOVTOG.
lMa autd kat Ba 0Bl Eupaon oto poAo Twv NWANTWY 0TO BIOKNXAVIKO HAPKETIVYK.

Awapopég peta&i BropnxavikoU Kal KatavaAwTtikoU HAPKETIVYK

Evw o€ YeVIKEG YPAUMEG 0 oxeB1A0HOG HAPKETIVYK OTa Blopnxavikd npoidvia Kat TiG ENayyeAPATIKEG
unnpeoieg 6ev dlapépel and eKeivov Twv KATAVAAWTIKWY MPOIOVIWY Kal TwV MPOCWIKWY
UMNPECIWY, TO MEIYHA TOU HAPKETIVYK TEIVEL va €XEl KAMOIEG ONHAVTIKEG O1aPOPONOINCEIG. XTO
oxedlaopd Tou NnAdvou papKetivyk Ba npénel va An@Bouv undyn ot napakatw Siapopég petau
BlopunxavikoU Kat KatavaAwtikoU HAPKETIVYK:
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Baowkég Stapopég peta§u BlopnxavikoU Kat KATavaAwTtikoU HApKETIVYK

Aopn ayopag

Mpoidvta

Ayopactikn
oupneplpopa

Awabikacia Anyng
anoégpaong

KavaAwa Siavopng

MpoBoAn
Twn

Blopunxavikég ayopég

MEWYPAPIKA OUYKEVIPWHEVN
IXEUKA HIKPOG aplBudg ayopaotwy,
OAlyonwAlaKOG aviaywvIioHOG

Texvikn noAunAokdtnta

Mpocappoouéva oTIG AnaltNOELG
HEMOVWHEVWYV NEAQTWV
(Customized)

YépPig, napadoon kai 1aBeon
ouVvIoTOUV oAU Onuavtika otoixeia

LUMPETOXN TwV A&ttoupylwy /
dieuBuvoewy tng enixeipnong /
opyaviopou

Kuptapxia twv opBoloyikwv
KIVATPWV ayopdg

Mvwon Texvikwy Bepatwv
Y1aBepég Kal S1anpoownIKES
oxéoelg (napaywyoU-neAdtn)
ApoiBaieg SienixelpnolakEég
OUHQWVIEG

AkoAouBouvtal dlapopetikd Kat
Slakpitd otadia ayopaotikng
anégaong nou yivovtal eUKoAa
avuAnnta

‘Apeon enagn pe tov NeAdTn pe
neploplopévo aplBuo peoaloviwy

‘Epgaon otnv npoownikn nwAnon

Melobotikoi Siaywviopoi pe
EYYPOAPEG OPPAYIOUEVEG MPOCPOPES
Awanpaypdteuon tng TINNG o€
noAUnAoKeg ayopég/npopnbeteg
TipokatdAoyol NpotuNonoINPEVWY
NPoioVIWY

Ot NpoowWNLKEG NWANCELG 0TO BLOPNXAVIKO HAPKETIVYK

KatavaAwtukég ayopég

Fewypa@ikda diecnappévn
Madiknh ayopa
MovonwAakog aviaywviopog

Madika

Mpotunonoinyéva

XépPig, napddoon kat 61aBeon
Bewpolvial HEPIKWE WG
onPavtka otolxeia

LUMHETOXN TNG OIKOYEVELAG Kal
Aolnwv enippowv

Kuplapxia twv KolvwVIKWV Kal
WPUXOAOYIKWV KIVATPWY ayopdg
Melwpévn yvawon TEXVIKWY
Bepdtwv

AnpOowneg OXEOELG
(napaywyoU-neAatn)

Auacdiakpitn diadikaoia nou
ouxvd otnpidetal otnv
napoépHNOoN Tou atdpou n o€
ouvaleBnuatiknh andégaon

‘Eppeon enagn pe tov neAdtn Kat
EKTEVNG XpNaon peoaldviwy

‘Epgaon otn Siagnuion

MadlKEG TIMEG KOl EKMTWTIKEG
MOAITIKEG

ISlaitepn éupaon npénet va dobei otov poAo TwvV RNwAntwv piag npopnbeltplag etaipeiag
Blopnxavikwv MNpoidviwy nou €Xouv OUYKPITKA peyalUtepn Baputnta and ta Aownd epyaleia
npowBnong, 6nwg n dlagnyion, nou ota Blopnxavika Npoiévia xpnotyonoleital eEAaxiota.
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O neploplopévog aplBudg Blopgnxavikwy nNPoidviwy Kal 0 OyKoG Twv MapayyeAlwyv Kat n
ONHAVTIKOTNTA TOoU KABe neAdtn €vioxUel TO POAO MOU €XOUV Ol MPOCWIKEG NWANCEIG. Me Tig
NPOCWIKEG NWANCELG UNAPXEL N APECOTNTA TWYV OXECEWYV ayopaotn-nwAntn. H nAnpogdpnaon yia
e€e1b1keupEveG 1610TNTEG TOU NPOIOVTOG, N avantugn Kat unootnpi§n Twv Tuxov dleukpivioewy navw
0Ta XAPAKTNPLOTIKA TOU MPOoidvIog Kal N KAAUWN €€ATOHIKEUPEVWV aVAYKWY TwV BIOPNXAVIKWY
nelatwv eivat €@iktd povo Odlapéoou Twv nNpoownikwy NwAnoewyv. AvapgiBoAa, Kpioihog
napdyoviag otnv enituxia tou BlopnxavikoU HApKeTvyK eival n avanwu§n kat n datnpnon
Hakpoxpoviag Kat agoiBaiag enw@ehols oxéong Petal ayopaotn Kat NwAntn.

9.10 ZInpaviikotnta T0U 0WOTOU OXESIAOHOU TOU PElYHATOG HAPKETIVYK

Kavéva npoidv kal kapia unnpeaia dev pnopei va diakivnBei anoteAeopatikd otnv ayopd, av dev
éxel oxeblaotel owotd kANolo anod autd ta OToIXela TOU PEIYHATOG HAPKETIVYK, KaBWwG Petagu twv
TE00APWV AUTWV OTOoIXElwV undpxel loxuph aAnAenibpaon.

Ma napadetypa, n notétnta tou npoioviog kabopilel oc Peyadho Babuod 1o KGOTOG NApaAywyng Tou.
Av n enixeipnon ano@aocioel va BeATiwoel tnv NoldTnta ToU NPoidviog, T0 KOOTOG Napaywyng Tou
niBavotata Ba aufnBei. Autd Ba €xel WG aUTOPATN CUVENELD TNV Avanpoadppoyn TG TIUAG Tou
npoiovtog av n enixeipnon embupei va diatnpnoet 1o iblo nepilBwplo Metktol Képdoug.

Ytnv ibla Aoyikn, €av n enixeipnon anogagciost va disupUvel Th Stavopn tou npoidviog, Ba npénel
va To tonoBetnoel oe NePLOcOteEPa, MeYaAUTEpa N onpavtikdtepa onpeia nwAnong Auto
oUVENAYETal TNV aUENon Tou KOOToUG S1avoung Tou NPoidvToG.

Avapepopevol ato epyaleio npowOnong, av n enixeipnon enBupel va KAVeL To NPOTIOV TNG EUPEWG
YVwoto otnv ayopd, Ba npénel va NnpooeAKUCEL To EVOLAPEPOV TWV UNOYNPIwV ayopactwy Kal va
TOUG NAPAKIVACEL va To ayopdocouv. Enopévwg Ba npénel va au€noel ta kovduAia Siapnpiong Kat
npowBnong nwAnocewv. Ma va pnopécel n enixeipnon va kKaAUWel 10 KOOTOG Kal Ti§ dandveg
npoBoAng kat npowBnong, n mBavdtepn cuvénela Ba eival n enixeipnon va au€noel TG TIHEG TNG
WOTE VA anokopioel éva kavonolnTike Képdog. AANAG, o€ pia té€tola andgacn, Ba npénet va
OUVEKTIPNBEL 0 avtaywvIiopog TNG ENIXEIPNONG Kal N AVEKTIKOTNTA TWV KATavaAwtwy oti§ au§noeig
TIHQV.

Oa npénel, enopévwg, autd ta téooepa epyaleia kat va aAAnloiUnootnpiovial kal va
ouvdpdpouv GUVOAIKG Of IO aVIAYwVIOTIKA NPoopopd otnv ayopd-otoxo NG enXeipnong pe
TETOL0 TPOMO WOTE:

e 10 [poidv va avtanokpivetal otg avaykeg, Ti§ eNBUPIEG, TIG aNAITNOEIG Kal TIG NPoadoKieg
TWV NEAATWY NG ENIXEipnong,

e n Tiyn Tou Npoidvtog va gival avtaywviotikn, va AapBavel undéyn tig eupUtePEG OUVONKEG
NG ayopdg Kal Tnv Ikavotnta Kat §1dBeon Twv NEAATWY va TNV NANPWaoouy,

e n Awavoun tou npoidviog va e€aopalilel Tnv npoofaon Twv NeAATWV 0Ta NPOIOVIA TNG
gnixeipnong, oe anodeKtd KOOTOG,

e n[lpowBnon Tou Npoidvtog va yivetal Ye ta katdAAnAa péoa, avdloya pe Ty ayopd-otoxo
nou n enixeipnon €xel eMAEEeL, o€ anodeKTo KOOTOG

Oa npénel, 6nAadn, va diapop@wbei éva 1oopponnuévo Peiypa HAPKETIVYK.
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< Iuvoyn >

Ot A&ttoupyieg TOU UAPKETIVYK OXETIKA HE TO Pelyda pdpketivyk ekivouv and tnv
aveUpeon, aloAdynon, eNthoyn Kal ayopd eKeivwy twv Npoidviwy nou Ba ynopéoel n
enixeipnon va epnopeutel pe enttuxia. Ot 1BlartepdTnteg TwV UNNpediwyv kabiotolv
avaykaia tnv Unap§n tplwv entnAéov otolxeiwv oto peiypa papketivyk (7P), ta onoia
eivat: ot AvBpwnot (People), n Aladikacia (Process) kat to MepiBdAov tng Enixeipnong
(Physical Evidence). TéAog, pe tnv oAokAnpwon tng PEAETNG Tou KePaAaiou eiote og
B€on va yvwpidete oplopéva and ta NAEOVEKTNHATA KAl OPIOKEVA AN TA PEIOVEKTAKATA
nou gp@avidovtal BAcel TwV OTPATNYIKWY NOU EMIAEYEL N EMIXE(pNON.

9.11 Epwtnoeig autoa§loAoynong eKNAatSEUTIKNG EVOTNTAG

1. BdAte o€ Aoyikn o€lpd Ta Nnapakdtw

A. Aagpnhpion B. Mpoiov
I’Ekntwon A. Ayopd-otéxog
E. EUpeon avunpoownou XT. Apxikn Tipn

2. Tpooblopiote nota anod ta napakdtw dev anotehoUv 161AITEPOTNTEG TWV BIOPNXAVIKWY NPOIOVTIWY
A. 0 npoadloptopdg Tou 0ykou NwAncewy ivat SUoKoAog
B. H Zhtnon yia ta Blopnxavika npoidvta eival napaywyog

I. H Zhtnon eival oxetika aveAaotikn Kal n {htnon toug dev ennpeddetal oe peydlo Babud and
TIG aAAQYEG TWV TIHWV.

A. AnguBuvovtal cuvnBwg o€ neploplopévo aplBud ayopaotwy
E. H diadikacia ayopdg twv Blopnxavikwy npoidviwy dev eival noAUNAokn
XT. EmAéyovtatl e opBoAoyika Kpttnpla

Z. Aev undpxel peyahn aMnAe€aptnon petafl Mapketvyk, MwAnoewv Kal twv Aoinwv
TUNPATWV TG enixeipnong

H. H npowBnon toug otnpiletal Kupiwg oTnv Npoownikn NwAnon
©. Ynapxet peyaAn aAnAe€dptnon petagl nwAntn Kal ayopaotn

3. H avantuén véwv npoidviwyv and tnv enixeipnon ekivdel poévo o6tav ta undpxovia npoiovia
apxidouv va €xouv NTWTIKEG NWANOEIG.

OXwotd O AdBog

4. To avwtepo Gplo TIUNG VoG Npoioviog kaBopiletat:
A. Ano tov avtaywviouo
B. And g aviAnyelg Tou KatavaAwTn yia tnv agia tou npoioviog
I. Ano 10 K6OTOG TOU NPOIGVTOG

A. Ano TIG 0IKOVOMIKEG OUVBNKEG Mou eNKpatoUv ato nepiBdilov
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Ava@opika pe tn dlavoun npoidviwy, nolot and toug napakdtw Heoddovieg npaypatonololv
EUNOPIKEG ouvalay£g yia Aoyaplaoud Tpitwy Evavil npopnbelag, ouvhBwg xwpig va ayopalouv
0TNV KAtoxn Toug Ta npoiovta;

A. OtAlavépnopot B. O1 xovbpéunopot
I. Otavunpdéownot A. Ot Blopnxavikoi 6lavopeig

Mpoabdlopiote nola anoé ta napakatw dev eival 6woTA OXEUKA e Toug evdldueooug otn Slavoun
TWV NPOIOVTWV.

A. Ot evdidpecol 6laBétouv eykataotaoelg kat Péoa nou GleukoAUvouv tn dlakivnon twv
npoiovIwv.

B. O1 evbidpeool yvwpilouv KaAUtepa tig ouvBnkeg Kal tig SuokoAieg diavopng

I. Ot evbiapeool enixelpnoewy eival andAuta agooiwpévol o€ 0Aa Ta Npoidvta nou dakivolv
A. Ouevdiapeoot H1aBétouv €e1BIKEUPEVEG YVWOELG Kal Nelpa

Mpooblopiote nota and ta napakdtw dev anoteAolv Bacika XapakINPIOTIKA TNG SIAPAHIONG WG
epyaAeio npowbnong

A. XtiCe1 eUkoAa BpaxunpoBeopn {htnon

B. Enttpénet peydAn ouxvétnta npoBoAng tou gnvupatog

I. Eivat apketd otoxeupévo Péco

A. Mapéxel tn buvatotnta Petddoong tou dlou Kat eEAeyxopevou PNvURATog o€ 6Aa Ta Kova
E. Enitpénel tnv ap@idpoun enikovwvia

XT. Mpoobidel aloniotia/coBfapdtnta/kUpog

O1 enixelpnoelg nou dpaotnplonololvial 0to e€aywyiko eunoplo nNpénetl ndvia va npooappolouv
10 OTOIXE(O TOU PElYHATOG HAPKETIVYK 0TV KABe xwpa dnou e€ayouv ta Npoidvia Toug.

OXwotd O AdBog

O1 ekBéoelg anoteAoUV NPoowpIvéEG Slopyavwoelg Pe otoxo T ouvunapEn npounBeutwy Kat
duvnTIKwV NEAATWV OUYKEKPIMEVNG EUNOPIKNG dpaotnpldtntag.

OXwotd O AdBog

Ot npowBnoelg nwAncewv otoxelouv otnv alfnon NwWANCEWV Kal EMNITUYXAVOUV AUEDQ,
eAeyxOpEevVa Kal YETpNOIKa anoteAéopata.

OXwotd O AdBog

Anavtnosig epwtnoswy autoa§loAéynong eKnatdeutikng evotntag
1-A/B/XT/E/AT, 2-E+Z, 3-A, 4-B, 5-T, 6-T, 7-A+E, 8-A, 9-%, 10-X
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10 O tpitos KOOHOS Kal ol avadudpeVves ayopeEs

< Ikonog >

YKonog tou Kepalaiou givat n napouasiaon TG £vvolag TwWV XwPwWY ToU TPITou KOOHoU KabBwg Kal
Twv avadudpevwy ayopwv. Ma autég Ba avapepBolv BEpata oXeTIKA HE TIG TIPEG, TO EUNOPLO Kal
Tn 0taBepdTNTa TOUG.

< MNpocbokwpeva anoteAéopata »

‘Otav oAokAnpwoete th peA€Tn Tou Kepalaiou Ba eiote oe B€on va yvwpilete:
e Tnv é€vvola tng avaduodpevng ayopdg
e [loleg xwpeg anoteAouv ToV TpiTo KOGHO
e Th ox€on TIMAG Kal ayopwv

e AnoteAéopata Kat atéAElEG HETPWYV O€ AUTEG TIG AYOPEG

<’Evvoleg-KAelbia »
e Avabudpeveg ayopég
e Epnodpio
e ZATnon
o KaptéA
e [lpoogpopa

e JXtaBepdtnta
o Tiuég

e TpitogKOOHOG

10.1 O avadudopeveg ayopég

To €BvIKG Npoidv plag Xwpag XpNolPonoleital ouxva wg €va anod ta KPLThpLa yla v Katatagn tng
XWpag and NAeUPAg oIKoVOHIKNG avantuéng Kat Kat' enéktaon wg HEKTNG 0IKOVOUIKNG EUNPEPIQC.
To AEN 6pwg autd kaBautd dev onpaivel noAAG npaypata av dev xpnaoiponolnbel o€ axéon pe Tov
NANBUOKG TNG XWPAG MOU AVAPEPETAL. LTNV MPAYHATIKOTNTA XPNOIKoNoLETal To Kata KeQaAnv
€1006Nnpa Plag xwpag wg SeiKING 0IKOVOUIKAG eunPePiag TNG Xwpag autng. Enopévwg, ta upnAa
katd kepalnv elcodnpata anoteAouv evdei€eig upnAoU eninédou Napaywyng Kat Napaywylkotntag
o€ pia olkovopia kat ouvnBwg unodnAwvouv BlopnXavika aventuyHEVEG OIKOVOUIEG.

‘Onwg npokuntel Aotndv ano ta napandvw, JNopoUKE va XwPIOOUKE TIG OIKOVOMIEG TOU KOGHOU, e
KPLTNPLO TO KATd KEQAANV €10006npa, og 1€00eplG Bacikég katnyopieg: a) Tig olkovopieg xaunAou
elgodnpatog, otig onoieg nepthapPdvovral n Kiva, n Ivdia kat ot neploodtepeg XwpPEG TNG VOTIAG
Appikng. B) Tig xapnAoU €wg peoaiou €1l008NpPATOG OIKOVOUIEG, OTIG onoieg nepthapBdvovtal ot
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HIKPEG XwWpPEG TNG AdTVIKNG APEPIKAG Kal ol xwpeg Tng KapaiBikng, n Apyevtvia, n XiAn Kal ot
nepLoodTEPEG and TIG undloineg Xxwpeg Tng APptkng. y) Tig geoaiou €wg uywnAoU el0odnpatog
OlKOVOMIeG, ot onoieg nepth\apBavovtal ot NePLOCOTEPEG ANd TG HEYAAEG XWPES TNG AATIVIKNAG
Apeplkng, n Kopéa Kal ol OXeTIKA QTwxotepeg Xxwpeg NG Eupwnng. 8) Kal téAog TG uynAou
€100dNKaTog XWPEG, oTIG onoieg nepthapBavovtal ot NAOUGCIESG BIOPNXAVIKEG OIKOVOMIEG.

O1 tpelg Npwrteg Katnyopieg neptAapBdavouy Kupiwg Xwpeg nou Bpiokovtal ota npwta otadia tng
avantugng oe oxéon Ye TIG Ndn aventuypéveg Blopnxavikd xwpeg. Ot avantuoodpeveg, dSnAadn
XWPEG OMoU N OPN TWV OIKOVOMLWYV TOUG €ival onpavtikd dlapopetikn and auth twv nAouciwv
BlopNXavIKWV XwpwYV, Kat ol avadudpeveg, ol onoieg Bpiokovtal og HeTaBatiké oTdd10 OIKOVOUIKNAG
e€EMENG, anoteAoUV 10 aviikeipevo Tng peAétng pag.

Avabudpeveg ayop£g Aoinov eival autég nou dev €Xouv wPIPACEL AKOKA Kal NMou €I0EPX0OVTal TWPd
otnv enoxn tng Padikng KatavaAwong Kat Tou eKouyxpoviopou. Eival xwpeg pe npoodokieg kat
PNXEG XpNUaTayopEG Nou, eite €xouv peivel niow og avantugn yia Sidpopoug Adyoug (n.x. ol npwnv
KOMMOUVIOTIKEG XWPEG TNG Eupwnng) eite npoetoipadovial yia HEYAAES TOHEG OTIG OIKOVOUIEG TOUG.
H noAitikn aotdBela Kat ol atuxeig 0IKOVOUIKEG NOAITIKEG ouxva auvéBalav otnv enmdeivwon twv
npoPAnudtwy otg Xwpeg autég Kal énatav KaBoplotikd pOAo oTn PETEMELTA OIKOVOUIKA TOUG
e€eENEN.

YUu@wva pe tnv Maykdopia Tpdaneda, ot névie PeyaAUtepeg avadbudpeveg ayopég eival n Kiva, n
Ivbia, n Ivbovnaia, n Bpadihia kat n Pwaia. AAeG xwpeg nou Bewpouvtal eniong wg avadudpeveg
eival 1o Me€ikd, n Apyevtvn, n Notia Appikn kaBwg kat xwpeg tng KevipoavatoAikng kat Notiag
Eupwnng.

Ot xwpeg autég Bpiokovtal og éva Kpiolpo otadlo petdfaong, pe TiG teAeutaieg va PBpiokovtal o
KaAUTepn Katdotaon, Npaypatonolwviag avadlapBpwaoelg 0TI OIKOVOMIEG TOUG GUPPWVA HE TIG
YPOUHEG TNG ayopdg Kal npoopépoviag nAnBwpa euKkalplwyv oTo eundplo, TN petapopd
Texvoloyiag, kaBwg Kal otig Apeoeg EEveg enevoUoElg.

Fevikotepa, ol avadudpeveg ayopég eival yewypagika dieonappéveg, dlapoponolnpéveg petagu
TOUG WG NPog To 0tadlo tng avantu€ng Kal TNG OIKOVOUIKNG Toug pHeyéBuvong, €xouv 1Blaitepa
XAPAKTNPLOTIKA 0Tn Aettoupyia Toug, Slapopetikd eninedo pUBUIONG KAl 0pYAVWONG TWV ENOMTIKWY
apXwV Kal Tou Beapikou nAaiciou Toug.

10.2 AuTO Nou TIG KAVEL S1apOoPETIKES

Ot avaduopeveg ayopég Eexwpifouv Adyw tecodpwyv Bacikwyv xapaktnplotikwy. MNMpwrtov, ival
NeEPIPEPEIAKEG UNePOUVAEIG PE HEYAAo NANBUOO, pe peydAeg BAoelg NOpwV Kal HEYAAEG aYOPEG.
H enttuxia ToUG WG OIKOVOUIWY HMNOPEL VA TOVWOEL TNV OIKOVOUIKN avantuén Twv Xwpwv nou
Bpiokovtal yUpw toug, aAAa pnopei va oupPel Kal to avtiBeto o€ nepintwaon Upeong. AeUtepoy,
eival petafatikég olkovopieg Kal uloBeToUv NOMTIKEG avoIXTwy BUPWV Yia va aVTIKATAOTAGOUV TIG
NoAITIKEG Tou NapeABOVTOG ol oMoieg oTépnoav TNV OIKOVOMIKN Toug avdantuén. Tpitov, eivatl ol
TaxUTEPA OTO KOOHO AVANTUOOOKEVEG OIKOVOUiEG oUpBAlovTag og peydlo Babuod atnv EKPNKTIKN
avantugn tou epgnopiou otov KOoPo. Evdelktikd, péxpt to 2020 to pepidlo twv névie peyalltepwy
avadudpevwy ayopwv otnv naykoopla napaywyn Ba dinAactaotei oe 16,1% and 7,8% 1o 1992.
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Tétaptov, nmpwrtaywviotouv otn dieBvh noAtikn oknvh endlwkovtag AUCEIS O KOIVWVIKA
{ntnpata, aAAd Kal éva PeyaAUuTePO KOPUATL TNG NAYKOOMLIAG OIKOVOMIKNG Nitag.

10.3 MBavég attieg Snploupyiag Twv avaduopevwy ayopwv

H anotuxia tou Kpdtoug yia olkovopikn avantu§n. Auth n anotuxia opeiletal oTig ATUXEIG
OIKOVOUIKEG MOAMTIKEG Kal OTIG TEPACTIEG APVNTIKEG NIECELG OTIG XWPEG AUTEG, e anoTéAEOUA TO
KPAToG va Wnv pnopei va dleukoAUVEL TNV OIKOVOUIKA avantugn Katd PAKOG TNG YPARHNG TNG
naykooplag olkovopiag.

H avaykn yia enevéuoeig kepalaiou. To Mo oNPavTikG OTOIXEIO Yia TIG avadudpEeVeC ayopEg eival
n avaykn Ttoug va enevblouv. Evioutolg, o napadoolakdg davelopog tou dnpociou yia
xpnpatodotnon tng avdntu€ng toug dev enapkouce yla va tpo@odothoel tnv avantu§lakn
diadikacia. 1o napeABav ol KUBEPVNOEIG TWV XWPWV auTwv eixav davelotel, €ite and ePnopIkES
1pdnedeg eite ano Eéveg kuBepvnoelg Kat noAupepeic davelotég, 6nwg 1o ANT Kkat n Maykoopia
Tpaneda. Auto €ixe ouxva wg anotéAeopa tn Baptd UNEPPOPTWON TOU XPEOUC KAl OTN CUVEXELD TN
dnutoupyia coBapwv olkovopikwy avicopponiwy. Ot emddoelg NoAAwY Xxwpwv KatadeikvUouy tnv
aduvapia va diaxelpiotolv owotd Kat anoteAeopatikd ta davelakd kepdAaia yia tn othptn Tng
OIKOVOMIKNG TOUG avantuéng. Ltn ouvéxeld, onwg Ba 6oUpe napakdtw, ol avaduopeveg ayopEg,
e€attiag twv pn Ikavonointikwy anoteAeopdtwy tou dnpdotou davelopou, dpxioav va otnpidovtal
oTI¢ enevOUOEIG PETOXIKOU KEPAAQioU w¢ HEGOU Xpnpatoddtnong.

10.4 O napayovteg nou TG euvonoav

Apketol ATav ol Napdyovieg nou euvonoav TG avabudpEeVEG XWPEG Ta nponyoUpeva xpovia. H
uwnAn peuototnta otig Siebveig ayopég, n ouvexi{opevn avantu€n tng Nnaykooplag olkovopiag, n
avodog tng TipNng Tou netpelaiou (kaBwG APKETEG an’ AUTEG TIG XWPEG NAPAYouV NeTPEAAlD), N KAAN
HOKPOOIKOVOUIKN KATAoTAon TwV NEPLOCOTEPWYV Kpatwy, €10IKA o oxéon Pe Tnv nponyoUpevn
nepiodo avodou twv enitokiwy (1994), ot EAKUCTIKEG anoTiPNoelg, N au§npévn 81dBean avaAnyng
KivoUvou ano 61ebveig enevOUTEG Kal N OTPOPN APEPIKAVIKWVY ENEVOUTIKWY KEPaAAaiwy Npog TIg
d1eBveig ayopég, anotedoUv oplopévoug and autoug.

YUMQWVa Pe Toug avaAutég, n loxupn Kal otaBepn avantuén twv avadudpevwy ayopwv o€
0AOKANpPO TOV KOOWO, o€ ouvdUAOUO e Ta MAEOVEKTAHATA MOU anoppEéouv and ta dSnpoypaika
TOUG XaPAKTINPIOTIKA, KaB1oTouv TIG ayopEG auTtéG 0taBepd eAKUOTIKN eMAOYN.

10.5 MpowBnon npoiovrog (promotion)
Oplopog npowbnong

(¢ «npowBnan npoidvtog» opidetal n diadikacia StapépPwong Kal HETAd00Ng HNVUPATWYV LIE Ta
onoia pia enixeipnon emikolvwvel pPe tnv ayopd-otoxo otnv onoia aneuBlvetal, Ye otdxo va
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dieyeipel To ayopaotikd evdiapépov, va Slapoppwaoel BETIKN g1KOVA Yla TO NPOoIoV Kal Th JApKa Kal
HE aNwWTEPO OKOMO TNV ayopd Kal Tnv motétnta.

Ta epyaleia npowBnong (peiypa npowbnong)

Ta Baoikd epyaleia npowBnaong eival n dla@npion, ol SnPdoleg 0XE0eLG, N NPowBnaon NWANCEWY,
10 Gueao (direct) HAPKETIVYK Kal N NPoowikh NwAnon, Ta onoia anotehoUv 1o Weiypa npowbnong
(promotion mix). AkoAouBoUv cuvontikd ol optopoi Twv névie epyaleiwv npowbnong:

| OtroiadnTroTe, TTANPWHEVN aTTé
Alarpion AVAYVWPICIHO Popid, HoP@ aTTPOCWITNG
u mTpoBoAng ota MME
ANpOOIES | Mn wmAnpwpévn dnuooidTnTa, XTidel
Se/ O £1KOVA Kal PN, dnMIoUpyEi Kal SiaTnpEi
X S KOAEC OXECEIG UE TA KOIVA EVOIAQEPOVTOS
. - Bpayuxpovia Kivntpa pe oTéxo va
I'II_IpOJ(’J\J'Br]crEIg | TTAPAKIVAOOUV TNV AMECN ayopd £vog
OATIGSIVEILE Y TTPOIOVTOG
= ; LN[Am eubeia ovwvia i
G ETMIKOIVWVIa Kal TTpoBoAn o€
Dlﬁg:é;mzco) 7> SUVNTIKOUG TTEAATEG NEOCW TNG XPHONG
9 TV Baoewv SeSopévv
. | MPOCWITIKA ETTIKOIVWVIA HUE TNV OTTOIA O
HQimeKn TTWANTAG evToTTidEl KOl TTpooTTaBEl va
wAnan IKAVOTTOIROEI TIG AVAYKES TOU TIEAGTN

Oplopoi Twv epyaleiwv npowbnong

H enixeipnon npénel va ouvdudadel NpooekTika Kal NoAAANAAclaoTiKd ta S1aQopeTIKA KavaAla
ENIKOIVWVIag, WoTe va PETadWOoEl £€Va GUYKEKPIUEVO, OAPEC, OHOLOYEVEG KAl NEICTIKO HAVUHA
yla ta npoiovra.

Mapketivyk Kotvwvikng Aiktiwong (Social Media Marketing)

To Mdpketivyk Kotvwvikng Aiktuwong n Social Media Marketing agopd onotadnnote npofoAn oe
Kolvwvika Oiktua (Facebook, Twitter k.a.) kai avagépetat otn Swadikacia augnong ng
ENOKEYIPOTNTAG Hlag totooeAidag n otnv npowbnon tng 10T00eAidag PEOW TWV KOIVWVIKWY
SiktUwv.

To Social Media Marketing Baciletal oto cuvduaop6 noAwv dlagopetikwy Tdoswy, ONwg:

e H aneuBeiag, aveunddiotn kat ap@idpopn enikolvwvia avayeoa o€ etaipeieg Kal NEAATEC,
Xwpig evdlapeooug

e H aneubBeiag, aveunodiotn kat appidpopn enikolvwvia avapeoa o NEAATEG Kal NEAATEG
e H evioxuon tng pwvng tou iblou tou neAatn, péoa and ta Social Media

e H avdykn yla auBeviikég LoTopieg nou €xouv evBlapEépov Kat ikavonolouv avBpwniveg
avAyKeg
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Mpootacia Twv npoownikwyv dedopévwyv ota social media

Avap@iBoAa, ta social media anoteloUv pia véa Hoppn enikolvwviag, dlaitepa avdyeoa otoug
véoug. Tautdxpova dpwg npoadidouv Kat pia kawvoupla didotacn otnv évvola ToU «NPoCwnikou
Xwpou», dnploupywviag cofapég avnouxieg ya napapiaon tng ISIWTIKATNTAG TWV XPNOTWY TOUG,
TwvV onoiwv ta npocwnika dedopéva Snpoactonolouvtatl oto Htadiktuo Ye Npwtopavn Tpdno.

To B€pa autoé anaoxoAei g Apxég Mpootaciag Aedopévwy tng Eupwnaikng’Evwong. To Maptio tou
2008 n AieBvng Opada yia tnv Mpootacia twv Mpoownikwy Agdopévwy ot TNAENIKOWVWVIEG
(IWGDPT) £€£6woag €va €yypapo oUOTATEWY YId TIG UNNPETIEG KOIVWVIKNG SikTUwang. To £yypago,
otn OlapdpPwWon NG onoiag CUPPETEIXE evepywq Kat n eAAnvikh Apxn, aneuBuvetal otoug
NapOXxoug Kal 0ToUG XPNOTEG TWV UNNPECIWV autwv. Evoelktika, kdnola pétpa nou npoteivoviat
npog toug napdxoug neptAaufavouy:

e Tn&lapavn kat AP NANPOPOPNCN TWV XPNOTWV OXETIKA PE TNV eNegepyacia Kat tn xphon
TWV NPOCWNIKWY Toug SedopEVwv.
e Tnv napoxn duvatotntag eEAéyxou Twv NPOQIA Twv XpnoTwv and Toug idloug Toug XpPNOoTEG.

e Tnv evepyonoinon pnxaviopwv yla tn dlaxeipion napandvov.

Ot Snpdoleg oxéoelg

Qg «dnpoaieg oxéoelg» opidetal n avantu§n Kahwv oxéoewv He TG diapopeg opadeg neAatwy Tng
etaipeiag péow g eniteung Betikng dnpootdtntag, TnG SlAPOPPWONG HIAG KAANG ETAIPIKAG
€lkdvag Kat tng daxeipiong n didyeuong apvntikwy d1addoewy, 1TOPLWY N YEYOVOTWV.

Ta Paocikdtepa epyaleia nou xpnolgonotouvial ot OnPOOIEG ox€oelg napouctalovial oTo
napakatw Slaypapya:

Etaipikn Tautétnta j

Xopnyies

ExBéocis Kal Zuvedpia

BaoiKka epyadeia
Anpooiwv Ixéoswv

Events / Happenings

Etaipikn Koivwvikn EuBuvn

Yuvevieu€els TUnou

AsAtia TOnou - Anpooidtnta

rﬂ/‘ﬁfﬁﬂir—ﬂr‘ﬁ
N N N S N S N R
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0 e§wteplkOG NWANTAG NPENEL va Katéxel TIG Baoikég yvwoelg Slopydvwong ekBéoswv Kat
ouvedpiwv Kabwg autég anotelolv e€alpeTIKEG NNyEG aveUpeang, NPoogyylong Kat dlatnpnong
neEAATWV.

Ot npowBnosI NwANCEWV

(¢ «npowBnaoelg nwAnoewv» opidovtal ta BpaxunpoBeapa kivntpa nou evBappuvouv tnv ayopd n
™ HoKIPN €VAG NPoidviog h plag unnpeoiag. ApopoUv evépyeleg neploplopévng dldpkelag, nou
NPOCPEPOUV OUYKEKPIPEVO KivnTpo dueong ayopdg (n.x. ékntwon, 1+1 dwpo) Npog 10 Kowvo-
otoxo. Ot npowBnoelg NwAnoewv atoxeUouv ekaBapa otnv au§non NWANCEWY Kal ENTUYXAVOUV
dueoa, eAeyxOpeva Kal YETPNOIPa anoteAéopata.

To apeoo (direct) papketivyk

Qg «dpeco PAPKETIVYK» opidetal n APeECN EMIKOWVWVIA PE NPOOEKTIKA EMAEYHUEVOUG HEPOVWHEVOUG
KatavaAwtég, n onoia anookonei otn dnploupyia Aueong avianokplong Kal otnv KaAAiépyela
HOKPOXPOVIWY OXECEWV HE TOUG NEAdTEG. ZUMPwva pe To IDM (Ilvoutouto Direct Marketing — UK),
dueco HAPKETIVYK €lval «n opyavwpévn Kataypagn, avaluon kat napakoAouBnon 1ng
OUMNEPLPOPAG TWV KATAVAAWTWY, HE 0TAXO0 TNV AVANTUEN OXECIOKWY OTPATNYIKWY HAPKETIVYK».

To dueco WAPKETIVYK avagépetal oe cuotnpata marketing nou Bacifovial otnv Kataypapn
NPOCWIIKWY OTOIXEIWV TwWV NEAATWV Kal Yl TNV Epappoyn Tou ivat anapaitntn n avantuén kat n
xpnon Bdong 6edopévwy nehatwy (yI' autd ouxva npoadlopiletal kal wg Data base marketing).

H npoownikn nwAnon

Q¢ «npoownikh NnwAnon» opiletal n Npoéowno Pe NPOCWO NApouaiacn NG ENIXEipnong Kat Twv
npPoidvVIwY TNG and 1o TUNPA NWANCEWV TNG €Talpeiag o€ NeAATEG N v SUVANEL NEAJTEG, Ye oKoMnd
Tn dnploupyia NwANoewv Kat tnv avantu€n NeEAATEIOKWY OXECEWV.

0 Baolkdg 0t6x0G OAwV Twv evepyelwv Npowbnong €ival va NANpo@opnoouV N va neicouv Toug
KatavaAwTég va ayopdoouv éva npoidv N pia unnpeoia, h anAwg va unevBupioouv tnv napouaia
TOUG oTnV ayopd. Qotdoo, OTIG NEPIOOOTEPEG MEPINTWOELG OEV UNAPXEL H1AaNPOCWIKA EMKOIVWVI
petafu nwAnth Kail neAdtn. AvtiBeta, n npoownikn nwAnon pnopei va kavel 6Aa autd péoa ano tnv
NPOCWIIKNA ENAPN TOU NWANTA Kal Tou NeAatn. Ltn SidpKela autng Tng enagng, o NWANTAG PNopel
va NPooappooel Ta UNVURATd Tou oUPQWVa HE TIG AVAYKEG TOU OUYKEKPIPEVOU MEAATN MouU €XEl
anévavti tou. " autd, n Nnpoownikn NWANCN anoTeAEl To N0 XPNOIUO €pyaleio PIag enixeipnaong
otav:

e naia evog npoidvtog PeyaAwvel,

e 10 npoiodv ikavonolei e€eldikeupévn avaykn Kal xpeldletal ouvepyaaoia NwANTA — ayopaotn
(n.x. nwAnon atpikoU e€onAlopoU),

e nnoAunAokdtnta tou Npoidvtog au€averal,

e ol NwANTEG AsttoupyoUv w¢ BonBoi Kal cupBouAol oToug NEAATEG.
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10.6 BRICs

Ta teleutaia xpdvia dapoppwvetal €va véo 6leBvég enevdutikd tonio. I6waitepo evdiapépov
napouatalouv ot xwpeg BRIC. H ovopacia “BRIC” npoépxetal and ta apxikd Aativikd ypdupata twv
xwpwv: Bpadikia, Pwoaia, Ivdia kat Kiva. Ot téooepig autég xwpeg anotehoUv TepAoTieG ayopEG Kal
yvwpidouv taxutatoug puBpoUg avantuéng. AlekdikoUv €va Sleupupévo pOAo OTIG EMOUEVEG
dekaetieg, pIAodogwvtag va anoteAéoouy TIG VEEG «OIKOVOMIKEG UNEPOUVANELG» TOoU MAQVATN Hag.

Ta teAeutaia 10 xpdvia ot kepaAatayopég Twv xwpwv BRIC éxouv e§aopaliost unepdinAdoia péon
€TNola anddoon anod autég Twv avenTUYHEVWY XwPwV. XapaKINPLoTIKOG gival 0 Napakdtw nivakag
HE TN OUYKPLON TPLWV PETOXIKWY OEIKTWV.

LUYKEKPIYEVQ:

‘Exouv otaBepotnta oe noAitiko eninedo

AwaBétouv peydAa anoBépata QUOIKWY NOPWV

e 'Exouv Betikd pakpoolKovopiKa eyEBn

e BeAtiwvouv ouvexwg tnv niotoAnntikn a§loAdynon toug

e Enwegelouvtal ané tnv ekpnktikn avantuén tou diebvoug epnopiou

e AneAeuBepwvouv Kal eKauyxpovi{ouv TIG OIKOVOUIEG TOUG

e Eival anodékteg tou 75% twv enevbloewy oe avadudpeveg ayopég

e AnotehoUv TOV NPoOPIOMO €MAOYNG Yia TIG neploodtepeg Oi1ebveiq etaipeieg, ol onoieg

KATEXOUV NYETIKEG BE0EIG NAYKOOUIWG.

Auth tn ottypun ot xwpeg Tou BRIC anotehoUv to 40% tou naykoopiou nAnBucpoU Kal NePLOcOTEPO
ano 1o 10% tou naykocopiou AEM.

10.7 Epwtnocig autoa§loAoynong eKNAatSEUTIKNG EVOTNTAG

1. To €Bvikd Npoidv Hlag Xwpag XpNoldonoleital cuxva wg €va and ta KpItnpla yla tnv katdtagn ng
XWpag and NnAeupdag oIKoVoUIKNG avantuéng Kal Kat' enéktacn wg S€iKTNG 0IKOVOUIKNG EUNUEPIAG.
OXwotd O AdBog

2.  Mekpitnpio to AEM éxoupe Tig Katnyopieg, xapnAoU, xaunAoU éwg Jeoaiou, Peoaiou €wg uynAou
KatuynAou.

OXwotd O AdBog

3. 'Otav pia xwpa daveiletat anod 1o e€wtepiko, Nouldsl opoAoya oe EEvoug enevOUTEG, Yia KAMoLo
EYXWPL0 ENEVOUTIKO 0XEBILO.

OXwotd O AdBog

4, Méxpl oTyHNG TIG UYnAGTEPEG ToNoBeTNOEIG IBlWTIKWY KePalaiwv €xel bextel n Bpadihia.
OXZwotd O Adbog
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To follow up unmoynEuwyv, UPIOTAPEVWY Kal NAAAIOTEPWY UMOYN@IWY NEAATWV MPEMEL vd
evowpatwbei otn poutiva kaBe kahoU NwANTA.

O XZwoto O AdbBog

H anodotikdtnta twv Eévawv enevbuoswy otnv Kiva dev e€aptdtal and tn Sidpkela Asttoupyiag piag
€évng etaipeiag.

O XZwoto O AdbBog

H Bpadikia ival n tétaptn peyaAUTtepn Xwpa NAPAywyng EUNOPIKWYV AEPOCKAPV.
O XZwoto O AdbBog

H Mdoxa kat n neppépeld tng katéxouv 1o 80% tou cuvoAou twv AZE.
O XZwoto O AdbBog

‘Ewg 10 2005 twv oUvolo tTwv kepalaiwv nou épuyav anod tn Pwaia avépxovtav o $13,3 616.

O Iwoto O AdbBog

Mapd 1o KOOTOG TOUG, Ol ENIXEIPNOELG NPENEL NAvta va dilatnpoUv uWnAd anoBépata acpaleiag yia
va avudetwnioouv at§non tng ZAtnong n KIVAGELG TOU avIaywVIoHOU.

O Iwoto O AdbBog

Anavinoeig epwTnoewy autoa§loAdynong eKnaldeutikng evotntag
1-%, 2-A, 3-%, 4-A, 5-L, 6-L, 7-, 8-A\, 9-A, 10-A
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11 AnoteAsopauKn Siaxeipion napanovwy

< Ikonog >

YKONOG TNG OUYKEKPIUEVNG BIBAKTIKAG evATNTAG €ival va KATavonoel 0 eKNadeUOPEVOG TIG EVVOIEG
NG anoteAeopatikng dlaxeipiong napandvwy, ol onoieg pnopoUv va odnynoouv oe opbn
NEAATOKEVIPIKA KOoUAToUpa. EminAéov, okomdg eivat n napoxn otoug eKNAdEUOPEVOUG NG
TEXVOYVWOIaG OXETIKA PE TNV anoTeAeoHATIKN Slaxelplon Kal avTIHETWNION TwV NAapanévwy twv
duoapeatnpévwy NeAatwy, e 0Toxo TNV alnon TnG NIOTATNTAG Kal TNG IKAvonoinong Toug yia va
ayopdoouv Eavd.

< MNpocbokwpeva anoteAéopata »

‘Otav Ba éxete 0AoKANPWOEL TN PEAETN TNG OUYKEKPIUMEVNG BIBAKTIKNG evotntag Ba giote og B€on va
yvwpilete:

e Dfpata oxetka pe tnv e€unnpétnon Kat tnv Ikavonoinon NeEAATwWY,

e Bfpata napanovwy Kat Sucap€oKelag Nou PNopEl va Napouctdcel o NeAATNG,

e 10 ouothyata dlaxeiplong napandvowy.

<’Evvoleg-kAeLbia >
e Efunnpétnon
e |kavonoinon
e [lapdnova
e Aucapéokela

e [lehatokevipikn KouAtoUpa

11.1 E§unnpétnon Kai tkavonoinon neAatwv

H e€unnpétnon neAatwv €ival cUVWVUPN PE TNV IKavonoinon Twv npoadoKiwv Toug, Yéoa o€
OUYKEKPIKEVA Opla Kal 0UalaoTiKa «npoaBétel onpavtikn afia» otnv egnelpia Tou neAdtn. MNa tnv
akpiPela, ol anarthoelg Twv nedatwy eivat Baoika npoodokieg ol onoieg epdoov IkavonoinBoulv oe
OUYKeKpIHEVO BaBuo Slapoppuwvouv avtiotoixa Kat o eninedo tng Aappavopevng e§unnpétnong.
IXNUATIKG auto aneikovidetal wg e€NG:

, ZUyKpion 5
Bqu'os » anoteAéopatos pe » sﬁuI::Bg::gns
IKavonoinons npooGokies p

MPOKEIWEVOU Ol EMIXEIPNOELG VO KATAQEPOUV va €EUNNPETNOOUV EMITUXWG TOUG NEAATEG TOUG,
apxtka npénet va npofouv atn didyvwaon tou cuvOAOU TwV NPOCHOKIWY AUTWVY Kal Kat' €NéKtacn
otnv kavonoinon toug. ‘000 Mo IKavonoINTIKNA €ivat n Npoo@epduevn unnpecia n 1o dlabéaipo
npoidv 1000 NePLOGOTEPO IKavonotoUvtal ol NPoadokieg Tou ekAaTote NeAdTN.
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11.2 'E§\ ouc1de1g napayovieg yia tnv e§unnpéTnon Twv NeEAatwyv

H «kaAn e€unnpétnonx» eival unokelpevikn évvola. Autdé nou kavonolel évav dvBpwno Ba
pnopoloe va apnoel kdnolov dMov avikavonointo. Av {nthoete and 6éka OlapopeTikolg
avBpwnoug va opioouv Tnv «kaAn e§unnp£tnon» Pnopei va ndpete 6éka dlagopeTikoUg oplopoUG.
Enopévwg, o akéAouBog KatdAoyog onpaviikwy napayoviwy dev eival andAutog, aANG ao@aiwg
avunpoowneUel €va NePIEKTIKO nAaiolo avagopdq. Oa eival e€alpetikd dUokolo va entUxete
pakponpoBeopa tnv Ikavonoinon Twv NeAatwv oag av dev ugiotavtal ta akéAouba:

e EnayyeApatikn 6e§otnta

e |kavotnteg avtipetwniong avBpwnwy

e Oetkn otdon

e Aiadikaoieg

e Enkowvwvia kat opadikn epyacia

e YUuvexng Pdbnon

Kat ot €€l napayovieg eival ouciwdelg yia tnv e€unnpétnon twv neAatwv. Av Aeinet €0Tw Kal €vag
ano autoug, n kaAn e€unnpétnon duoxepaiverat.

11.3 Ow npoodokieg TwV NneAATwV Hag

Eivat onpavtkdtato va avayvwpidoupe 0tt ot neAdteg oxebov navia €xouv npoodokieg nou dev
agopoUv AHEca To NPOIOV M TIG UNNPEGIEG ToU opyaviopoU pag. ‘Otav Bplokdpacte atn B€on tou
neAAtn, NEPIPEVOURE TO OUVEPYEIO va PNOPE( va ENIOKEUATEL TO AUTOKIVNTO Wag, To tagidliwtikd
ypageio va yvwpilel Tnv Nio 0IKOVOUIKN NTNON Yia ToV NPOOPIOHO Hag, 0 YlaTpdg va Jnopei va
dayvwoel noto ival 10 NPAPANPA pag, to katdotnya va €xel poUxa oto PEYEBOC pag, K.0.K.
MpoKeltal yia 1a «oToLXelwdn» n «dedopéva» tng e§unnpétnong.

Eniong, ouxva BéAoupe ta akdAouBa:

A&omotia. Otav sipaote nehdteg, BAoupe ol eNIXelpNoelg Kat autoi nou epyadovtal yU' autég
va tnpoUv 6oa undoxovial, AoXETa av NPOKELTAl yia NPOoidVIa CUYKEKPIYEVNG NoldTNTAg N yia
ouvénela o€ pavieBou n napadooelg.

Taxutnta avranoékpiong. (¢ neAdteg dev eipacte nAéov GlateBelyévol va NePIUEVOUNE
UMOMOVETIKA £€w¢ 0Tou BoAéwel autoUg TouG 0noioug MANPWVOULE va Jag Napaoxouv Npoiovia
N UNNPEGIEG.

YnoAnyn. (¢ neAdteg aioBavopaote nio dveta 6tav ouvaAAaooOUaoTE e EMIXEIPNOELG MOU hdN
yvwpi{oupe Kal EPNIOTEVOHPACTE N NOU €XOUV KaAN gnpn.

®povtidba. Mag apéosl va ouvaA\aooOMaOTE MeE €KEIVOUG MOU HAG MPOCEXOUV Kal Hag
avTIPETWNI{OUV WG ONPAVTIKOUG NEAATEG.

Ot npoaodokieg Twv neAatwyv pnopolv va NnpoKUYouv ano:
e [lpoownikég avaykeg (Personal needs), nAadn ouykekpIPEVEG NPOOWNIKEG AVAYKEG TOU
kaBevoc.

e Enwoivwvia kat nAnpo@opieg nou npoépxovtat and giloug kat yvwatoug (Word of mouth),
&nAabdn enippon and enpn/eikdva and tpitoud.
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e [lponyoUpevn eunelpia (Past experience), SnAadn napeABoviikEG EPNEPIEG OXETIKA PE TNV
(Kavonoinon napopolwy avaykwy and epdg n anod QiAtka/ouyyevikd npdowna.

e Emkowwvia andé tnv dla tnv enixeipnon nou napéxel TG unnpeoieg (External
communications to consumers).

Bdoel Twv napandavw napayoviwy, ol nio ouvnBiopéveg Nnpoodokieg Twv neAatwy Ynopouy va givat
ol Napakatw:

e [pnhyopn, anoteAeopatikn Kat NPooeKTIKN eEunnpétnon
e [lpoidvta uPnAng NOLOTNTAG OE AVIAYWVIOTIKA TIPN

o  OIAKO Kal eEUNNPETIKO NPOCWNIKO

e ‘Apeon avianokplon ota arthyata

e Exknadeupévo npoownikd

e Enapkég andBepa

e KaBapiotnta otoug XWpPoug TwV KATtaotnPAtwy

e EUkoAn nAonhynon oto website Tou kKataothpatog

To npoil twv Sucapeotnpévwyv neAatwyv

Baolkdg napdyovtag anoteAel n NpoownikoTNTa Kal 10 HOPPwTIKO €ninedo twv neAatwv. Ot
avtibpdoelg unokewvtal o€ 3 KAtnyopieg:

1. Autoi nou Ba napanoveBouv aneubeiag otnv enixeipnon

2. Autol nou Ba ekppdoouv 10 Napdnovo Toug o€ Tpitoug Kal Ba otapathoouv va pag
npotihouv (kat oUte pnaivouv otov K6no va napanoveBoulv atnv enixeipnon)

3. Autoi nou Ba akoAouBnoouv vopikég Sladikaoieg h katayyeAieg ato diadiktuo

Katnyopieg kat tunot ucapeotnpévwy neAatwv

«Ekppactég» (Voicers). Oswpeital wg n nAéov eniBupntn opdada, apol Ba napanovebei atnv
enixeipnon yia kKAt nou tnv evoxAnoe. Ot neAdteg autoi divouv atnv €taipeia T eukalpia va KAvel
dlopBwrtikég Kivnoelg kal va BeAtiwBel. Tnv iGla ottyun, ano@eUyouv va JIAnoouv o€ aAAoug yia tnv
doxnpn eunelpia toug, Toulaxiotov péxpl va douv nwg Ba dieuBetnBei to NpoBAnpd toug.

«MaBntikoi» (Passives). Mpokeital yia tnv nio Yikpn anod Tig téooepig opadeg. Ot neAdteg autoli,
E0WOTPEPEIC K PUOEWG N eNeldn Sev Exouv AANAN evaAllakTikn, ev napanovouvral, eVw Wnopei va
ouvexioouv yla kdnolo 8idotnpa, (0wg PéExpL tnv enduevn «otpafn» —ondte pnopei Kat va
«detanndnoouv» og AGAAN opdada—, va katavaAwvouv Ta npoidévia tng enixeipnong. Eniong, dev
HETaPEpouV TNV apvntikn npodidBeon toug oe tpitoug, Ki €tol 6ev PAANTouV TN PAWN TOU
npopnBeutn.

«Oupwpévol» (Irates). Mpodkeital iowg yia tnv nio enikivéuvn kat nio noAunAnBn opdda. Luvnbwg
dev napanoviolvtal otov npopnBeutn, anAwg otapatolv va ayopdlouv ta Mpoiévia Tou, EVW
ekppalouv Tn duoapéokeld toug oe Tpitoug (PIAOUG, YVWOTOUG, OUYYEVEIG, HEOA KOWVWVIKNG
diktuwong). Autoi ol neldteg dev Ba enotpéyouv favd, otepwvtag and tnv enixeipnon tn
duvatdtnta va toug kepbioel niow, aAAd Kal va pdbet yia noto Adyo €uyav.
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«Aktplotég» (Activists). H oudda autn pnopei und npounoBéoeig va e€eAixBei otnv nAéov
enkivbuvn, Kupiwg av napanovebei kal daniotwoel 6t dev undpxel Kayia avtandkpion. Ot
avBpwnol autoi cuvnBwg dev emdiwkouv anodnpiwaon aAAd ekdiknon, 6iadidovtag pe kabe tpdno
v évitovn duoapéokeld toug (n.x. pnoikotal, katayyeAieg oe epnuepideg, neplodika, blogs,
KOWVwVIKA diktua).

11.4 Ta napanova o€ pia enixeipnon

Mépa and toug yvwotoUg, nio cupBatikoUg tponoug Anyng napanovwy, 6nwg yia napddeiypa to
évtuno unofoAng napandvwyv Kat 1o NPoQopiké napdnovo, ot online KPITIKEG €XOUV AMOKTACEL
onpavtikn duvapn otn dadikacia enhoyng Eevodoxeiou yia toug enokénteg. Ot neplocdtepol
duvntikoi enokénteg xpnatponotoUv nNnyég online yia va evnpepwBolv yia 1o §evodoxeio Kat yia
GMoug QopeiG Tou TouplopoU Katd tn dadikacia AnYng and@aong yla KArolov TOUPLOTIKO
NpoopPIoHO.

Ta ox6Awa Bewpouvtal pia a§loniotn nnyn NANPOQOPLWY Kat Ol TOUPIoTEG HNopoUV va oxnpaticouv
Hla KaAUtepn eikova yia tnv Eevodoxelakn povada, népa and tnv enionun otooeAida tou
Eevoboxeiou.

Téoo ta Betikd 600 Kal ta apvntikd oxdAla anotelolv ukalpia wote va eKivhoel Yia oudntnon,
OMou o €MNOKENTNG €ival 0UCLaoTIKA 0 dnploupydg TNG AAAG Kal 0 EPNVEUCTNG TNG ENIXE(pNONG yla
aAhayn otn vootponia tou Eevodoxeiou. Ynapxel, ouvenwg, n e§WTEPIKA anavinon oTo NPAyHatiko
0XO0Al0 evOG NeAATN, nou eivat éva Pévo pépog tng €é€unvng andkplong tou Eevodoxeiou otig online
KPITIKEG. H AAAN gival n ecwtepikn pdBnon Kal ta nepattépw PETpa nou AapPavel n enixeipnon yia
va BeATwoel TG Napexoeveg unnpeaieg ng. Ma va yivel katavonth n avdykn Kat tTwv duo tunwv
anavinoewy (EcwTePIKN Kal e€wTePIKN) anelkovidetal Napakatw wg HEPOG Tou KUKAOU andvinong
KPITIKNG (review response cycle).

npoobokKies
nedatwv

|

anavinoeis gpneipia
r - — r
§evoboxeiou e§unnpetnons
KPITIKN
nedatwv
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11.5 H ¢Uon kat ot TUnol TWV Napanovwyv

Yndpxouv neAdteg ot onoiot ekppadouv ta napdnova toug Kat neAdteg nou dev ta ekppadouv otnv
enixeipnon. ‘Otav évag NeAdTNg EKPPACEL GTNV eNiXeipnon To Napdnovo tou, n eNIXeipnon anoktd
ouclaotika pla deltepn eukaipia va kepdioel ek vEou TNV ePniotoolvn Tou NeAdTN N va Tn XAoEL
€ava ywa navta, avdloya pe tov tpono Slaxeiplong tou napanovou. AviiBeta, TG NEPIOCOTEPES
QopEg, €vag duoapeatnpévog nehatng dev Ba ekppdoel ta napdnova tou otnv enixeipnon aAAd Ba
10 eKPPAoeL o€ PiAoug, YVwWOToUG Kal YEVIKA 0ToV KUKAO ToU duopnpwvTag TNV Kal 0TEPWVTAG TNG
TNV eukalpia va enavopBwoel yia to AdBog tng. ‘Etol, n enixeipnon &ev €xel xdoel povo tov
avikavonointo neAdtn tng aA\d kat évav aplBud ev duvdapel neAatwy. Aucapeotnpévog NeAdTng
elval autdg nou ol Npoaodokieg Tou yia noAoUg kat diapopoug Adyoug dev eknAnpwBnkav. To 68%
Twv ducapeotnpévwy neAatwyv oPeiletal otnv Kakn eunnpétnon kat govo to 14% oxetidetal pe 10
npoBAnpatiké nNpoidv h unnpeaia.

lMa va napanoveBouv ol neAdteg Ba npénel va €xel yivel KAt nou autol BewpoUv NOAU CNUAVTIKO.
‘Evag noAU onpavtikog Aoyog yia va napanovedei o neAdtng eivat étav pével buoapeotnpévog and
kanolo npoidv nou Bewpei akpiBo. 0tav o neAdtng divel éva peydlo Nood yia va ayopacel KATL, EXEL
ouvnBwg Kal TG avaloyeg npoadokieg. Mnopel yia tnv enixeipnon 1o NPoiodv va eivat apketd gtnvo,
OMWG yta To NEAdTN 10 Nood auto va eival NoAU peydlo. Aev €xel onpacia av n enixeipnon Bewpel
T0 NPOIdv PNV, onpacia €xel Tt 0 neAdTng 1o Bewpel akp1Bo.

‘Eva akdpa otoixeio 1o onoio pnopei va wbnoel tov neAdtn va napanoveBei ival néco onpavtikd
elval To npoidv yia ekeivov. Kanota npoidvta eivat NoAU onpavtikd yla kanota dtopa Kat noAu
acnpavta yla kanota aAAa n yia tnv enixeipnon. ‘Otav o neAdtng xpelddetat KATL NOAU Kal AUECA Kal
dev 10 €xel, gival €évag noAU kahdg Adyog yia va napanoveBei. Eniong, 6tav o neAatng ayopddel éva
npoiov to onoio dev avranokpivetal otig npoodokieg tou, €xel kABe dikaiwpa va napanoveBel. Auto
pnopei va ogeiletal oe napanAnpo@dpnan n o napanAdvnon and kKanoto dlaPnUIoTIKG €vtuno.
Mnopei akopa o neAdtng va pnepdeutei avapeoa otig Suvatdtnteg napopolwy Npoidviwy tng idlag
NG ENIXEIPNONG.

Av évag nehdtng éxel napanoveBel oe pia enixeipnon nalaiotepa, 1o nio mbavo eival va pnv
napanoveBei ek véou otnv ibla enixeipnon akdpa kat va B€Ael, and eofo pnnwg tov nepdoouy yla
Kat' endyyeApa napanovoupevo.

Katnyoplonoinon napanévwv

Metd tn Adyn Kat tnv Kataypagn Vg
, y ’ YPag Ex b P N V5 ~
O0AwV Twv anapaitntwy B
’ ’ Avainitnon Apeon
I'I)\npO(pOple nou 0X€TIZOVTGI pE -:é Mdoewy AVTIHETWTLON
éva napdanovo akoAouBei n 2
tafivopunon pe Baon tov Babuod tng "; =
onoudaldTnTag Toug, Je oKono va =
’ ’ , | V] Avaln
SpopoloynBei n eniluon Toug. 9 ksl il
)
o XapnAn i
XapnAn YipniA

Inuaoctia yia tov MNelatn
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11.6 Avupstwnion napanovwyv

11.6.1 TUnot napanovoUHeVwWV NEAATWV

Yndpxouv Tpelg tUnol NeAatwyv 6cov agopd Ta napdanova: ol Napanovoudevol Kat' endyyeAua, ot
napanovoupevol €€ avaykng Kal ol Pn napanovoupevol. Ot napanovoUpevol Kat endyyeApa
anotehoUv YeydAo npoPAnpa yla TG enxelpnaoelg. To napanovo nou Ba Kdvouv agopd cuvnBwg
KAt aohyavto, To onoio npoanaBoUv va peyahonoinoouv. AutoU tou tdnou ot dvBpwnol, cuvnBwg
napanoviolvtal nNptv Kav ayopAaoouy, PE 0TOX0 va NETUXoUV KAAUTEPN TIPN N KaAnota npoo@opad. Ot
neploodtepeg enxelpnaoelg dev BENouv autoUg Toug NEAATEG.

Ot napanovoupevol €€ avaykng ivat autoi nou dev aioBavovtal dveta va napanoviouvtal Kat @’
auth tnv katnyopia avnkel éva peydho nooootd nelatwv. Otav napanoviolviar aioBavovial
doxnya Kal apgnxava Kat Tig NEPLoaotePeg Popeg dev EEpouv Nou va ansuBuvBouv. Ot eNIXEIPNOELG
npénel va apnvouv neplBwpta ya va napanoveBoulv ot neAdteg aAAd Ox1 1000 PeyaAa woTe va
neptAapPAavel Kat Toug NapanovoUpeVoUG Kat' endyyeApa.

Ot un napanovoupevol neAdteg dev eival neAdteg xwpig napdnova. Eival autoi o1 neAdteg nou av
kat 6ev ekppadouv to Napanovo Toug otnv enixeipnon, oiyoupa 1o ekPPalouv 0tov KUKAO TOUG.

Eival aAnBeta 611 ta kivntpa nou wboulv tov neAdtn, 6nwg Ba doUpe napakdtw, evog Eevodoxeiou
yla va napanoveBei eival nowkiAa. LUPQwva Pe Epeuva nou €ytve Nptv and Pepikda xpovia, ot tunot
napanovoUHEVWY ENIOKENTWY HNopoUV va KatnyoplonolnBouv Kal ot akoAouBeg 6 Katnyopieg.

0 neAatng pe Opuppatiopéva ovelpa (Customer with ruined dreams)

MpoKeltal yia ENOKENTN Nou oVEIPEUTNKE [ia TéAela epnelpia o€ évav téAelo npooplopd. Qotdoo ol
npoadokieg tou, 6nwg ouxvd cupPaivel, diayelotnkav. lowg 0 NPoopIoKAg Tou va Pnv Ntav TeAkd
1000 1éA€10G, (0wg T0 KAlpa va pnv ntav to katdAAnAo, iowg n Nthon va eixe kaBuotépnon Kat va
X@BnKav ol aNooKEeUEG ToU K.0.K. )G €K ToUTOU, 0 NEAATNG autdg Ba avuiAngBei 611 To 16aviko ta&idt
undpxel Yovo otn @aviacia tou, GlOXETEVOVIAC TNV AMOYONTEUCH TOU NApanovoUHeEvog, Yla
aonpavta cuvhBwg B€pata, oto Eevodoxeio.

O face-saver

O face-saver eivar ouvnBwg o neAdtng pe xapnAn autonenoiBnon, o onoiog MIOTEVEl OTI
unovopevdovtag toug aMoug (n.x. tTo unaAnAiké npoownikd) aveBaivel otnv undAnyn Ttoug.
Mapanoviétal 6uvatd waote va aKouoTel otoug YUpw Kal Bewpel 601l «Badoviag tov undAAnAo otn
B€on tou» Ba avayvwplotei 1o uPnAo eninedo tng eupuiag Tou.

O freebie-lover

O freebie-lover €xel éva pdvo kivntpo: e€oikovopnon xpnudtwy. Alapaptipetal Xxwpig npogavn
attia, npokelévou va anoondoel/upapnagel kdt, onwg ékntwon n avapabuion Béong. Eviote
anetlei 6t Ba «aveBdoe» apvnTkn KpItikn. Xdapn otnv avantu§n tng texvoAoyiag, pnopei, 6nwg kat
o face-saver, va evioniotel oxetika eUKoAQ.
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0 nadntikog-emBetikog (Passive-aggresive customer)

Mpokettal yia tov Mo enikivbuvo tuno duoapeotnuévou neAdtn, kabwg 6ev Ba napanovebei noté
oto Eevodoxeio. Mohovot pnopei va £Jnoe pia noAu doxnun epnelpia oto Eevodoxeio, napoAa autd
dev Ba net tinota. Otav dpwg entotpéyet otn Bdon tou Ba HIAACEL O€ TPITOUG (M.X. KAVOVTAG OXETIKEG
avaptnoelg ota social media n pe Tov napadoaoiakod 1pdno, anod otdpa o otdpa) yia tn ducdpeatn
epnelpia tou.

0 nwotd¢ neAatng (Loyal customer)

0 niotdg neAdtng napanoviétal yiati 0éAel va oag BAénouv va BeAtiwveote. Ayandsl 1o Eevodoxeio
n tnv aAuciba kat Bewpel 6T aokel enolkoSouNTIKN KpLTiKA 0tav dlaniotwoel 0t KAt dev €yive
owotd. Evag t€tolog neAdtng ouvnBwg yivetal gilog pe ta JéAN Tou NpoownikoU Kal anoAapBavel
Ta NpovALa Mou anoppE€ouv anod Tnv MototnTd Tou.

0 npaypatika tpaupatiopévog (The truly injured customer)

O npayuatikd Tpaupatiopévog eNokENTNG napanoviétal yla évav cofapd Adyo. To Kavel hpepa,
Aoyikd Kat euyevika. Aev pwvadel Kat 6ev eival eniBetikog. Katavoei 6Tt kaveig dev eival téAelog Kal
011 AdBn cupBaivouv navta. Aev éxel napaloyeg anartnoelg kat BéAel va Bpebei pia dikain Abon oto
npoBAnud tou.

11.7 Bnpata yia TNV avIPETWNION NAPANOVWY

E€etdote atopika n kal Ye tnv oddda oag pia Tunikn nepintwon napanévou nou avtpetwnilete
otnv gpyacia oag.

11.7.1 AkoUote

Mwg npokuntouv ta napdnova; Enedn ot nehdteg BéAouv anAwg va napanoviouval; naviwg.
Y10UG Neplocdtepoug avBpwnoug dev eival otn pUGN Toug va napanoviouvtal. Luvnbwg, otav €pBel
N OTIyPN va aKoUOETE To Napdnovo Toug, autd €xel ndn th 61kn tou 1otopia. Mia 1otopia nou yia tov
neAATN onpaivel anoyonteuon, OTEVOXWPLA N UNOOXETELG Mou dev tnpnBnkav.

11.7.2 XZuppeploteite tn B€on tou neAatn

Davrtaoteite kKat ndAt To npéPAnpa Tou neAdtn oav pia KatoapoAa nou Bpddel. Ti eival auté nou
diatnpei 10 Bpaouod; Eival n katoiun UAN nou npoépxetal andé Kabe napdnovo, Tou onoiou tn
onpgacia, Katd ™ yvwpn tou neAdn, dev éxete wg twpa aviiAn@Bei, oute éxete BaAel ot
npotepaldtnIa.

A@oU akoUO<TE T0 Napdnovo toug, iote nia oe B€on va deifete 611 katavonoate 1o NpOBANUA Toug.
lowg auth n otdon va pnv ival anapartntwg n kataAAnAotepn avtibpaon yia €0dg. Otav €iote o
anodéKtng evog napanovou, €dika étav auto dev ogeiletal oe k6 0ag o@aApa, TOTE UNAPXOUV
noMoi tpoénot va avudpdoete, ot onoio, av kat dikaoAoynpévol, dev oag BonBolv va
avtgeTwnioete tnv Katdotaon.
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Anonoinon tng guBuvng

Aev gival 61k6 oag opdApa. To npoPBAnpa Bpioketal kanou aAou otn 6ladikacia h otov opyaviouo.
‘lowg okepteite yiati va npénet pe kaBe Buoia va kaAUyete Toug AAoug, 6tav ekeivol oag ekBETouv
Kat' auto tov 1pono; Av £tol €xouv ta npdyuata, dev eivat n KatdAnAn ottypn va aoxoAnBeite pe
autd 1o {rtnpa. Oa oag doBei apyodtepa n eukalpia va napanovebeite — apoU NPWTA AVIIPETWNIOETE
T0 NApAnovo tou NeAdTn oag We tov KatdAAnAo tpono.

AH@IoBATNON TWV IGXUPIOHWV

To napdnovo 6ev euotabei. Mpoketat yia AdBog tou neldtn. Aev didBace TG odnyieg npv
Xpnaolgonolngel to npoiov. H mbavdtnta va cupBel auto eival pldvia Ye capdavia 1oig €Katd — aAha
dev givat n otiypn va to enonpdvete. MNpénel Nnpwta va avipeTtwnioete Ta cuvaloBnpata tou neAdn
yla va pnopéoete va e€akpIBwoeTe Ta yeyovora.

Avtipetdnion Tou napanoévou o€ Npoownikn faocn

O napanovoUpevog neAatng adika ekdnAwvel 1o Bupd tou o' €0dg. Eoeig dev praite og kat. To
yeyovag ot eiote undAAnAog dev tou divel 1o Sikaiwpa va oag cupnepipépetal Pe ayévela. Exete
andéAuto &iklo, 6pwE autod otnv napouca pdon dev oag BonBdagl kaBoAou. Ta napdnova pnopei va
@aivetar 6t aneuBuvovtal NPOownIKA O€ €04¢, OMwE OTnV npayuatikotnta dev eival £tol.
Onotoobnnote Ba pnopouce va éxel Bpebei oe AaBog Bon tn AdBog ottyun kat va éxel dextei ta
nupd nou dextnkate eoeig. Av dpwg eoeig Pépete tn Glagpwvia o npoowniko eninedo («Motog
vopidelg ot €ipal kat pgou MIAGG e autd tov TPONo;»), dev PMopeite va KAtnyopnoete Tov
napanovoupevo NeAdtn 4Tt €kave 1o (610.

To kAe1bi eivat va e€etdoete 1o NpdPBAnpa anod tn okonid Tou napanovoUpevou. Av eNIXEIPACETE vVa
dei€ete o110 Napanovo dev opeiletal og 61k6 oag opaApa, 600 KaAd Kal av e€nynoete Toug Adyoug,
autoi Ba gavolv wg Oikalohoyieg. And Tn okomid Tou napanovoUpevou neAAtn gaivetal ot
emdlwKete va anooeioete 11g euBUveg oag. AnAadn, otL apveiote va avalaBete eubBuvn Kat 6Tt Toug
e€avaykadete va HETAPEPOUV OE KAMolov AAAO 1o Napdanovo Toug.

Mnopeite 6pwg va deifete 611 ouppepileote tn Bon toug e€etadovtag to NpoPAnpa anod tn diknh
TOUG okomid. Ti onpagcia €xel T0 OUYKEKPIPEVO NPOPANUa yia autoug; Xuppepilopal tn B€on tou
neAatn dev onpaivel npoonotoUpatl 0Tt Jou gival apeatog h OTL Naipvw To PHEPOG Tou. Inyaivel and
011, £€0Tw Kat yia Aiyo, gnaivw otn B€on tou.

11.7.3 Kavete 11¢ KatdAAnAeg EpWTINOELG

Twpa nou pdabate tnv Téxvn ToU va akoUTe Kal va auppepileote tn B€on Ttou neAatn, iowg vopilete
0Tl paABate tov tPoNo va avupetwnilete ta napdnova. Liyoupa Ba avakaAUyete Ot €XeTe
Alydtepoug Bupwpévoug NEAATEG VA AVTIPETWNIOETE Kal 0TI Kal autoUg akopa xpeldleote Miyotepo
XPOVO VA TOUG NPEPNOETE.

‘Eva napdanovo 6pwg nepthapBavel ki AAoug napdyovieg eKTOC and tn cuvaloBnpatikn avtidpaon
Tou neAatn. MNephapPavel eniong €va npdPAnpa nou npénet va AuBel — Kat nou NoAU cuxvad eivat
duokoAo. Aot éva npdPAnua dev Alvetal anAwg He To va ouppeploteite tn B€on Tou neAdtn.
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Edw undapxet pia onpavtikn diagopd: dAo va cuppepileote tn B€on tou napanovoUpevou neAdtn
Kat Ao va niotevete tnv Lotopia tou. Av autopdtwg déxeote 0,TL oag Aéve, 10Te Tl KAveTe Otay,
petaBiBadoviag to napdnovo tou NeAAtn oe Kanotov dAAo, autog €xel S1APOPETIKA dnoyn yia thv
lotopia;

11.7.4 Iuppwvnote nopeia Spaong

Mia and tg kUpleg euBuveg Tou appddlou TUNPatog napandvwy eivat n Béonion kavovwy yla thy
anoteAeopatikn Slaxeipion Twv ducapeotnpévwy NeEAATWVY and Toug unaAAnAoug thg NPwIng
ypapung. MoA\oi opyaviopoi uloBetolv 10 akpwvUpio LEARN:

e Listen. lpooektikn akpdaon tou neAdtn xwpig Sakonn kat ave§dptnta and tnv
opBoAoyikn dlatunwon.

e Empathize. Avayvwpion kal katavonon tou napandvou Kai euaioBntonoincn yia dueon
Auon.

e Apologize. Ekppaon €AIKplvoUG OUYYVWHNG 0T0 OVopa TNG €TalpEiag, akopa Kat €av n
guBuvn yia 1o npoPAnua dev éxel anodobel.

e React. Enihoyn evepyelwv nou eival avaykaieg ywa tnv eniluon tou npoPAnpatog Kat
EVNUEPWON TOU NEATN.

e Now. Apeon dpdon xwpig xpovotpiPn.

11.8 Awapoppwon neAatelakng niotng: e§uNnpEtnon avaykwy,
IKavonoinon NpoodoKlwv Kal «unegp-tkavonoinon»

H epnepia evog katavaAwtn agopd tnv aviiAnyn, tnv eviunwon aAAd kat tnv aiocbnon nou tou
dnuioupyeitat and tn diadikacia enihoyng, ayopdg Kal KatavaAwong €vag npoidviog N piag
unnpeoiag. H kdAuyn twv Bacikwyv npoadokiwv/avaykwy Tou neAdtn €ykettal ato UYog TG TIAG,
otnv nototnta tou ayaBouU, otnV MAPEXOHEVN UMNPECia, OTIG NAPENOMUEVEG UMOOTNPIKTIKEG
EVEPYELEG Kal oTn dnpioupyia KAipatog epniotoouvng Kat aAAnAoektiynong. O otpatnyikdg otoXog
€VOC opyaviopou eivat n efunnpétnon Kal n Kavonoinon twv MNeAATwV wote va QeUyouv
€uxaplotnpévol S1apopPVoVTag €va CUYKPITIKO Kal aVIaywVIoTIKO NAEOVEKTNHA O OXEON HE TIG
GAA\eg povadeg tou kAadou.

Av kat 1o €ibog tng e€unnpétnong sival duvatdv va dlapépel avdloya pe to Npoidv, tov KAado
ayopdg Kal TNV NpoownikoTNTa ToU ayopaotn, N onUavikotnta tng e§unnpETnong Twv ayopactwy
anoteAel KpI(OIUN NAPAMPETPO O €va AVIAYWVIOTIKO OIKOVOUIKO nepifallov. H nelatelakn
IKavonoinon npolnoBétel TNV avayvwplon, TNV Katavonon Kal thv eKknAnpwon twv emblwewv Kat
TWV NPoodoKIWV TwV NeAatwy eMAEYOVTAg, aPevog To enikalpo timing Nnpoo@opdg, apetépou Tov
€UOTOX0 TPOMNO NPOCEAKUONG Kal NAPOXNG MOIOTIKWY UMNNpeaiwy o KABe ¢pdon tng Sladikaoiag
ayopdg kat katavdlwong. H g€unnpétnon nehatwv and évav opyaviopo anoteAel pia ouvexn
diadoxn evepyeiwv kal Siadikaoiwv npooavatoMopévwy otov neAdtn oe tpia PBacika xpovika
onpeia: «npv TNV ayopd», «katd tn SIApKeELa TNG ayopag» Kal «UeTA Tnv ayopd» evog npoidviog h
plag unnpeaoiag.
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H kahn e§unnpétnon ekKIVel «nplv tnv ayopd» KaBwg ouviotd éva anoteAeopatiko epyaleio
enkovwviag, bnpociwyv oxéogewv Kat dlagnpiong nou atoxeUel otn SleUpUVON TWV OXECEWV TOU
OpYavVIoHOU HE TOUG anodEKTEG TWV UMNPECIWY Kal TwV NPoioviwy Nnou napayel. Luvenwg, to
onpavtiko autd Bépa dev anoteAei {Atnpa evog povo tpnpatog n tng dietBuvong (n.x. tn dieuBuvaon
TwVv NwAnoewv), aA\d e€anAwvetal oe 6An TNV eowteptkn d1dpBpwan Tou opyaviopoU e 0TOX0 va
EMPEPEL OUCLAOTIKA anoTeAéopata.

To deltepo otddlo, «katd tn didpkela Tng ayopdgy, e€eAiooetal otnv kavonoinon tou neAdtn nou
anote)el otdxo oTPaATNYIKAG onpaciag yia kKaBe opyaviopd, kaBwg kaAhiepyeital pe nolkiloug
TPOMNoUG Kal avantuooetal Pe SlapopetikéG HopPEG. H ikavonoinon twv neAatwv npoadlopiletal pe
Slapopetikd xapaktnpLoTika anod tnv e§unnpétnon twv neAatwv. Evw n eunnpétnon ekppddet tnv
KAAUYN TWV avaykwy o€ éva Npwto €ningdo, n Ikavonoinan ouviotd tnv KAAUYN Kat tnv unéppaon
TWV UMNOKEIYEVIKWY Npoadokiwy twv nedatwv. Mia Betikn epnelpia tkavonoinong neAatwy eivat
duvatdv va tpononolhoel cUVOAIKA Tnv aviiAnyn nou €xet 0 NEAdTNG yla Tov opyaviopo. Mpokertat,
dnAabn, yia tn dlapdpPwaon NG CUVOAIKNG eNeElpiag yia tov neAdtn, n onoia eival duvatdv va
OUMMNUKVWVEL thv oAGnAcupn evnpépwon napéxoviag T avdloyeg nAnpoQopie¢ ywa Ta
XOPAKTNPLIOTIKA €VOG OUYKEKPIUEVOU Npoidviog h unnpeoiag. Eniong, n napoxn otoixeiwv nou
oKlaypa@ouUv TNV anoteAEoPATIKOTNTA TNG €MIAOYNG TOU Kal h guxapiotnon- andAaucn nou
npokUNTtel ano 1o Biwpa authg ng epnelpiag, oAoKANPWVOUV 10 Tpito o1ddlo, 10 «peETd TNV ayopd».
Ouotaotikd, n ikavonoinon tou neAdtn ouykpotei pia olovei dtadikacia a§loAdynong yia tov i6io tov
opyaviopo, kaBwg teivel atny TaUTion TNG BETIKNG EPNELPIAG TOU NEAATN JE TO OUYKEKPIPEVO NAQioI0
Napoxng.

Ta Baoika npoanattoUpeva yia va dnploupynBei pia loxupn axéon ikavonoinong Kal agotfaidétntag
eival ta e€ng:

e H afloniotia kat n unguBuvédtnta Tou opyaviouou.

e H napoxn @povtibag atov ayopaotn Kal n KAAAIEPYELQ EMKOVWVIAG.

e H e€okeiwon tou npoownikou.

e H evouvaioBnon tou npoownikou.

e H «napandvw» npooopd.

e H nolotikn e§unnpétnon Kat n emnAéov (kavonoinan.

< Iuvoyn >

YTnv EVOTNTA QUTA £YIVE NPOONABEIa va KATAVONOEL 0 EKNAIOEUOHEVOG TIG EVVOIEG TNG
anoteAeopatikng Slaxeiplong napandvwy, ol onoieg Pnopouv va odnynoouv otnv opbn
NeAATOKEVIPIKN KoUAtoUpa.
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11.9 Epwtnoeig autoagloAdynong eKNatS€UTIKNG EVOTNTAG

1.

Y€ KaBe nepintwon e§unnpétnong nehatwy, eival anapaitnteg ot akdAoubeg de€ldtnteg:
A. EnayyeApatikég B. Enikovwviakég
I. TEXVIKEG A.'O\a ta napandvw

Xtnv nepintwon e§unnpétnong neAatwy tou §evodoxeiou, ot enayyeApatikég 6e€10TNTEC:
A. Eivat apKeTég yia tnv dptotn e€unnp€tnon twv ENOKENTWV
B. Avagépovtal otnv enBupia Twv epyalopévwy va NETUXouv Toug otdxoug tou §evodoxeiou
I. Eival o1 yvao€1g Kal oL IKavOTNTEG NoU anattouvial yia tnv e§unnp€tnon Twv ENIOKENTWY
A.’OAa ta napandvw

O1 NpoodoKIeG TwV NEAATWV UNOopPoUV va NPoKUYoUV ano:
A. Tig diagpnpioelg nou npoBAAAet n enixeipnon yia ta NPoIidVTIa Kat TIG UNNPEGIEG TNG
B. Mponyoupevn eniokewn oto evodoxeio
I. Tnv elk6va nou npoBAMAelL n enixeipnon Npog to Kolvwvikd cuvoAo dnou dpactnplonoleitatl
A.’OAa ta napandvw

O1ouvnBéotepol avaotaAtikoi napdyovieg otnv dplotn e§unnpétnaon NeAatwy eivat:
A.’Apeon avianokplon twv epyalopéVwV 0Ta AITNPATA TWV EMOKENTWY
B."EA\ewyn kaAng avtapolfng twv epyadopévwv
I. AvaAnyn guBuvwyv and toug epyalopévoug
A.’OAa ta napandvw

0 «Bupwuévog» neAdTNG:
A. LuvnBwc¢ Ba Eavaenioketei 1o evodoxeio
B. AnoteAei tnv nio pikpn opdda nehatwy
I. Aev napanoviétat note, yia 1agopoug Adyoug

A. Anolntd exdiknon and to £evodoxeio yia tnv Kakn Tou eunelpia

0 «naBntikdgy» neAdTng:
A. Aev BonBd o Eevodoxeio va dlopBwael Tuxdv AaBn atnv e§unnpétnon neAatwyv
B. AnoteAei tn yeyaAUtepn opada nehatwy
I. ZuvnBwg BAanTtel To Eevodoxeio HE KAKEG KPITIKEG
A. Eivat e€wotpepng kat dev napanoviétal

O freebie-lover neAatng:
A. Aev anodntd olkovoiKn eEAdppuvon
B. AlapaptUpetal govo og e€aIPETIKEG NEPINTWOELG
I. Anei\el 611 Ba ypdyel apvnTIKn KPITIKN 0To Eevodoxeio
A.'OAa ta napanavw
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8. 0 face-saver neAding:
A.’Exet ugnAn autonenoiBnon
B. @¢Ael va Tov avayvwpioel yia to upnAé eninedo e€unvadag tou
I. Aev napanoviétat noté
A.'OAa ta napanavw

9. 0 neAdtng nou Ba napanovebei yia va BonBnoel to evodoxeio va BeAtiwBel sival o:

A. Face-saver

B. Freebie-lover

I. NaBnTtikog-eMBEeTIKOG
A. Miotog

10. H nio enkivduvn opdda nedatwv eival ot:
A. Face-savers
B. Freebie-lovers
I. NaBntikoi-eniBetikoi
A. Thotol

Anavinoeig epwTNoEWY autoa§loAdynong eKnatdeutikng evotntag
1-A, 2-B, 3-A, 4-T, 5-T, 6-A, 7-T, 8-B, 9-A, 10-I
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12 TnAg@wVIKN gNiKoIVwvia

< Ikonog >

YKONOG TNG OUYKEKPIMEVNG OIBAKTIKNG €vOTNTAG €ival N TNAEPWVIKA €MNIKOWVWVIa Kal Kdnolol
Baaoikol kavoveg nou tn Siénouv. H tnAe@wvikn enikovwvia akoAouBei toug BacikoUg Kavoveg nou
epappoloupe Kat otn danpoownikn enikolvwvia, aAAd dlapoponoleital o€ ouykekpipéva onpeia
AOYw NG EMEIYNG PNVUPATWY EIKOVAG.

< MNpocbokwpeva anoteAéopata »

‘Otav Ba €xete oOAokANPWOEL TN PEAETN TNG OUYKEKPIPEVNG BidakTikNG evotntag Ba eiote og Bon va:
e yvwpilete 1 gival enikolvwvia KaBwg Kat Th onoudaldtnTd tng,
e avuAapBaveote ta egnodia oIV anoTeEAECUATIKA ENIKOWVWVIa Y€oa o€ pla eniXeipnon,

e enionpaivete Tn SuokoAia TN TNAEPWVIKNAG eNKoVwViag KaBwg Kal Toug napdyovieg nou
Tnv ennpeddouy,

e dlaxelpileote oUPNEPIPOPES EVOG AYEVA GUVOUIANTA,
e yvwpidete ToUG HlAPOPETIKOUG TUNOUG UNoYN@iwv CUVOUIANTWY,

e yvwpilete TG PaOIKEG apXEG TNG TNAEPWVIKNG €MKolvwviag KaBwg Kal KAnoleg
KATEUBUVTNPLEG YPAHHEG YIa TO NWGE VA Anavidtie oTo TNAEPWVO.

<’Evvoleg-KAe1bia »
e Enwowvwvia
e  TnAe@wViKn enikovwvia
e  YUVOMIANTAG
e YuvaioBnuata
e Baokég apxég enkolvwviag
e Epnobdia
e TUnol epwtnoswy

e Yuunepipopd

12.1 H €vvoua kat n onoudaidétnta TN ENKOVWViag

Ti eival emkotvwvia; Eival n npogopikn Kal ypantn avtaAhayn oKEWewv, 16wV, NANPOPOPIWY,
alebnpdtwyv Kat yvwoewy, péoa anoé tnv alMnAenidpaocn pe dAMoug avBpwnoug. Me Tov tpono auto
ol avBpwnot polpaldpacte okEWELG, NpoBAnUaTIopoUG Kal EPNEIPIEG, PE aTOX0 va ouvevvonBoUpe
Kal va ouvePYaoToUpE Pe Toug GAAoug avBpwnoug.
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Mpokettal yua pia ouvexn dtadikaoia katd tn onoia dianpaypateudpaote, oculntdye, npoonaboupe
va neiooupe, va Katavonooupe tnv NpdBeon Tou cuvopIAnTh pag, tn 61aBeon Tou Kal Tt NEPIYEVEL
anod epdg. H enikotvwvia eivat adidAeintn, agou otéAvoupe kat AapBavoupe pnvipata adlaAeintwg.

Baoikég apx£¢ enkovwviag:

e Oplopdg Tou okonoU NG ENKOVWVIAG
e Elikpivela

e Xapnvela kat anAdtnta

e [leBw

e Yuvtopia Kat NANPOTNTA TOU PNVUKATOG Nou BEAOULE VA PETAPEPOUE

H emkowvwvia eival to onpaviikotepo epyaleio Ye 10 onoio petapépoupe, petafl atopwv h
opadwy, 16éeg, anoyelg kat okéWelg. EuBuvetal oe peyalo Babuo yia tig ox€oelg, Tn dtaxeipion Twv
ouvaleBnpdtwy Kat tn «Aeltoupyia» Tng Kovwviag.

Yuvavtape ta peyaAutepa epnddia otn Slanpoownikn €NIKOVwWvia Kal N0 CUYKEKPIYEVA TNV
TNAEQWVIKN Kal tn ypanth. ‘Onwg avagépBnke Kat napandvw, n TNAEQWVIKN EMNKovwvia
akoAouBel toug BaoikoUg Kavoveg nou epappoloupe Kal otn dlanpoownikn enkolvwvia, aAld
dlapoponoleital o€ cuykekplpéva onpeia Adyw TnG EAAEIYNG PNVUPATWY EIKOVAG,.

Ontukn aduvapia: Katd tnv tnAe@wvikn enikoivwvia ev pnopoUpe va SoUe h va Nnapatnpnooupe
TOV GUVOMIANTA pag. Tn oTiypn Nou o GUVOMIANTAG Hag otapatd va PIAG xavoupe tnv enagn padi
Tou. H anouaia ontikhg 6idotaong eUkoAa pnopel va avanAnpwBeil and tnv éviovn Kal akpifn
xpnolgonoinon tng YAwOOIKNG pag ékppaong. EmnAéov, undé npolnoBécelg, undpxouv Kal
nAeovektnpata — dev pnopei va oag 6¢l, dpa, wg évav Babuo, eiote anaAhaypévog and tn gpovtida
NG EPPAVIONG Kal, Tautoxpova, He KatdAAnAn npoegtolpacia pnopeite va Bpeite nAnpopopieg yia
K@t nou niBavov va oag diapeUyel. Enopévwg n Bacikotepn diapopad €ykeital oto €€NG: €Xoupe va
XEIPIOTOUE TOV CUVOMIANTA PECa and Tn Gpaviacia Tou Kat J€oa anod tn Aoyikn Tou, Je Tov idlo tpono
nou otn Slanpoownikn €NIKOVWVIa 0 GUVOHMIANTAG oxnpatifel dnoyn yia Tov MOno, yla tnv
etaipeia nou tov Kahei yia tg Sidpopeg oupnepipopég kKA. A€idel va onpelwooupE NwE Ta apvnTika
ouvaioBnpata nou viwBel €ival NoAU nio €viova eneldn €xel ennpeactel and nPonyoUHEVES
EMNEIPIEG, HVAHEG Kal OTEPELTUNA.

H éAewpn gipgnukng: H EAAlgn Twv KIVAGEWY Kal AAAWYV EJPATIKWV atoixeiwv dev BonBolv otnv
nARPN Katavonon tou cUvoMIANTA, Pe anotéAeopa va dnuioupyouvtal €IKOVeG nou otnpidoviat
anoKAEIOTIKA Kal JOVO 0Tn GwVN Kal oTIG S1aKUKAVOELG TNG.

H unokepevikn aioBnon tou xpovou: L1o TNAEPWVO 0 Xpovog «Eexelhwvel». Otav unepPoupe n
XPOVIKN OldpKela nou eival anapaitntn yia va PETAdWOOUKME TO WAVUHPA HE OAQNVEld, TO
TNAEPWVNHA, ano €uxdploTto Kal XPNOlo, Pnopei eUKoAa va petatpanel o€ eVOXANTIKO.

H puxoloylkn otaon tou dyvwotou optAntn: ‘Otav 6ev pag €pouv elpacte Kat AyvwoTol Kat
adpatol. Autd onpaivel 6t Ba npénel va yivoupe oa@eig¢ kat ouvtopol. Mavoelg, Slakonég Kal
povoAoyot npokaloUv dladoxikda anopia, dyxog, avunopovnaia Kal EKVEUPLOUO 01O CUVOUIANTA.
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Epnédia otnv anoteAeopatikn entkolvwvia péoca otnv enixeipnon

Eowrepikd unddia

e Alapopetikég avayKeg, agieg, ouPNEPIPOPES, NPOCOOKIEG

e lepapxia (Mevikog AleuBuvtng, AtleuBuvtng Mdapketivyk, AleuBuving MwAnoewv)

e Efwtepikd eunddia

e 0OopuPol

e Awpopd Béong epyaciag

e  Qualkd n Yuxoloyika epnddia

e EmAektikn akpdaon
AKkpdaon
‘Eva an6 ta Baoikotepa epnddia otnv enikotvwvia, aAAd 161kOTEPA oTNV TNAEPWVIKN ENLKOIVWVIQ,
givat n eAMNNG akpoaon. Aev aKOUME TO GUVOUIANTA pag HE NPOCOXN, WOTE va avtiAngBoupe
npayuatika autd nou BEAel va pag net.
Ta 5 enineda akpoaong sivat:

1) TpoonoloUpal 6t akoUw

2) AkoUw ekeiva nou eyw BEAw (enAeKTIKA)

3) AKoUw NPOOEKTIKA

4)  AkoUw Kal TaUTOXPOVA CUHHETEXW

5) AkoUw XxwpIig TNV Npaypatikotnta va akouw

‘Otav eMITUYXAVOUKE va aKOUME Kal TAUTOXPOVA VA OUMHETEXOUME, TOTE €XOUME METUXEL TNV
NpPayuatikn enikotvwvia.

Ot SuokoAieg Nou uNnapxouv otnv akpéacn Kat o TPo6No¢ nou Ti§ avilaupavopaote

AvtiAnyn

AvtidapBdavopat onpaivel 0Tt GUYKEVTPWVW TIG NANpopopieg nou AauBdvw kat divw vonpa o€ autég.
Ot NANPoPOPIEG CUYKEVTIPWVOVTAL HEOW TWV aIoBNTAPLWY 0pYAVWY HAG KAl TO HUAAG HAG EMIAEYEL
noteg Ba ene€epyaotel. Ltn ouvéxela Ba TIG OPYAVWOEL Yia va PNOPECEL va TIG EENYNOEL Kal va TI§
alohoynoel. O kivbuvog nou eMoxevel gdw Adyw tou SlaQopeTikoU TPOMNOU aviiAnyng twv
avBpwnwyv gival n napepunveia tou pnvUpatog anoé tov nopno.

NEKTIKR eniKovwvia

‘Otav piAdpe xpnotponoloUpe Tn YAWOOd Yia va anodwooupe vonua oTig OKEWEIG Hag. Me Tig Aé€elg
nou eniAéyoupe KABe popa divoupe tn duvatdtnta otoug AANoUG va pag katavonoouyv. O tponog
nou eppunvevel kaBe avBpwnog tg AéEeIg Kal To vonpa nou divel og autég eival 51apopPETIKO.

141



Eunéplo kat E§wotpépela

Enopévwg, auté nou éxel onpacia eivat o Adyog pag va €xel cagnvela kat ol AéEelg nou
XpnoldonoloUpe va eival gUKpLVeEiG, woTe autd nou ek@pdaloupe va Pnopel va katavonBel pe
akpiPela Kat 6xt pe eppnveia.

0 1pénog yla Tnv Katavonon Kat th owoth gpunveia Tou pnvUpatog otny enikovwvia Jag eivat va
XpnolgonoloUpe €pwtnoelg. Avaloya HE TO HAVUPA, XPNOIUOMOIOUHE QVOIXTEG N KAELOTES
EPWTINOELG.

Xelpioudg rwv ouvaioBnudrwy

Enedn n enayyeAuatikn enikovwvia €xel atoxo va KateuBUvoupe tnv andvinon tou €KTn Npog
0pehog Tou nopnouU, autd PnopoUpE va To eNtUXoUe Péoa and tnv enituxnpévn Slaxeipion twv
ouvaloBnudtwy tou HéKTN.

Xelpildpaote dnAadn tov cuvoplAnth Yéoa and ta cuvaloBnpatd tou. Mpénel va «BéAe» va pe
akoUoel Gpa autd nou Aéw npénel va eival evblapépovta Kal uxaplota yla ekeivov, npénel va
viwBel dveta Kat acPaAng yla va Pe NIOTEPEL KTA.

12.2 Awagpopég Stanpoownikou Adyou Kat TNAEPWVIKNG EMKOLVWVIAG

H ouctaotikn enikovwvia dev eival eUkoAn yiati undpxouv NoAAd epnddia kat duokoAieg, kat n
TNAeQWVIKN enikolvwvia duoxepaivetat. Ki auto, enedn and 1o thAépwvo Aeinel n npoownikn
€NAPn, ol EIKOVEG, To NEPIBAAOV KTA.

la tov Adyo autd, n TNAEQWVIKNA eNtkolvwvia, €181ka av npdkettal va kaBopioet €va pavieBou n kATl
Mo onpPavitiko, npénel va yivetal, epappdodoviag pe andAutn CUVENELD, TOUG KAVOVEG MOU TN
dleukoAUvouv.

Kat' autd tov 1pono o cuvopIANTng dnyuioupyel yia epag Betikn €Ikova, Pe anotéAeopa tn Betikn
npodidbeon. Epdoov o cuvoplAnting dev pag BAEnel, dev pnopoUpe va tou PETadwOooUHE ontika
pnvopata onwg:

e 10 VvtUOIUO Hag

e 10 nepiPailov

e TG EKPPACELIC TOU NPOCWINOU
e  TIG KIVAOEIG TOU OWHATOG

e  Kal To OMolo enayyeAPatikd UAIKO npowBnong Kat unootnpiéng

Ot napayovteg nou ennpeadouv tnv enikolvwvia kat emdpouv noAU éviova ivat:
e Oipvnpeg
e Tanmotevw toU
e H tonkn kouAtoUpa

e H wuxoloyikn katdotaon
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EninAéov AapBavoupe unoyn pag ta eEng:
e To nxntikoé nepiBarov tou nopnouU oTéAvel Pnvupa
e H katavénon tou pnvupatog ivat nio apyn

e Aev naipvoupe feedback ontika

12.3 Awaxeipion ouvaioOnpdtwv

H 8iaxeipion tng oupnepipopdg eivar dpdon nou odnyel otnv avtibpaon. To ouvaioBnua nou
KpUBetal niow ano pia apvntikn cupneplpopd ouvnBwg eival n avac@daAela.

Awaxeipion ayévelag

2tn Slaxeipion evog ayevoug cuvopiAnth Eekivape naviote éxoviag wg dedopévo dTL pnopoupe va
Tov dlaxelplotoUpe. Kal autd, yiati epei yvwpidoupe T akpiBwg BEAOUPE va ENIKOIVWVNCOULE Kal
€XOUME TIG KATAMNAEG TeXVIKEG (epwTNOELG) Yia va To npafoupe, o€ aviiBeon Pe Tov oUVOMIANTA
Hag nou avtudpad otnv ouacia o€ kdnolo epgdiopa auBopunta.

0 xelplopog Twv ayevwv avBpwnwy bev eival kKAt eUKoAo. H peyaAutepn duokoAia €ykeltal otov
€AEYXO0 TWV apVNTIKWYV ouvaloBnudtwy nou pag npokaAouv. Luxva XavopaoTte 0€ Jid NPOCwWIIKN
avtinapdBbeon pe anellég, evw 1o KAAUTEPO Mou Npénel va yivel eivat o dlaxwplopdg o d1kog pag
(WG aTtdépWVY — NPOCWNIKOTATWY) and To 0TOX0 — AnNodEKTN TNG KAKNG TOUG CUMNEPLIPOPAG.

‘Evag enayyeApatiag o€ pla tétola cupneplpopd aviildpd He AMIO Kal HETPNHPEVO TPOMO XwpIg
1blaitepeg ouvaloBnuatikég e€dpoelg kat xwpig va deixvel 0Tt ailoBavopaaote tnv andppiyn anod tov
OUVOMIANTA. LTOX0G Hag €ival va EKTOVWOOUHE TNV Kpion Kal Tnv avtinapdBeon.

Awaxeipion emBeTikng oupneppopag

ZeKIvape pe tn blepelvnon, 600 auto eival QIKTO, Tng attiag tng ducapéakelag Eekabapidoviag ot
n npoBeon pag eivat va Bpebei n kKaAutepn duvath Alon. X16x0G pag €ivat va ano@Uyoups
onotadnnote avapopd Nou PNopei va enavageEpeL oTn PVARN ToU TNV Nnyn tng SUcap€oKeldg Tou.

H emBetikn oupnepipopd nnyddlet ouvnBwg and tn AavBaopévn ektipnon, tnh AdBog nAnpogopia n
TNV ENEWYn epniotoolvng PE ouvénela tnv Kaxunowia. O KaAUtepog tponog va diaxelplotoUpe Hia
enmBeTiKN oupneplpopd ivat va npoonabnooupe va dei§oupe oefaopd Kat va Xtiocoupe pia oxéan.

Awaxeipion tng Appiopntnong

H apglofntnon npoépxetal gite and apeofntnon oto npocwnd pag (mpoownikotnta, @UAo,
uneuBuvatnta, KUPOG KTA.) €ite anod NpoKataAnYeI§ Kal oTepedTUNa, N and to aioBnua tng adikiag.

Mpénel va BpeBouv tponol yia va evioXUOOUHE TNV €IKOVA MOU €XEL O GUVOMIANTAG TOOO Yid TO
npoowno pag 60o Kal ylda TNy €Talpeia Kal To nNpoiodv. Le Kaia nepintwaon 6ev npénet va elonpdgel
OTL neptpévape tnv avtibpacn tou (apa ot éxel enavaAngBei to npoPAnpa). Eniong napadexopaote
10 AdBog Kat tnv aduvapia, av Kat érnou undpxouyv, aAAd pe €KkNAnEn yiati «npwtn Gopa cuvéRn».
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12.4 Katnyopieg cuvopiAntwv

Mapakdtw akoAouBel Aiota pe SlapopeTikoUg TUNOUG UNOYNPiwV CUVOUIANTWV:

e 0 VvIponaAdg

e 0 digpeuvnTikog

e 0 KaxUnontog

e 0 «Yaypévog»

e 0 Hovadikog

e 0 Blactkog/npodxelpog

e 0 enayyeAyatiag

e 0 «EUYVWHWV-NOU-UNAPXOUHE»

e 0 EKNPOOWNOG

e 0 UMOTIUNTIKOG

e 0 HuoTkonaBng

e 0 0enkoOg

e 0 OUOTNUEVOG

e 0 «Katd-gavraocia-eneiyov»

e 0 «Eneiyov»

e 0 «BéAw-kAat-anAd»

e 0 QaMNONPoCcavatoAloPEVOG

e 0 “high-value-customer”

e 0 «MPAYHATIKA-EXWV-avAyKN» (=Npaypatika £xel Aiya xphpata)
0 katdA\nAog Tpdnog Aoinodv dlaxeiplong tou cuUVOMIANTA pag avaAoya e Ta napandvw aAAd pe

Baon aMa npo@iA eival n dnpioupyia scripts (oevapiwv enikoivwviag) nou Ba BonBnoouv wg
odnyol otnv €nikovwvia pag.

Mg pnopolpe va Snpioupyncoupe Bsuikn npodidBeon and tnv NPWIN OCTYPA HE TOV
GUVOMIANTA

e  Opovtilw va deifw Betikn di1dBeon: 10 NPWTO PAVUHA TOU KAAWOOPIOPATOG, TNG AQVAROVAG
Kat tng eMAoyng

To kaAwadpiopa

e H euyévela 6 otoixiel tinota Kal eivat anapaitntn
e To npwto pnAvupa 6nAwvVel TNV TAUTOTNTA TNG €TalpEia, Tn SIkN 0ag wg epyaldpevou aAAd
Kal ToU NpoioTtapévou oag.

Tu npénet va nepthapBavel 1o apxiké pnvupa (to KaAwooplopa)

e EnayyeAuatiopd
e Euyévela
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XapdyeAo

"Ypog avaloyo pe TNV KoUAToUpa NG Talpeiag
AwaBeopodtnta

Baolkég nAnpogopieg-yvwpipia

Tt eivat anapaitnto yia tn dnpioupyia evog 6waotoU PNvUPATog avapovng

e To motto tng etaipeiag
e AcuvnBiotn pwvn

e AUo pwveg - didloyog
e AcuvnBioteg ekppdoelg

Anpioupynote 1o «16avikd pnvupa», aAAd EKPVNOTE To «1OaVIKA».

e [lpotpnote kanotov enayyeApatia
e Evtafie ekppdoelg nou beixvouv:
> Mpoowniko evblagpépov
> Avayvwpion
> LeBaopd OTIC aVAYKEG Kal TIG OUVONKEG
> MIAKOTNTa

Tovog pwvng

‘Otav eipaote ouvaloBnuatika nieopévol, o TOVoG NG PwVNg Hag Teivel va au§avetal Kat va yivetat
0€U¢ Kal éviovog. lMpoooxn! O tdvog NG Qwvng oag anotelel évdel€n autonenoiBnong Kal
loopponiag.

‘Evracn

EAéyEte tnv évtaon tng pwvng oag. BeBawwbeite 6tt YiAdte apketd duvatd yia va oag akoUaoouy,
aAAd ox1 1600 duvatd wote va akoUyeote apUOIKOG.

PuBpog

Edv pidte noAU apyd o cuvoIAnTG oag Ba otapatnoel va oag npooéxel. Eav piAdte noAu ypnyopa
0 ouvoMIAnTnG oag dev Ba pnopei va akoAouBnaoel Tn okéwn oag.

Mowotnta

H not6tnta tng pwvng oag eival xapaktnploTikn Kat Eexwptotn. EAv xapoyeAate kabwg piAdte, autd
Ba @avel otnv nowdtnta ™ng Pwvng oag. Edv eiote Bupwpévog, ekveuplopévog n Blactikdg, n
noldtnta tng pwvng oag Ba ennpeaotei apvnTika.

ApBpwon

H dpBpwon npénel va eival owoth Kat n npo@opd twv Aé€ewv Eekabapn, aAAlwg ol GUVOUIANTEG
oag dev Ba oag kataAaBaivouv. H AavBaopévn dpBpwaon kat n AavBaopévn npo@opd Aé€ewv bivel
0TO OUVOMIANTA 0ag TNV eVIUNWON OTL €(0TE aNPOOEKTOG Kal OTL €XETE EANINEIG YVWOELG.
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12.5 Apx£EG TNAEPWVIKNG ENLKOVWVIAG

Euyévela/Kaloi Tponot: Anavidue o KGBe TnAepuvnpa e eUyEVela Kal 0Bacpd oto Npdowno
nou KaAel.

EvouvaioBnon: Avayvwpiloupe Kal katavooUpe tn BE€on, TIG OKEYELG, Ta ouvaloBhpata Kat tny
Katdotaon Tou KaAoUvtog, Xwpig va xdoel tn Sikn Tou akepatdtnta.

Xtiopo oxéong epniotoolvng: H avantugn oxéong tou KahoUviog He TO ypaeio Kal 1o
NPOCWNIKO €ival TG00 GNPAVTIKN 000 Kal h MoldTNTa TwV UNNPECLWV NoU anarttei o unoynelog
neAatng.

AnoteAeopatuikétnta: Mépa anod tnv euyévela Kat Tnv evouvaioBnon, anavidue otig EpWINOELG TOU
KahoUvtog pe akpiBela, cuMéyovtag ypnyopa Tig NAnpo@opieg Nou anattouvtal, KAvoviag owatn
dlepelivnon tng avdykng tou.

EnayyeApatiopog: Aev anonpooavatoAioupe tov kahoUvia, Sev KAVOUHE MePITIA oXOMa n
dnAwoelg. MNa kavéva Adyo b divoupe ouPBOUAEG N NPOTACELG M TNV NPOCWIKNA PAG YVWHN Y1a TO
nwg o0 KaAwv Pnopei va AUoel ta enayyeAPatika n npoowmnikda tou npofAnuarta.

Epmotevtikotnta: Enionpaivetal 0Tl n gunIOTEVTIKOTNTA €ival OUCIAOTIKAG onpaciag ya
OUVEXION TNG UNap&ng tou ypageiou otnv eEAANVIKN ayopd.

KatsuBuvthpieg YpapHEG Yia T0 NG Va anavidate o1o tNAEPWVo

Dpovtiote va €xete undyn oag ta otoixeia nou akoAouBouv. Xpnaolponotnote ta. MNpooapudote ta
oTnV NOAITIKN TNG €TalPEiag 0ag Kal ouvtd&te éva onpeiwpa yia va 1o diavelpete.

e [lpénet va undpxel KANolog yla va anavid oto TNAéQwvo oag. Mnv to apnvete va xtund
XWPIG va T0 ONKWVETE. ZNTAOTE and Kamnolo cuvadedpd oag va ONKwWVEl EKEIVOG TO
TNAéPwVo 600 Ba Asinete and to ypageio.

e [lpoonaBnoete va onkwvete 10 TNAEPWVO apéowd. ‘Otav To thAépwvo xtund Kat dev 1o
ONKWVETE, EKTOG TOU OTL evoxAoUvial ol YUpw 0ag, HNopPEl va €XEl OUVENELD Va TO KAE(oEL
Kal ekeivog nou npoaonabei va enikovwvnoel padi oag. To tpito koudoUviopa npénel va gival
10 TeAeutalo, S10TI €101 aNoPeUYETE va EKVEUPIOETE TOV AYVWOTO NOU 0ag KaAE.

e Na anavtate Aéyovtag «KaAnpépa oag» n «Kaknonépa oag» Kal otn GUVEXELD TO OVOMA TNG
gtaipeiag oag, Tou npoiotapévou n to 8ikd oag, avaloya We tnv nepiotaon.

e Na pilate kaBapd, euyevika kat euxdplota. Mpoooxn: H aiwnn 6ev gival ndvia xpuaoog.

e Na xapoyeAdte. To 6t oag kahoUv dgv onpaivel 0TI NPENEL va NAYETE va KAVETE Th pwvn
oag guxdplotn. To xapdyelo ival eNITAKTIKA avaykn 0To TNAEPWVO. IKEPTEITE TO, MPLV
aKOHa aNAWOETE TO XEPL 0aC NPOG TO TNAEPWVO, KAl TOTE XAHOYEAAOTE.

e O1povol nou akoUyovral giote €0eig Kat 0 kaAwv. O KaAwVv Astoupyei ONwg pYia payvntkn
Tawvia nou kataypdgel tov nxo. MNpénet va ouMapBavel 6Aoug toug npoPAenopevoug
dlahdyoug kal tinote aAAo, n.x. NapacitikoUg nxoug (Haonpa taixAag, opiAieg). ' auto tov
AGYO NV 0AOKANPWVETE Hia GPACNh TNV WA NOU ONKWVETE TO AKOUCTIKO.
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H kivnon va onkwvoupde 10 aKoUoTiKO (yla va OTapatnoel va xtund) kat €neita va 1o
okendadoupe pe tnv NaAdun pag (Unopei Kapla gopd va noUpe éva ypnyopa Pnv KAE(OETE)
eival ad£€la kat kaAd eival va anogevyetal.

Av npénel va TeA€lwOoeTe KATL ONPAvTIKO (N.X. va BAAETe pia unoypa@n n va Swoete Hia
andvtnon) eival nlBavov va XTUNNoel eKeivn TNV wpa 1o TNAéEPwVo. Katd kavova pnopeite
va 10 teAelwoete Aiyo apyotepa. And tn OTyUn nou onkwoate to ThAépwvo bivete
npotepaldtnta atov Kahouvta.

Edv npdypatt eiote noAU anaoxoAnpévol, tdte n andvinon oag Ba eivat cuviopn alAd Ba
NEPLEXEL OPIOUEVA OTOIXE(Q:

> Xalpetdte tov Kahouvta.
> Aikaloloyeite yiati 6ev pnopeite va 1ou PIANCETE.
> Pwrtdte ndte entBupei va tov §avakaléoete.

> ZnTdTE Kal OnWEIWVETE 0 €va PNAOK Tnv wpa nou Ba avandpel kabBwg Kal ta
otoixeia tou.

> Av vopilete 6t Ba énpene va dexBel 1o tnAepwvnua kdnolo dAo ypageio,
@povtiote va to diafiBdoete (U€ow TOoU TNAEPWVIKOU KEVTIPOU) avti va neite oto
ouvouIANTh oag va kKaAéoel Eavd. Kpatnate Tov aplBuo TNAEQWVOU ToU GUVOUIANTA
0a¢ wote av Komel n ouvbeon, katd tnv npoondBeia SwaBiBaong Tou
TNAEPWVNHATOG TOU, VA UMOPEITE VA TOU TNAEPWVNOETE ECEIG.

Awkalohoynote énota KaBuotépnon pnopei va npokUWel Katd tn cuvopidia oag. Mnv
AQNVETE TOV CUVOMIANTA 0ag va neplhével MOAAN wpa, KABe Alyo va enavépxeote otn
YPAUMNA yia va pn vopiel 6t tov Eexaoate. Av bev E€pete ndoog xpovog Ba xpelaotei va
NePIUEVEL 0 OUVOMIANTAG 0ag, Swate Tou Wia AAAN enthoyn. MNeite Tou «OEAeTE va Pou nelte
ToV aplBud Tou TNAEQWVOU 0a¢ yia va 0a¢ TNAEQWVNOOUUE €MEIC N MPOTIUATE va
NEPIUEVETE;».

Av kdnolo TnAepwvNa €ival Npaypatika eneiyov Kal o NpoioTAPeVOS 0ag EKEIvn TN OTIyN
Bpioketal og kanola cuvavinaon, pUnv tov dlakoyete. Eival npotiHdTEPO va ToV EVNUEPWOETE
He éva onpeiwpa.

Av tnAe@wvnoel Kanolog Kat NTNoel va JIANGEL [E TOV NPOIoTAPEVO 0ag, N PWTNOETE TO
GVOMA ToU MLV NE(Te «autn tn oTypn anouatddel». O cuvopIANTNG oag Pnopei va evoxAnBei
OKEMTOWMEVOG OTL 0 NPoioTApevog aag oag {NTNoE va PIATPAPETE Ta TNAEPWVNHATA TOU Kal
0TI 0 OUVOMIANTAG 0ag eival anod ekeivoug e Toug onoioug o npoiotduevog oag dev BéAel va
ouvopiAnoel. Eival npotigdtepo va neite: «0 KUPLOG... autn tn ottyn anouaotddel n Bpioketal
o€ Kanota ocuokeyn. Mou Aéte, napakaAw, to 6voud oag;»

MIAGte 0TO AKOUOTIKO e Ta XeIAn 0ag kovtd og autd. Na JIAGTE Pe QUOIKO TPOMO Kal OXI
ypnyopa yla va pnopei o ouvodiAntng oag va oag¢ KataAaBaivel. Mpoooxn: Mpnyopn,
Hakpoaouptn, YiBuploth h duvatn wvn KAvel TNV opiAia oag AlyoTepo anoTeAEOHATIKA.

Av o npoiotdpevog oag {ntnaoel va QIATPAPETE Ta TNAEPWVNHATA TOU KAVTE TO HE OIAKPITIKO
TpON0. Av 0 GUVOHIANTAG 0aG MEL TO OVOHA Tou apéowd Kat yvwpilete Ot ival kanolog pe
ToV onoio o npoiotduevog oag BéAel va piAnoel, pnopeite dagofa va 6wafiBdoete 10
TNAEQUWVNYA. X€ OAEG TG AAAEG NEPINTWOELG, anAwg neite: «Oa eAéyEw va dw av pnopei va
00G MIARCEL KAl 0TN OUVEXELD PWTAOTE TO OVORA TOU Kal TNV €TAIPEIa €K PEPOUG TNG onoiag
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tnAe@wvel. Av dev pnopeite va diafiBacete 1o TNAeQwVNEa 0TOV NPOIOTANEVO 0AG, PWTNOTE
TOV OUVOMIANTA 0ag PNNwG Pnopeite va tov e§UNNPETNOETE €0EIG.

e Av oag dokoyouv evw ekteleite kdnola onpaviikn epyacia, npoonabnote va pn

dnploupynoete aTov oUVOIANTA 0ag TNV eviUnwaon 0Tt oag SiéKoye anod KAt nou KAvarte.

e Na npoonaBeite va oAOKANPWVETE TNV TNAEPWVIKN 0aG CUVOUIAIG, XwpIG va aphveTe thv

gviUnwon 0Tl KAEiveTe To TNAéQWVOo andtopa.

e Na {ntate and to ouvopIANTA oag va aag enavaAdpel apyd To ENWVUKPO Tou Kat Tov aplBud

TOU TNAEQWVOU Tou, wate va BePalwbeite 0Tl Ta onpeiwoate owaotd. Auth givat n KaAUtepn
pEBOGOG yla va PEWWOETE TNV TAXUTNTA TwWV CUVOUIANTWY nou piAoUv NoAu ypnyopa, nou
dev pidoUv KaBapd n piholyv pe kanolo YAwootkd 1diwpa to onoio 6ev kataAaBaivete.

e [loté punv anokaAuntete NAnpopopieg o€ kanolo dtopo to onoio dev yvwpilete. Mnopei 10

dtopo autd va epyddetal yia Aoyaplacpud KAmolou aviaywvioth oag N va CUMHETEXEL O
geyKAnpatikn npd&n onwg pia andtn. Onote oag tnAepwvel évag Ayvwotog Kal 0ag KAVEL
dlepeuvntikég epwrtnoelg, {nTNoTe T0 OVOMa TNG €TalpEiag Kal Tov aptBpuod tou TNAEPWVoU
ToU.

< Zuvoyn >

XTN OUYKEKPIUEVN BIBAKTIKN evoTNTa Yvwploate TIG BACIKEG apXEG TNG TNAEPWVIKNG
ENKovwviag.

12.6 Epwtnocig autoa§loAoynong eKNatSeUTIKNG EvOTNTag

148

‘Eva anoé ta Baoikotepa unodia otnv enikovwvia, aAAG e161KATEPA TNV TNAEPWVIKN ENIKOIVWVIQ,
elval n eN\inng akpoaon.

OXwotd O AdBog

0 Tp6NoG yla TNV Katavoncon Kal th 6woth EPPNVEIN TOU PNVUHATOG O0TNV €MKOWvVwvia pag ivat va
XpNOlonoloUHE EPWTNOEILG.
OXwotd O AdBog

H 6iaxeipion tng oupneppopdg ival 5pdaon nou odnyei otnv avtidpaon.
OXwotd O AdBog

H apgiofntnon dev npoépxetal and NpokataAnYEIG Kal OTEPEGTUNA.
OXwotd O AdBog

0 avBpwnog nou anavta oto TNAEpwVo anarteital va xelpidetal KABe TNAEPWVNHA PE EUYEVELD Kal
oePaopo oto NPOOWNo Nou KaAel.

OXZwotd O Adbog



Eunéplo kat E§wotpépela

Mepikég etaipeieg enBupolv ta tunpata n ot undAnAol va tnpolv éva apxeio yia 6Aa ta
UMEPAOTIKA TNAEQWVNATA.

O XZwoto O AdbBog

2tn Siaxeiplon evog ayevhn ouvopAnth, Eekivape navtote €xoviag wg dedopévo 0Tl nopouUpe va
ToV SlaXEIplOTOUE.

O XZwoto O AdbBog

‘Otav eipaote ouvaloBnpatikd nieopévol, o TGVog ING PwVNG Hag Teivel va au€avetal Kat va yivetat
0€U¢ Kal £viovog.

O XZwoto O AdbBog

‘Onote Olakontete Kkamowa epyacia ya va kdavete KAt AMo, 10 Kdvete oe Pdpog NG
anoTeAEOPATIKOTNTAG,

O Zwoto O AdbBog

H epnioteutikotnta €ival ouclaoTikng onpaciag yla tn ouvéxion ng Unap§ng tou ypageiou otnv
eMNVIKN ayopa.
O Iwoto O AdbBog

Anavinoeig epwTNoEwY autoa§loAdynong eKnatdeutikng evotntag
1-%, 2-%, 3-%, 4-A, 5-%, 6-%, 7-%, 8-L, 9-%, 10-X
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13 Xpnon epappoywv H/Y

< IKonog >

YKonog tng evoatntag eival n e€oikeiwon pe g Baoikég Aettoupyieg Tou Microsoft Word 2016, n
napouciaon tou epyaleiou YnoAoylotikwv OUAwv tou Office, 1o Microsoft Excel 2016, kat n
e€olkeiwaon pe T1g Baoikég Aettoupyieg tou Microsoft PowerPoint 2016.

< Mpocbokwpeva anoteAéopata »

‘Otav oAokAnpwoete Th PeAETN Tou Kepalaiou Ba iote o B€on va yvwploete:

TL eival kat nou xpnatponoleitat 1o Microsoft Word,

TIG véeg buvatdtnteg nou npooPépel 1o Microsoft Word,
1L €ivat ta YnoAoylotikd OUAAa,

1L neptAapPavel n epappoyn tou Microsoft Excel 2016,
1L givat ol Napouotdoelg,

1L neptAapPavel n epappoyn tou Microsoft PowerPoint 2016.

<’Evvoleg-kAeLbia >

Microsoft Word 2016
Anpioupyia Eyypdewv
Microsoft PowerPoint 2016
Mapouaotdoelg

Microsoft Excel 2016
YrnoAoylotika pUAAa

13.1 Ene€epyacia Keipévou

13.1.1

H KaptéAa Apxeio

Ewoaywyn

H Kaptéha Apxeio nepihapfdvel ti¢ anapaitnteg Aeitoupyie¢ nou agopolv tn Anpioupyia,
AnoBnkeuon Kal Ektunwaon tou eyypdpou oag aAAd Kal nio oUvBeTeg epyaocieg onwg Aikalwpata,
Ekdooeig, Kovh xpnon —pe dMoug xpnoteg— kal MAnpogopieg. Xtnv idla Kaptéa pnopeite va
Bpeite kat 1i¢ Enhoyég Tou Word nou agopoUlv tnv napapetponoinon tou npoypdupatog 6cov
apopa tnv Epgpavion, ta Epyaleia EAéyxou, tn Mwaooa, ta Npdobeta, KTA. TEAog, otnv ibla KaptéAa
edgpavietal kat n'E€odo¢ ano to npdypappa.
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Epyaocia pe tnv KaptéAa Apxeio

Edv kdavete KAk otnv Kaptéha Apxeio, epgavidetat n MpoBoAn Microsoft Office Backstage, nou
anoteAei vewteplopo yia 1o Word.

H MpoPBoAn Backstage eival 1o onpeio oto onoio yivetal n Slaxeipion Twv apxeiwv Kal twv
dedopévwyv toug, n dnploupyia Kal anoBnkeuon apxeiwy, o €Aeyxog yla Kpupa petadebopéva n
NPOoWNIKEG NANPOPOpPIEG, Kat n pUBUICN ENIAOYWYV TNG EQPAPHOYNG.

Eyypapol - Word 2 - | x
' B
Ll [1AnpOYOoPLEC
Anpuoupyia . ) )
MNpooTtaoia eyypapou 156N TEC ~

Avoypa » EAéyEre Toug Timoug T ahAayuiv TIow o1 XPHOTEG HTOpOY KEVOLY 0F aUTS TO MéyeBoc K i G e

Mpootadicc | éyypagpo. E

: Eehise 1
o e o eyypigov m = ;
cteic
S Zuvohikdg xpovog emelepyagia 11 Acmrd
: 5 Tihog MpoaBiimn Titkou
o EAeyXOG Eyypagpou ; :
(€} N . ’ X . i EmikéTe Mpoabiikn eTkéTag
R Mpw a6 T Snpogiuon auTod Tou apyeion, AéyEre sdv mepiéyes o R -
5 Shia 00Biikn oxohicsv
EAcyxoa yict IIGTITTEG EYYPAPEY Katl GVOHG CUVTAKTN t BT
Bépuorra-
Kowr xerian TXETIKEG NUEPOUNVIEC
T Teheuraia Tponoroinen
—ul Alaxelpion eyypapou Anpovpyia Iipepe, 239 pp

Kekopo Q MeraBiBaan Aéyxov, avahnipn ehéyxow kat avditnan pn aroBnieopsvioy alaydv. Al cecon

Meeeipion | 53 yrgoyouy pn anoBnkeupéves ahhayéc.

yypapon -

IXETIKG ATOO =

MpoBoAn Backstage

MAnpopopicg Eyypagpou

H evtoAn MAnpogopieg (Kaptéha Apxeio = lMAnpogopieg) napéxel emnpdobeteg NAnpoPopieg
nou agopoUv 1o £yypapod oag.

Eyypapo - Word 2 - 1 x

; -
Lol [TAnpo@opieg
Anpsoupyia
ﬂDDDTCIUl(I EYYpapou 1610TNTEG -
Avorypa ./‘ Edéyre Toug Tomous Tww ko MiéyzBog Azv Exe omofinken.,
Npooracia TIOW O Y EOTEG PTIOROUY KEVOUW OF TehiSe 1
AmoBrikruon oyypdpaou ~ auTH 16 dpypatpo. 5
AéEag ]
KBz Tuvohog ypovog enclepyagiog 326 Aemra
i s Tithoe Mpoobrxn Tithow
: . EAey)0C¢ eyypapou
( ‘L‘ = VX c‘ﬁ VVQ :'p EvuctTee Mpoobrism eTucTog

e - pry e T Bnpogisuon outod Tou . O
Exvinmoon Ekeyyoq yo apytiou, ehéylte edv mepidyee Tyoha ipoarixn oxohius
: : Béjpora - |Eubrrres, eyypdpou ko dvopa . .
Kowry ypron uvTaKTn IXETIKEG NUEpOUNViES

Tehsutala Tpomonoinan
EEaryrayn
3 AloeipLon eyypapou Sajocnepy Ty o i .
™ S PRRPSCEE FIRDSEI S -_—

MAnpopopicg Eyypagou

‘Exete 600 tponoug yia va ene€epyaateite tig I6idtnteg ToU eyypdgou:

1. va epgavioete 1ig 18 16Tnteg 010 MNapabupo Tou eyypapou ndvw ano to €yypago, h
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2. va epgavioete 1o napabupo Siahdyou I66tnTE(.

18wotnTeg: Eyypatpol ? X

Mevikd  Eovoyn ZIronomid oroneia | Mepiegopeva  MpooopUOcUEVES

Anpoupyri@nes:  Mépmm, 21 MapTiow 2019 9:32:00 tp
Tpomomomnks

Mpoomelaotnke

ExTumwnke

TehEUTOLO OO BFKEVOT):
ApIBLOC avaBEwpNanG 1
uvohkoc xpovoc ENEEEpyamias 35 AgmTa

ITOTIOTIKG OTOMKEID:

Xopaxmmpeg: 27
Xopaxmpeg (pe Soom)... 32

aro

MNapaBupo Sialdyou I616tnTEg

Anpioupyia Néou Eyypdagpou

Ma va dnpiloupynaoete éva véo €yypago, Kavete KAIK otnv Kaptéha Apxeio Kal Katony atny eVioAn
Anpioupyia, énou kat Ba epgaviotei n napakatw oBovn pe ta diabéoipa Mpoétuna Eyypapwy.
Mnopeite va eniAé€ete and kanoto u@lotapevo npotuno n va dnuloupynoete éva Kevo ‘Eyypago
(kevn ogAida) and tnv apxn.

Eyypapol - Word 2 = of *

® v

Minpogopieg. AI’] HLOU pV’tO(

Anpoupyia

s Avaliiton nhext. TpoTinwy o

| Kiprzq ®iryfodv  Emovodic Exmaibevon  Bioypagixd ket ouvobeuticic smotodic  Agyia

Exrimuan

Efayayri .
.‘- MepinynBeite

Khloyo

O
e e
ol Ja
— o= =
Kown yprion et B N —
i kg i vl
: ] il
fon e
|
-

Kevé iyypapo ity Poriv xahoxaip... Kahisg opioare avo W... TuoAéyio mapoxsic u.. Efaywwikic rrimiveg (.
Aoyapaopée,

Emoyég 16 oNoMA T b

Koy ke Aced froyp... Kopr ket Aver) owvo. Anuiovpyus) ouvobey..

ol
%7

e THe¢
s s
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Mpétuna Eyypapwv

‘Avoiypa Eyypagou

Ma va avoiete éva €yypago, kavete KAk otnv Kaptéha Apxeio, Kal Katoniv otnv evioAn Avotypa,
ondte kal Ba epgaviotei 1o napakdtw napabupo diaAdyou.

& Avoypa X

= T o » lpAyopn mpdoPaan » v B

©

Opyavwon « - [ e

¥ 3 lpryopn npoofaoc X
PO pdefion @axehol mov XpnoonowouvTal guyva (8)
B Empavan tpyaciag

B Envpavoa rpyasiog
& Ivouia Migng

& Iroyia Migng
En -
< Eyyeaga :| Eyypopa

= Ewdveg Pk
v € >

Ovopa apytiou: «| | Oha1a éyypapa Tou Word (".c +

Epyodzia = Avorypa  [w Axupo

MNapaBupo Sialéyou Avotypa Eyypagou

Mpdopara Eyypapa

To Microsoft Word Bupdtal ta npdo@ata €yypaga pe Ta onoia €iXxate EpyaoTtel Kal 0ag NPOoPEPEL
€vav evaA\aKTIKO Kal Yprnyopo Tpono va Ta avoifete: kavete KAk otnv Kaptéha Apxeio Kal Katoniv
otnv evtoAn Avolypa. Ltn ouvodeutikn 086vn BAEnete ta npoogata £yypaga (apxeia) Kat tg BEoelg
nou Bpiokovtal. Eoeig anAwg eniAéyete 1o €yypago nou BéAete va avoifete kAvoviag KAIK eNavw
TOU.

AnoBnkeuon Eyypagou

‘Otav ohokAnpwoete 10 ‘Eyypapd oag kat BéAete va 1o anoBnkeloete, Kavete KAIK otnv Kaptéla
Apxeio, kal katonv otnv evioAn AnoBnkeuon n AnoBnkeuon wg.

Tnv npwtn @opad nou Ba anoBnkeloete 1o Eyypapd oag (ave€apthtwe Tt and ta napandvw Ba
emAé€ete), 1o Word Ba oag odnynaoet otnv enidoyn AnoBnkeuon wg Adyw Tou OTL OV TO EXETE
anoBnkeuoel oto NnapeABov Kat katd cuvénela dev yvwpilel to dvopad tou. Tig ENOPEVES POPEC MOU
Ba 1o Tpononolnoete, apkei éva KAIK otnv emiAoyn AnoBnkeuon, ektog av BéAete va aAldagete to
6vopa oto apxeio Tou Eyypdgou oag.

‘Otav kavete KAIK otnv emAoyn AnoBnkeuon wg Ba epgaviotel To napakdtw napdabupo diaAdyou
AnoBnkeuon wg.

EmA£€te 1o ‘Ovopa tou apxeiou tou Eyypdgou oag, tn Oéon (evaAAaKTIKA ava@épetal Kal wg
TonoBeoia n Aladpopn), kat Tov Tuno (S1aPopETIKEG HOPPEG APXEIWY) TOU Kal KATOMIV KAVTE KAIK
oto kKoupni AnoBnkeuon. To Word unootnpidet apketoUg tUnoug apxeiwv petagl twv onoiwv pdf,
xps, html, xml, txt, rtf, K.d., wote 1a’Eyypapd oag va pnopouv va eivat diabéoia navrou Kat anod
Slapopetikég epappoyég kat H/Y. Ta napadetypa, av BéAete 1o ‘Eyypago oag va to 6iaBéoete oto
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Awadiktuo Ba npénet va 1o anoBnkeloete wg lotooeAida, evw av Bélete va eival 6iabéoipo oe
nponyoupeveg ekddoelg tou Word Ba npénet va 1o anoBnkeuoete wg Eyypapo Word 97-2003
(*.doc).

Ektonwon Eyypdgpou

‘Otav oAokAnpwoete 10 ‘Eyypapo oag evdexopévwg va BeAnoeTe va 1o eKTunwoete o xapti. Kavie
KAk otnv Kaptéha Apxeio Kat Katonv otnv evioAn Ektunwon. And tn ouvodeutikn oBévn Ba
HMNop£€oeTe va enNEEeTE:

e 0c nolo eKtunwth Ba yivel n ektinwon,
e av BéAete va ekTuNwoeTe OAeG TIG 0eAideg Tou Eyypdgou n JEHOVWEVEG,
e TOV aplBuo Twv avutunwy,

e emnAéov 1810TNTEG, ONWG ToV TUMNO TNG CUPPAPNG, TOV NPOCAVATOAIOHUO TOU KEIWEVOU, Ta
neplBwpta, tg oeAibeg ava pUANO, KTA.

03_OFFICE_Word_2016.docx [Acitovpyia oupBatétnac] - Word 2 - a x

Minpopapizg E KTOH wOr]

Anpioupyia N 7 53
iU b=t -
=)

Exrbmwon

Avowpa
AmoBrikeuan

AmoBikeuan EKTUT[LUTT‘WC
we

SHARP MX-M354N PCLE

8 o

Exmimeaon
1816 TTEG skTuTILITA

Kowr xprion

PuBpioslc

EfaytoyR H| v EXTOMWaN Shiow Twv OERB..
Ohdrhnpo To Eyypapo

Kheloyo

Iehiseq

‘ ) Extimwon kot Sbo The.

AvaoTpopr oehibuwy oTn e

AMoyapaapég

R Me cuppagpr
Emidoyig 123 123 123

T
| | Kemarbpogos mposaatah. +

21 ek, x29,7 ek
n;ﬂ Kavoviké mepiapia

Apiotepte 3,18 ek Achice
D 1 oehiba avé puMho -

o it
[ el L
Aopdppuion oEhisag I m——

-

414 |omo 166 33% — —+ . —+ O]

086vn ektinwong

Av kavete KAIK otig 1616tnteg Ektunwtn Ba avoi€el To napdbupo 6iaAdyou pe TG 1B10TNTEG TOU
EKTUNWTN 0aG. L€ QUTO PNOPEITE va eMAEEETE NEPLOOOTEPEG EMAOYEG, ONWG NOIOTNTA EKTUMNWONG,
XPWHA EKTUNWONG (EyXPWHO, OE aNoXpWOElG YKPL KTA.), (Ul eKTUNwong, K.4.
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=5 |SuotnTeg SHARP MX-M354M PCLE x

Main  Paper Advanced Special Modes Job Handing Watermarks

User Settings:| Factory Defaults e Save Defaults
Copies Finighing
5 Binding
Colate s
Document Style .
() 1-Sided Hone
(@) 2-Sided{Book)
O 2-Sided(Tablet)
() Pamphlet Style [ Mo Offset
Tiled Pamphiet Margin Shift
Mone ~
M-Up Printing
TUp " Settings:
Border Image Crientation
(®) Portrait
None () Landscape
[ Rotate 180 degrees

Buupo Borfzwa

I816Tnteq EKTUnwtn

Ot npoopepdpeveg enthoyeg Tou napabupou 6taAdyou Tou eKTUNWTN oag e§aptwvial anokKAEICTIKA
and tn JApKa Kal 1o JOVIEAO TOU EKTUNWTA 0ag Kal ToU 0UVOOEUTIKOU AoyLopIkoU Tou. Enopévag,
o€ kKaBe nepintwon Ba BAénete Slapopetikd napabupo Sialdyou.

Meptoxn PuBuioeic

Anod v avaduodpevn Aiota Ektinwon 0Awv twv oeAibwv eniAéyete av Ba eKTUNWOoeTe OAEG TIG
oeAibeg Tou eyypdgou oag n oxt. EvaAhaktika pnopeite va enidé€ete EktUnwon tng tpéxoucag
oeAibag n Mpooappoopévn ektUNwon Kal va opioete oto nAaioto LeAideg tov aplBpd twv oeAidwv
nou BEAETE va EKTUNWOETE.

‘Eyypapo

@]

D Eximuwon Tpixoveag oeAibag
Méve autri m cchise

@_{j I'I!:.omp{muuzvr\ ZKTUTWOT )
MinkTpooyiaTs cuykekpidvag oRAiSze, sUdTNTEC A MEPIOXEG
MAnpopopizg eyypagpov
NMAnpogopizc eyypépov
Aigta 10Ty, GTWE To Gvopa ap)Eioy, 0 CUVTEKTNG Kol o Tithag
Nioa afpaveng
01 avtomiopivac alhayéc aac
ItuvA
AlgTa TV GTVA TEOU YPNCIOTIOOUVTAL OTO EYPapo
Korroywpiiozig auTépaton Keyévoy
AlgTa oToEiwy oTn CUAAoYN CUTOUETOU KEWEVOU
AvTioTorgioeig mAfKTpwY
AloTa TPOTEPOHAWY TARKTPWY TUVTEHZUGNG
v Exmimuwon afpovanc
ExTimuwian pévo poviv ashisw

ExTimwan pévo fuywv cehiduv

Kowvr) Xprion

Méoa and tn ouvodeutikn 086vn tng evioAng Kowvia xpnon (Kaptéha Apxeio = Koivh xpnhaon)
pnopeite va anooteilete 10 €yypapo oag Pe NAeKTpoVIKO taxudpopeio (email), va to anoBnkeuoete
oto Web, va 10 anoBnkeuoete oe SharePoint 1 va to 6npoocieloete wg Kataxwpnaon 1otoAoyiou

(blog).
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03_OFFICE Word 2016.docx [Asrroupyia supBarémrag] - Word

©
T Kowr) xpno.

Anpovpyia
03_OFFICE_Word_2016 HAekTpoVIKO TayuSpopeio
Avaypa C: » Users » User » OneDrive - Kek Apopsi » Attac... - ‘Ohot AapBévouy fva avtiypapo yia avaBepnon
&=

Gl Kown Xpﬁon AmooTOM] W
s ouvnppévoy

oBrkeuon
we ...\'. Kown xprion pe dropa

‘Ohot spyddovia oto iSio avtiypage

Exvimuson

OrreheuTaizg ahhayic sivat opatéc oz Ghovg

0 ’ ;
o ®|  Hektpoviko Toxudpopeio Aarenpei uixpé o péyeBog Tou PNVBHOTOC NASKTBOVIKDT T
Kown yprion
1 To éyypapo mpimzL va amoBnKeuTz 0F pia KowdPRATN Béon
ESayuoyr = Foe
sy E@ MpoPBoAn online
Iy ‘Ohot AapBévouy éva cuunppévo PDF
Kreiopo _ﬂ}l_ Awrenpei T Siértain, T POpPOTICINGN, TIC YPApHETOCEREC KAl TIG EIKGVES
Anpooizuon o 10ToAGYIO AmooTali wg To auevo Sev pmopziva ikoha
PDF
Aoyapiaause
Emhayéc o ‘ot hopBévauy éva uvnppéve XPS
w_ﬁ_ Aurenpei T SidTatn, TN HOPPOTIOINGN, TIC YPANHATOOEPEC KAL TIC EKAVEG,
Amoatohi wg To & 8ev pmopei va Tpe { eikoha
XPS

. e ypeialeTar owokeur ok
(=] Oa ypaaoreie pa vmpeoia napoyrc pak

AmooTOM W
pocE Intemnet

Kowvh xpnon apxeiou

E§aywyn
Méoa andé tn ouvodeutikn 086vn tng evioAng ESaywyn (Kaptéla Apxeio K E€aywyn) pnopeite va

aAAaete Tov TUNO Tou apxeiou Tou Eyypdgou oag n va dnploupynoete éva apxeio PDF/XPS.

C)
Lo FCoywyn

Anpovpyia

03_OFFICE_Word 20

Anpovpyia evog syypagou PDF/XPS

| Anuoupyia syypdgpou PDF/XPS
Airmnpei tn Sidraln, T HOPPOTOINON, TIC YPAUPATOTEIPES KAL TIC LIKGVE

worypa e

To mepiexdpevo Bev pmopei va Tpomonionei aixoha
AmoBrikzuan

E A" ANayi Tinou apxeiov AertiBevTan SLopedv TpoypajpaTa TpoBolic oTo Web
Anobrikeuan
w B
ey
Anovpyia
Exvomuoon PDF/XPS

Kowri xpfian

E€aywyn

Kheiapio

E§aywyn apxeiou

13.2 YnolAoytotika ®UAAa

13.2.1 Ewaywyn oto Excel 2016
Ynoloytotika ®UAAa

0 6pog Ynohoyiotika n Aoyloukd @UANa éxel ouvdeBel Pe €QapuUOYEG MOU 0PYaVWVOUV Kal
napouotddouv otoIxXela 0 YPAPUEG Kal OTNAEG, NPAYHATONOLWVTIAG Ml O€lpd anAwv €wg noAu
NMOAUNAOKwWY UNOAOYIOHWV.
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Me 10 Népaopa Twv €TWV N XPAON TWV EPAPHOYWY AUTWV €NEKTABNKE Népa anod TG KAAOIKES
AOYIOTIKEG €QapHOYEG Kal 0 0pog AoyloTikd DUMa €dwoe tn Béon Tou otov Opo YnoAoyloTika
OUMNa.

H Microsoft, yéow tou Excel nou nepiéxetal otn couita epappoywv ypageiou Microsoft Office,
KaBiepwBnke w¢ n npotunn gpappoyn unoloylotkwy GUAAwV, We to Excel 2016 va ival n nio
npéo@atn €kdoon tng dnpo@IAoUg EpapHoYNG.

Ytnv teheutaia €kdoon oag divetal n Suvatdtnta va Nnapacthoete onotadnnote aplBuntikn n dA\ou
TUnou nAnpo@opia, aAd kat va ekteléoete epyaoieg nou Ppiokete 61aBaiueg 0 QPApHOYES
dlaxeipiong Baong 6ebopévawv.

To nio duvatd onpeio tou Excel napapével n xpnon twv NoAAWY ETOIPWY OUVAPTACEWY MOU
NEPIEXEL, EVW OE OUVOUATUA HE TN Xphan TG YAwooag npoypappatiopou Visual Basic, oag 6ivel tn
duvatdtnta va dnploupynoete epappoyEg oxedov yia onolodnnote aviikeidevo enAEEeTe.

Ekkivnon tou Microsoft Excel 2016
Mnopeite va ekkivnoete 1o Microsoft Excel 2016 pe Toug napakdatw t1ponoug:

e Kavtie KAk oto koupni'Evap&n. Xto pevou nou Ba spgaviotei, kavie KAk Microsoft Excel
2016.

See all your mad in one place

_—
= .

Arbiculate 360 : Ot Jlr E 2

Artrulste Semmdans 0

Parthy Saamny

Audacity i
Caboulator

Calendar

Camera

Code Writer

Microscft Store Micrescft Edge

Q) o

Network Spee...  Swny

Eclipre Manages <,> %

1 Exced 20016
Code Wrrter Femote Deckt .

e Avundpxel eikoviblo apxeiou nou €xel dnploupynBei e to Excel, apkei va kavete 61nAd KAIK
navw tou yla va avoi€el n epappoyn Kal Jadi TnG Kal 10 CUYKEKPIPEVO apXeio.

'Vwpipia pe 1o nepiBaiiov tou Excel 2016

Me tnv ekkivnon tou Excel 2016 Ba epgaviotel n napakatw oBovn.
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[ BiRioT - Excel a x
GOV Ecoyuwyi  AdmednochiSag Tumor  AcBopéva  AvoBewpnon  MpoBoki @ Minpowc 9 Kowr xprion
o o Calibri -1 <= B revmi - EZ Mopgomoinon umé épovc - | &= Eicaywyd ~ PRI 24
O Eg-| B I U- A A =B - £ - 9% o [EjMopponoinon wemivaka s | BX Maypagr B~ o-
EnwcéMnen = &
. ¥ |H-|D-A- == | P w5 28 [ 5ruh keduiow = ¥ Mopgomoinon~ & ~
Mpéxepo 5| lpappatoocpd Etoixon nl ApIBuéC W 2.8 Kehidt Encicpyacia A
Al ! 3 v
A B G D E F G H 1 J K & M N[~
_ -
7
3
4
5
6
i
8
9
10|
1
12
P =
oudol | @ “ v
Etoge  §3 i3] m - '} + 100%

Xtnv KUpla 0Bévn tou Excel ouvavidte pla ogipd and pevou, epyaleia kat emthoyEG We ta onoia
npénet va e€olkelwBeite, yia va ekpeTaleuteite 600 1o duvatdv KaAUtepa Tig HeYAAeg SuvatoTnTEG
ToU.

Autd nou BAénete otnv KUpla 0Bdvn eivat:
Bifhiol - Excel

lpauun titAou

2T Ypaupn auth gpgavidetal o TitAog TnG epappoyng KaBwg kat To 6vopa tou BifAiou epyaciag
nou HouAeUeTe auth tn oTiypn.

Tnv npwtn Qopd to dvopa auto sivat BiBAio1.

H Q2 =

Ipappn EpyaAsiwv Ipiiyopng MpéoBaong
Auth n ypapun epyaleiwv odag divel aueon npocfaon o Hia oglpd Bacikwy AEITOUPYIWY, XWPIG TN
xpnhan pevou.
Ot Asrtoupyieg HEOW TWV AVTIOTOIXWVY KOUMMIWV £ivat:
e AnoBnkeuon
e Avaipeon
e AxkUpwon
e [pnyopn ektunwon

Mnopeite dpwg va epnAoutioste autn th ypapun epyaleiwy av oto 8e€l dkpo TG ypappNng Natnoste
10 Koupni Mpocappoyn EpyaAsiwv MNpayopng MpéoBaong.

Kewtpien Erganyuayn Marain ochifag Tomol Acsfopsva Avabswopnon Mpofohn
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Edw oag bivetat n duvatdinta va npooBéoete/apalpEoete KOUPMIA €VIOAWY, WOTE N YPAUMN
epyaAeiwv va NpooappooTel oTig avaykeg oag.

KopbéAa pe kaptédeg

H Kopbéha pe 1i¢ kaptéheg eppaviletal pe tnv ekkivnon tou Excel. Zinv Kopbéha nepiéxovial 8
KaptéAeg nou n KaBepia nepiéxet tn ikn tng opdda Koupniwy.

Ouabeg

Oupdda ivat éva oUvolo Koupniwy nou nepikAsietat and éva nAaiolo €101 wote va gival eUKOAOG 0
SlaxwpIopdG TwV OPAdWY KOUKMIWY Nou eKTEAOUV ouvageig evioAég. 1o napandvw napddetypa
pnopeite va deite tnv opdda pe Ta Koupnid Nou apopouv TN HOPPOMOiNCN TWV XAPAKTAPWY EVOG N
neploocoTépwyv Kellwv.

Calibri A | i

lp@p OO GELpa M=
lpauun Tonwv
j 3

XTn ypaupn auth epgavidetal oudnnote nAnktpoloyeite, €ite autd eival anAd 6edopéva eite n
ouvtagn Kanolag ouvapTnong.

lpauuéc KuAiong

Ot op1dovrieg Kal KABeTeg YpappEG KUAIONG AgiToupyoUv Onw¢ o€ OAEG TIG epapHoyES Twv Windows
kat BonBolv otn petatonion NG KeVIpIKNG 0Bovng oe neploxég nou Oev eivar duvatdv va
aneikovioTouv AOyw Tou Oykou twv dedopévwv. Ma napadelypa, petaténion oe dedopéva nou
Bpiokovtal otn ypapuun 134 n otn othAn AG.

lpauun EpyaAeiwv MpofoAng
it i

Ytn ypaupn EpyaAeiwv MpoBoAng Ba Bpeite 3 koupnid nou agopouv d1apopeTIKoUg TPOMNoUg
npoBoAng tou BiAiou epyaaiag.
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Pooatding - Zouy

- | + 100%

AinAa otn ypappn EpyaAeiwv MpoBoAng Ba Bpeite évav poootdtn nou, petakivawvtag tov de€la n
aplotepq, pnopeite va peyeBUVETE N va OUIKPUVETE TO TUNHA Mou epYAdecte 0To evepyod GUANO
epyaoiag.
Evepyd ®uMo Epyaoiag

@uMAol +

Evepyo @UMo epyaciag eivat To pUAAO nou gpyddeate Tn oUYKeKpPIPEVN otyun. Epgavidetat nio
évtova ano ta unoAoina GpUAAa epyaciag yia va Eexwpilel.

Eioaywyn Néou ®UMou Epyaciag

@uAhol

Me tnv évap€n tou Microsoft Excel, kaBe véo BifAio Epyaciag nepiéxel 3 OUAa Epyaciag pe ta
ovopata, ®UAAo1, ®UAN02, DUAN03. TMa va dnpioupynoete éva véo OUAMo Epyaciag kavie KAIK
navw oto kouuni Eloaywyn Néou QUMou Epyaciag. ©a dnpioupynBei éva véo OUMo pe
npotelvopevo ovopa ®UANo4, to onoio BERata dnwg Kat ota npwta 3 pnopeite va 1o aANGEeTe.

Kouumd KuAiong ®UAwv Epyaciag

Av 1a OUMa Epyaoiag sival neploodtepa and autd nou epgavidovtal otnv KUpla 086vn tou Excel,
pnopeite va nAonynBeite ota undAotna ®UAAG, Natwvtag o avtiotoixo Koupni NAonynaong npog ta
6€€1a n ta aplotepa.

Evepyo KeAl

A

-k

Evepyd Kei eival to KeAi nou epyadeote kat pnopeite va sioayete dedopéva, TUNOUG, OUVAPTNOEIG
Kat ornotodnnorte avtikeigevo pnopei va eloaxBei ato Microsoft Excel. lNa to Evepyd KeAi aAalouv
XpwHa (Kitpivo) 1o ypdupa tou ayyAikoU aA@aBntou, nou aviinpoowneUel Tn 0TAAN, Kat o aplBpadg,
Mou avtinpoowneUel TN Ypappn tou KeAlou.
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Ovopa-AigtBuvan Evepyou KeAiou
Al -

YTnv neploxn autn pnopeite va deite 1o 6vopa-6ieUBuvon tou evepyol KeAloU ndvw oto onoio
epyadeote, 1o onoio anoteAeital and o ypappa tou ayyAikoU aA@apntou nou avunpoowneUel Tn
OTAAN Kat Tov aplBud nou aviinpoowneUel Th YPaupn tou evepyoU KeALoU.

Mpocappoyn KopbéAag kat Mpappung EpyaAsiwyv

Aev pnopeite va alda€ete tnv eppdvion tng KopdéAag, pnopeite 6pwg va tng ala€ete B£on. Exete
gniong tn Suvatdtnta va npooBécete N va agaipéoete otn Mpappn EpyaAeiwv Mphyopng
MpéoBacng Koupnid eVioAwv.

Ma onotadnnote anod Tig napandavw aAAayég, kavie Se€i KAk og onotodnnote onpeio tng KopdéAag
yla va avoi€el 1o napdbupo pe 1o pevou emAoywv.

Bifhio1 - Excel =] x
Anpowpc Taxiaris f... P+ Kown xpnon

Mpogoppoyr ypopprc epycheiwv ypriyopng mpoofaonc... B 3
woayuayy v

Eppénvian e ypoppng epyoheivav ypriyopng Tpoofacns KEmw amd Ty kopdiho i :
& Awypopr -

=E
Emikokhnon Mpooappoyn g Kepdéhag.. EI A paTOTn
Iupmruin e Kopdého -
Mpoxepo TSRS SORBEES Kehd Enciepyacia

Al I

Mpocappoyn KopbéAag kat Mpappng EpyaAeiwv

Eni\é€te tnv Mpooappoyn Mpappng EpyaAeiwv Mpnyopng MpoéoBaong. Me autd tov tpdno
gvepyonoleitat 1o napdBupo SiaAdyou Emhoyég tou Excel, pe evepyn tnv emdoyn Mpappn
EpyaAeiwv Mpnyopng MNpdéoBaong.

Méoa and autd 1o napdbupo, pnopeite va NpooBEcete N va aQalpE0ETe KOUKMIA EVIOAWY 0T
lpapun Epyaleiwv Mpnyopng MpoéoBaong. Ot undAoineg emAoyég tou pevou eival: Epgdvion
lpapung EpyaAeiwv Mpnyopng MpdoBaong katw ano tnv Kopdéha Eniéyoviag edw, pnopeite va
Hetapépete tn Mpappn Epyaleiwv Mpnyopng MpdoBaong katw and tnv KopdéAa.

Mpocoappoyn tng KopdéAag: e auth tnv enidoyn adag divetal n duvatdtnta va NpooappdosTe TNV
Kopbéha, va dnploupynoete vEeG KapTEAEG, VEEC OMABEG, va HETOVOUACETE KAMOIEG ANl TIG
KAPTEAEG Kal va Kavete onoladnnote aAAn aAAayn.

EAaxiotonoinon tng KopbéAag: Matwvrag ndvw otnv enthoyn EAaxiotonoinon tng Kopdéhag,
unopeite va BAENeTe Ta ovopata Twv KapteAwy, xwpig va epgaviovtal ot avtiotoixeg opadeg. Eta,
unopeite va éxete €va nio kaBapd nepiBdrov epyaaiag kepdidovtag xwpo atnv 0Bdvn.
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Baoikég Asttoupyieg Tou Microsoft Excel 2016
Baoikég évvoleg

To kaBe ®UAo Epyaociag tou Microsoft Excel 2016 nepiéxel kel Siatetaypéva oe 1.048.576
YPAHUEG Kat 16.384 otnAeg.

Ma va avaepBeite oe onotodnnote Keli, npénel va ava@épeTe 10 ypAppa Tng oTNANG Kat Tov aplBud
TNG YPAUKNG nou to npoaobdiopifouv.

Ma napadelypa, otnv Napakatw lkova to evepyd Kehi nou €xet enihexBel sivat to ES.

A E L D E

LR B - S T R S B ]

| ——

To evepyd Keli, 6nhabn autod nou éxel emihexBel teAeutaio, Eexwpilel and 1o €viovo nepiypaupa
T0U, 0AAd Kat anod To Ypduda tng 0ThANG Kal Tov aptBuod tng ypauung nou gwrtidetal Pe Kitpivo
XpWHa.

Av BéAete va eniNé€ete KAMOLO OUYKEKPIPEVO Koppdtt tou QUAou Epyaciag oag, éxete tg
napakatw eniAoyEg:

EnmAoyn piag othAng

Kavte KAIK navw 0to ypdupa tng otnAng, yia napadetypa otn othAn D.

A B c D E F G H ] K E M N[«

3

2 olo|woin e

R 23

Entloyn piag othAng

Entoyn yiac ypauung

Kavte KAIK otov apiBuo tng ypapung nou Bélete va emAé€ete, yia napddelypa otnv napakatw
€lkOva eival eNAEYUEVN N YPAUKN 4.

B C 2] E F G H | J K L M N[«

© o e w

0

12
12

Entloyn piag ypappng
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Enthoyn piac neploxic

Kehwwv: Kavie KAIK Kal oUpete 10 H€(KTN TOU NOVIIKIOU KaAUNTovVTag tnv neploxn nou BéAete va
eMAEEeTe.

ZnAav: KAvie KAIK 0TO NPWTO YPAUKA Kal 0TN OUVEXELD OUPETE TO HEIKTN TOU MOVTIKIOU WEXPL TO
yPAppa tng teAeutaiag otnANng nou BéAete va enmAEEETE.

Ma napadetypa, enkeypéveg otnAeg D, E, F, G.

A B C D E E G H J K 14 M N[«

SRR T R SR VR

=l o

W

Entloyn piag neploxng otnAwv

Fpappv: Kavie KAIK otov aplBud tng NpwIng YPapKNg Kal atn OUVEXela oUpPETE To SeiKTn Tou
novtkioU WEXpL Tov aplBud tng teAeutaiag ypappng nou BéAete va eniké€ete. Ma napddelyua,
EMAEYUEVEG YPAUMEG 4, 5, 6.

A B C D E E G H | J K L M N |«

oo e WM

[ [t
m Sl |w

[

Entloyn piag neploxng ypappwv

Enthoyn 6Aou tou QUAAou Epvaciac

Ma va emAEEeTE OAEG TIG YPAPPEG Kal OAEG TIG oThAeg Tou DUAMoU Epyaaiag, kKavte KAIK aTo Koupni
EmAoyn 6Awv, nou Bpioketal otn cupBoAn Twv eNKEPAAIdwWY YpaUHWVY Kal 0TNAWV.

A B C D E E G H | J K k M N [+

o e e~y

1
12
13
14

16
17
13
10

Entloyn 6Aou tou pUANoU epyaciag
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Enthoyn gegovwuévwy othAwY h Ypauuwy

XTnv nepintwon nou BéAete va eniNé€ete neploodtepeg and pia ypappég n atnAeg nou dev eival
YEITOVIKEG, EMAEETE TNV NPWTIN KAvovtag KAIK NAvw TNG Kal 0TN CUVEXELD €XOVTAG NATNHEVO TO
nAnktpo [Ctrl] kavte kKA otig endpeveg. Mapdadetypa enileypévwy otnAwv C, E, G.

A B & D E F G H J K 5 M N[+

7

10
1
12
13
14
15
16
17
18

10 T

Entloyn HEHOVWHEVWV OTNAWV N YPAHHWV

Neploxég Kehwwv. [MMepioxn Kehwv ovopdletat 10 opBoywvio napaAAnAdypaupo nou
neplAapBavel éva oUvoAo KeAlwy.

Ma va avapepBeite og autn TNV neploxn apKei va avapépete 10 ovopa tou KeAlou tng navw
aploTeEPNG Kal TnG Katw 8e€lag ywviag tou opBoywviou napaAAnAOypapHoOU XWPIOHEVA HE
avw Kat Katw teAeia (=)

Ma napddetypa, av Bélete va avapepBeite otnv neploxn tng NApakatw €lkovag, Ba npénel va
avapepBeite o€ auth nAnktpoAoywvtag B4:ES8.

A B z D E E G H | J K I M N |~

|~ o | w =

Rlzlg e

B
4

Metakivnon ato QU0 pyaaiac

Ma tn petakivnon péoa oto ®UAo Epyaociag, wote va éxete npoofaon oe onolodnnote KeAi h
neploxn KeAlwv, PNOpPEITe va XPNOIYOMOINCETE TIG YPAMHEG KUAIONG N va KAVETE Xphon Tou
nAnKtpoAoyiou xpnaiponolwvtag ta BEAn kateuBUvoewy Kal Hia oglpd ouvtopeUoewy nou Ba oag
dleukoAUvouv.

To nw¢ pnopeite va petakivnBeite oe éva OUAo Epyaciag pe tn xpnon tou nAnktpoloyiou,
napouaotddetal otov Napakdtw nivaka.

[21LI€]IMN, V] Metakivnon katd éva KeAi 6e€1d, aplotepd, ndvw, KATw

[Ctrl] + ([=21,[€LIMNLINV]) | Metagopd oto 6e€1dtepo, aplotepdTePO, KATWTEPO h avwtepo KeAi
Hlag NePLOXNG
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[PgUp] Metagopd pia 086vn npog ta navw

[PgDown] Metagpopd pia 086vn npog ta KATw

[Home] Metagpopa oto aplotepdtepo KeAl TG YPAPUNG

[Ctrl+Home] Metagpopd oto npwrto keAi Tou pUAAoU epyaciag

[Ctrl]+[End] Metagopa oto teAeutaio keAi Tou UANOU epyaaiag Nou NEPLEXEL
dedopéva

Eloaywyn 6sbopsvwy ota Kehid

Ma va ewoaydyete 6edopéva oe éva Kelli, apkei va 1o enNAEEETE, va NANKTPOAOYNOETE TO NEPIEXOUEVO
TOU Kal va nathoete 1o nAnktpo [Enter] yla va oAokAnpwBei n kataxwplon.

Katd tn 81dpkela Tng nAnktpoAdynong, napatnpnote ot ta dedopéva epgpavidovtal kat otn Fpappn
Tonwv.

Av katd tn 8idpkela tng NAnKtpoAdynong kavete kdnoto AaBog, Ynopeite va NATNCETE 10 NANKTPO
[Esc] npiv nathoete 1o nAnktpo [Enter], wote va akupwBei n kataxwpton.

Ewcaywyn ZtaBepwv kat Tunwv. 01 L1aBepég, 6nwg Aéet kat 1o 6vopa toug, eivat dedopéva nou
dev aA\ddouv aAAa pnopouyv va AdBouv pépog o Luvaptnaoelg kat Tunoug. AvtiBeta ot TUnot éxouv
tn duvatdtnta va napdyouv dedopéva nou aldlouv duvapika, avdloya pe Tn ouvBNKNG N Tn
ouvApTINON Nou XPNOIKOMOLEITE.

Ot tUnot twv ZtaBepwv nou Pnopeite va xpnolgonolnoste eivat 3.

AApaplBpnTuikég Onotobnnote cuvduaopd anod ypappata kat aplBpoug
AplOpuntikég Wneia 0 £wg 9 Kat eidikoi xapaktnpeg +,-,%,(),/$,%,% e
Huepopnvia & Npa Huepopnvieg tng popeng HH/MM/EEEE ané 1/1/1900 €wg

31/12/9999. H poppn npepounviag kat wpag Pnopei va aAa&el anod
T11¢ Tonikég PuBpioeig tou Mivaka EAéyxou

Tonot. Ot TUnot EekivoUv navta and to Xxapaktnpa ioov (=) kat otn ouvéxela ta KeAid kat ta cUpBoAa
nou AapBdavouv pépog og pia npdgn.

Ma napadetypa (=A5/Cé) n (=25*13).
Autopatn sicaywyn dedopévwy. Autopatn sicaywyn dedopévwy givat n Suvatdtnta nou Napéxel
10 Excel, 6tav npénet va eicaxBei pia ogipa 6edopévwy oe diadoxika Kelid, va nAnktpoloyeite povo

1a 6edopéva ota dUo Npwta KeAId Kal TN cUVEXELD Ta unoAoina KeAld Jiag OUYKEKPIMEVNG MEPIOXNG
va KaAuntovtal autoéparta ye avtiotoixa dedopéva.
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Ma napddetypa, av BéAete va BdAete oe 10 ouvexdpeva Kehid kabBeta (B1-B10) toug aptBuoug 1-
10:

- NAnktpoloynote oto Keli B1 1o wnoio 1 kat oto keAi B2 1o yneio 2.
- EmA€€te 1a kehid B1, B2 kdvovtag kAik oto B1 kat cUpovtag to novtiki péxpt 1o B2.
= - 2
A B | c

s ||

- Metagépete 10 deiktn tou NovtikioUu otnv Katw 6e€1d ywvia tou teAeutaiou entheypévou
keAloU, dnAadn tou B2. 0 beiktng Ba napel tn oppn evog paupou otaupod.

A e c | 0B

aw | pa =
I

A

- Mg kpatnpévo 1o aplotepd KAIK oUpeTe Npog 1a KAtw To deiktn, péxpt 1o KeAl oto onoio
BéAete va eloayayete autdpata TipEG, dnAadn péxpt to B10, kat otn cuvéxela apnaote to
aplotePOd KAIK.

To anotéAeopa Ba eival va yepioouv autopata pe dedopéva ta Kehtd and to B3 péxpito B10
Me toug aplBuoug 3-10.

A B

o[- - TR - S TERE S R
V.- NS T, -SRI TT I S

=
=
=
[=]

H i6ia 61adikaoia pnopei va xpnotponotnBei kat yia Aé€eig n aplBpoucg nou akoAouBoUv Hia Aoyikn
oelpd, dnhadn av ypdyete ota 2 npwta Kehid Keipevol kat Keipevo2 kat akohouBnoete tnv
napandvw Siadikaoia, ota unoAoina Kelid Ba kpatnbei to Keipevo kat Ba aufavetal o aplBuog
Keipevo3 KtA.

And v tipn tou deltepou Keliou e€aptdtal Kat to Bripa au€nong tng apibBunong ota endpeva
KeALa.

Elcaywyn Mpappwyv Kat TTnAwv

MoAAéG popég, ae NON Kataxwplopéva dedopéva, ota Kehid evag OUMou Epyaoiag, xpelaletal va
€l0ayayete KANoleg entNA£oV YPaUHEG N OTNAEG.

Ytnv nepintwon autn to Excel 2016 dnpioupyel pia véa ypapun h othAn peta@époviag Tig
undpxouoeg YpaupEG pia B€on nio KAtw Kat g undpxouoeg oTNAeG pia B€on nio He€1d.
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Eloaywyn Mpayync

Ma va eloayayete pia véa ypappn petagu twv ypappwy 2 Kat 3 oto napakdtw ®UAo Epyaoiag:

- EmA£€te tnv Katw ypappn petafl twv 2 nou BéAete va napepPAnBel n véa, SnAadn tn
Ypapun 3.

A B
1 Mmaptoshova
2 Peah
3 Mmayspv
4 Toshat
5 Mopto

<+

= LY, R AT

- Kavte KAk oto BeAdkl tou KoupnioU Eloaywyn tng opddag Kehg, nou Bpioketal otnv

kaptéha Kevipikn.
- EmA€€re tnv evioAn Eloaywyn ypappwy gUANoU.

S T S -

: F R
1 1 Mo pToshova B Booyay - Y
2 2 Pal = Ewaywyr ko
3 I— 3 Mnayspv El: Ewraywyr ypoppuov guihou
4 4 Toshol
5 5 Mopto
6 Q Eigaywayr puihou

To anotéAeopa ival va eloaxBei pia véa ypappn avapeoa otig YPapHEG 2 Kat 3 Kal ol YPaHHES
Katw and tnv 3 va petapepBouyv pia B€on nio katw.

[r—— B -
1 1 Mmaptoshdva

2 2 Psah

2 |,

4 3 Mmdyspv

5 4 Toghot

6 5 Mopto

Eloaywyn XtnAng

Ma va eloayayete pia véa otnAn ato ®UANo Epyaciag avapeoa otn othAn A kat B:

- EmAé€te tn 6€€16tepn otnAn avapeoa oe autég nou BéAete va napepPAnBei n véa, dSnAabn

n B.

| 4] & B C D
L] 1Mraproshova

= 2fpean

i| 3Mmayspv

B | MTozhal

25 | s{nopto

- Kavte KAk oto Behdki tou koupnioU Eloaywyn tng opddag Kehid, nou Bpioketal otnv
kaptéha Kevipikn.,
- En\é€te tnv evioAn Eloaywyn otnAwv gUAAoOU.
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EPBoaywyi - 2 - §v-

gm Ewoaywyr kehuow

U Eigoywoyh ot podhou

Q Ergoywyr] qukhou

To anotéAeopa eival va ioaxBel pia véa othAn avapeoa otig A kal B kat 6Aeg ot otnAeg and
n B Kal petd va petagepBolv pia B€on nio de1d.

Aaypa@n kat analoten Mpappwy n FTnAwv

- Aaypagn ypappwy h otnAwv ovopddetal n oploTIKA anopdkpuveon €MIAEYHEVWY YPAPHWY
N otnAWV Pe ouvénela ta Sedopéva TwV YEITOVIKWY YPAPHWY KAl 0TNAWV va PeTapépovtal
160G B€0€1G Wote va KaAugBeil To kevo autwy nou dlaypdenaoav.

- Analolipn neplEXOPEVWV YPAUPWY N OTNAWV €ival Slaypa@n Twv MNEPIXEOPEVWV TWV
eMAEYHUEVWV YPAUHWY N oTNAWY, XWpIG va dlaypdpovtal ol YpaupEG h ol OTNAEG.

Ma va dlaypdyete pia ypapun n pia othAn:

1. EmA€€te tn ypappn n tn othAn nou BéAete va daypayete kavovtag KAIK ndvw otov aptBpo
TNG YPAUHNG 1 010 Ypdppa TG oTNANG avtiotoixa.

2. Matnote 1o BeAdki tou koupnioU Ataypagn tng opadag Keha, nou Bpioketal otnv KaptéAa
Kevipikn.

3. Kavte KAk otnv evioAn Awaypapn ypappwv pUAAou n Awaypapn othAwv (pUAAou
avtiotoixa.

= - =
2 Daypapr - M- P-
(= » i

&7 Mayporpr) KEMLIV..,

Moypopr oxnhww @oihou

o
BX  luoypapn @ulhou

Ma va Kavete analolpn NEPIEXOUEVWY YPAHUHWY N OTNAWV:

1.  En\é€te TG YPaHMEG N TG OTNAEG nou BéAeTe va OfNOETE TO NEPIEXOPEVO TOUG Kal 0TN
ouvéxela natnote to NAnktpo [Deletel.

2. Tia neploodtepeg emAoyég pnopeite avti yia 1o nAnktpo [Delete] va natnoete 1o BeAdki
6inAa ano to koupni AnaAowpn tng opddag Ene§epyaoia, nou Bpioketal otnv kaptéAa
Kevipikn, wote va eppaviotei 1o Pevou Tou.

UGV ¥

_ Amahoupr T phTpdpLopc

Amohoupr] ohuav

k- a + . &
&4 Amahoupn poppomoroswy
Amohoupr TEpLEROREV LIV

Amohoupr ayohiuy

Amohoupr uTEp- cUVEECTELIV
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Edw ot 61aBéaipeg enthoyég eivat:

- Analoipn 6Awv: Analoipn GAwWV TWV NEPIEXOPEVWV.

- Analoiph popponotneewv: AKupwvovtal OAEG Ol HOPPOMOINTELG XWPIG va
dlaypapouv ta 6ebopéva.

- Analowpn nepiexopévwv: Alaypdgoval ta debopéva Kat ol HOPPOMNOINCELG
Napapévouy.

- Analowpn oxoliwv: Alaypdgovrtal ta undpxovia oxoAla

- Analowpn ungpouvdéoewv: Alaypdpovial ol UNEPOUVOETELG TwV EMAEYUEVWV
KEALWV, OXI OJWG Ol HOPPOMOINTELG.

Anpoupyia véou BiBAiou spyaciag

Ma va dnploupynoete €va véo, kevo BiPAio epyaoiag:

1. Kavte KAk otnv KaptéAa Apxeio.

2. Kavte KAIK 0to Koupni Anptloupyia.

3. Ztnv neploxn AlaBéopa Mpotuna, kavie 61nAd kA otnv enthoyn Kevo BiBAio epyaciag.

Bihiol - Excel 2 - B x

©
MAnpotpapizg A ﬂ ULOU pv iO(

Anpioupyia

Avorypa AvalTnon ekt TPOTUTIWY pel

fo NMpovewopeves avalquioaig:  Emyeipnon  Mpoowmié  Aiotes  Owovopxi Siaeipton
Npotmooyiopoi  ExmaiSzvon  Ipoypappaiopol kai napaxododdnon
AmoBrikevan

g

Exrimeoon

=
@
Ia}

Kown xprian

1 I S S
Efaywoyri i . Jlk-lu“l.l] 77777 L,,
4 =l e
5 e

Anposisuon

Kheiao N

Kevo Bifhio cpyasiag Mposnooyiopss Thocwy <.

Aoyapiagusc

Anpoupyia véou BifAiou gpyaciag

Zuvtopeuon nAnktpoAoyiou: lMa va Snploupynoete ypnyopa €va véo, kevo BiBAio epyaociag,
pnopeite eniong va niéoete ta nAnktpa CTRL+N.

Anpioupyia véou BiBAiou epyaoiag pye Bdon £va undapxov BifAio epyaciag

1.

2
3.
4

Kavte KAk otnv Kaptéha Apxeio.
Kavte kKAIK ato Koupni Anpioupyia.
Ytnv neploxn Mpotuna, Kavie KAIK atnv evioAn Anpioupyia and undpxov.

210 napabupo Slahdyou Néo anod undpxov BiBAio epyaciag, kavie nepinynon oto 6ioko, 10
@akeAo N tnv tonoBeaia tou Internet nou nepiéxel to BiBAio epyaciag nou BéAete va avoigete.

Kavte KAk ato BiBAio epyaaciag kat, 0Tn OUVEXELD, KAVTIE KAIK oTnv evToAn Anpiloupyia véou.
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Anpioupyia véou BiBAiou epyaaiag ye Bdon €va npotuno

1. Kavte KAk otnv kaptéAa Apxeio.

2. Kdvte KAIK ato koupuni Anpioupyia.

3. EmA€€te éva and ta Mpotuna.

Bifhio! - Bxcel

©®
el Anulovpyla

Aniavpyia

Avaiimon nAEKT. TRoTUTLY

NMootewbusve avaliuioeic  Emyelonon  Meosume  Aotes  Ouovouua) Sy puom

Mpoomehoywuol  ExmaiScvon  Mpoypauuatiouel ke mapaxohoinen

HUludld &

Kevi Bufidio zevavia Npoimohoyiouss Tioewy eé..

Aciypata Mpotinwyv

IHMEIQXH: H kaptéha Mpoownika Mpotuna napabétel Aiota pe 6Aa ta Mpdtuna nou éxete dnploupynoel. Edv dev

epgavidetal to Mpdtuno nou BéAete va xpnaoyononoete, Befaiwbeite 6Tt Bpioketal otov 0wotd pdkelo.

lMa va anokthoete neplocotepa Mpotuna BiBAiou epyaciag, pnopeite va AaBete ta npdtuna anod to
Office.com. Lto napdBupo diahdyou AlaBéaoia npotuna, otnv neploxn Mpoétuna tou Office.com,
EMAEETE PO OUYKEKPIPEVN KaTnyopia NpotUnwy Kal, 0Tn CUVEXELD, KAvTe 61NAG KAIK oto npdtuno

nou BéAete va AaPete.

AnoBnkeuon BiBAiou Epyaociag

OAokAnpwvovtag anoBnkeuote 1o BiBAio epyaciag oag pe évopa MieBodooia akohouBwvtag tn

diadikaaoia anoBnkeuong:

1. Kavte KAk otnv Kaptéla Apxeio.

2. EmA€€te tnv eviohn AnoBnkeuon.

3. Xto napdabupo SiaAdyou AnoBnkeuon wg nou Ba eppaviotei, emAEETe 1o pakeAo atov onoio

BéAete va anoBnkeutei to BiBAio epyaoiag.

B AnoBrikeuon we

4 [ 5 ThisPC » Documents »
Organize = New folder

0 This PC ®  Name . Date modified
. B 3 Objects Audacity
ERngocipks 9 Deskop img
SliEr [ My Articulate Projects
l-r P ES0AA IANOYAPIOY files
: ownloa
Anpioupyiz e Mpovapyoopiva péTua Tou Office
dj s g 1Mdsx

&1 Pictures ¥ AR AT Final (Rasnanear) viee

b}

Avorypa

AmoBrixeuon we BiBhio cpyaviag tou Excel ("axis)

Amobrksuan Authors: Taxianis ¢ glykos Tags: Addatag
[ Amorikeuan

" jkpoypopiac

Amobriksuaon !

weg A AToKpuYN paxdhwy

Title  Add a title

o -

Axvpo

AnoBnkeuon BifAiou gpyaciag
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4. Yto'Ovopa apxeiou nAnktpoAoynote MioBobdocia kal natnhote 1o NANKtpo AnoBnkeuon.

AmoBrksuon wg *
4 E| » This PC » Documents v 0 Search Documents -]
Organize * Mew folder B== « (7]
A
[ This PC s MName Date modified Type Size fa]
~B 3D Objects Audacity 31/01/2019 14:56 File folder
[ Desktop img 2 File folder
E e My Articulate Projects File folder
- EZOAL IANOYAPIOY files File folder
; Downloads ) i
Mpooappoopive mpéTua Tou Office File folder
B Music B2 111xdsx Dihho epyoiog T... 10K8
[&] Pictures ¥ ME AT Final (Barnancas A vlew 174043018 1400 P Ve iy sa ¥R ¥
Ovopa apysiou: | MioBoSoaia G
Amofrkevon we |Bifhio spyoaiag Tov Excel (*xlsx) ~
Authors:  Taxiars t. glykos Tags: Add atag Title: Add a title
[] AmoBrikeuan
HIKpOYpOpLAG
A Amokpuln pariiuv Epyodeia  ~ Arupo

H 6wabikacia tng npwing AnoBnkeuong eival owoto va yivetal agéowg PETA tn dnploupyia tou
BiBAiou Epyaciag kat avd takta xpovikd diactnpata va anoBnkeUete TG aAay£EG Nou KAVETE 0To
BiBAio epyaciag €101 wote va éxete navia anodnkeupévn tnv nio npdopatn €kdoon tou BifAiou
epyaoiag oag.

‘Avotypa BifAiou epyaciag

Mnopeite va avoi€ete éva anoBnkeupévo BifAio epyaciag akoAouBwvtag tnv napakdtw diadikaaia:

1. Kavte KAk otnv Kaptéla Apxeio.

2. EmAé€te tnv evioAn ‘Avolypa. 1o napabupo SiaAdyou Avolyua nou Ba epgaviotei, emAé€te
10 BiBAio epyaoiag nou BéAete va avoiete.

3. EmA€€te 10 entBupntd apxeio Kal natnote 1o Kouuni Avotypa.

B Avoypa x
2 B » ThisPC » LocalDisk (Ci) > Users > > Documents v & | Search Documents p
@ Organize ~ New falder Bz~ M @
A Neme Date modified Type Size
Audacity 3 56 Filefolder
img File folder
nlnpmpopi:EC‘ My Articulate Projects File folder
E=0AA IANOVYAPIOY files File folder
[ ThisPC gieh » ‘
e Mposappooyéve TpéTuma Tou Office File folder
At B 3D Objects 5 111.dsx ®6Rho epyaciac . 10KE
ul By [ Desktop B IaT Final (Respanses) s oo epyadiog T.. 58 KB
[ pocuments 87 BipdioTxisx PUAAO ZpYACIOE T... 10KB
J Downloads A5 BifAioTTdsx @UAko epyasiag T.. 10KB
Avowypa B Music € ES0AAIANOVAPIOV.htm Chrome HTML Do... 10KB
= 0] EZ0AA IANOYAPIOY adsx @OAko Epyadiog T.. 10KB
[&] Pictures
B EZ0AAXIsx PN 10KE
- m Videos ﬂ“ KATAITATH EZOTEPIKOM THAEDONON. D 15KB
: . ko epyacioc T
Amobrksuon R S o
- : 8% Mpoimoloyiopés Taoewy cfoswvlalse 18/04/2013 1044 dridho zpyacio T.. 78K8
= New Volume (E)
v
AmoBrikeuan Ovopa apysio: | MpoumaNoytopse Taoewy soBuvldsx | | 0ra e apyeiawou Bxcel oyt ~
g Epyoheia  ~ Avowypa Iv Akupo

‘Avotypa BiBAiou Epyaciag
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KAeiowpo BifAiou epyaociag ®

Ma va kAeiogte €va avoixté BiBAio epyaociag: —

Anpoupyia

1. Kavte KAk otnv kaptéAa Apxeio.

2. Eni\é€te anod to pevou tnv evioAn KAeiowo. Av oto BifAio epyaciag oag éxete
anoBnkeloel TG teAeutaieg aAayEg nou kavarte, 1o BifAio epyaciag Ba kAeioeL.

AmoBrixeuon
we

Eximwon

3. Ebw oag divovral 3 em\oy£g NATWVIAG Ta avTioToixa KoUUnid: a) AnoBnkeuon [N
aMaywv Kal kAeiolo tou BifAiou epyaciag. B) KAeiowo tou BiBAiou epyaciag RS
Xwpi¢ anoBnkeuon twv alaywv. y) AKupo, eniotpo@n ato BiAio epyaciag kal I
va pnv KAEioeL.

Kheioyo

Aoyapiacéc

13.3 MNapouociaosig

13.3.1 [vwpipia pe 10 Microsoft PowerPoint
Ekkivnon tou PowerPoint

Ma va ekKivhoete Tny epappoyn PowerPoint eniAéyete pe 1o novtiki to nANKTpo tng'Evapéng kdtw
aptotepd otnv 086vn oag Kal katén tnv epappoyn PowerPoint 2016.

Ekkivnon tou PowerPoint

vwpipia pe 1o nepiBaldov epyaociag

MOAg avoi€ete yia npwtn opd tnv epappoyn PowerPoint, Ba avtikpioete tnv napakdtw oBovn.

Mapovsiaon] - PowerPoint
Aprio  [GRTE] E«xw._._.-ffll im-;rllMn-mp-«-:-.u:|K-;wmcll'lp:.xﬂo?-r| mapouaiaen | Avalapnan | Mool | Q Minpope Komepbva... 5 Koo xprion

= Cls p

Emmaiinon Niz ' 3 Ipiporta Texvomoinen [ or Emzbzpyaoia
. Bapavaa- O A z = Z

Npoxape = £ ik 1 Napéypag Exebiaon

1

KANTE KAIK TIA TITAD

KETE KAIK Y100 Vot TIPOOBEDETE OT|ELIOEL

Sopivoc 1 ané 1 ENapika = Inpudong W Dok BN s B T --f + 2% (3

Apxikn 0086vn epappoyng PowerPoint
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Fpaupn tithwyv

210 avWTEPO HEPOG Tou NapabuUpou tng epappoyng Ppioketal n ypaupn tithou. Ekei Ba deite 10
ovopa tou apxeiou oag kat dinAa to dvopa tng epappoyng (PowerPoint). Edv dev éxel anoBnkeutel
akdOun 1o apxeio, 10te dev Ba tou €xel anodobei dvopa, ondte Ba paivetal pe 1o Nnpokaboplopévo
dvopa nou divel to PowerPoint o€ kaBe véo apxeio, Mapouaciaon1. Ae€id Bpiokovtal Ta xelplothpla
yla tnv EAaxiotonoinon, Meyilotonoinon-Enavagopd kat KAiowo tou napabupou tng epappoyng,
evw aplotepd PBpioketar n lpappn Epyaleiwv Mphyopng MpdoBaong. Me kAik oto koupni
npooappoyng tng Mpaupng Epyaleiwv Mpnyopng MpdoBaong pnopeite va pubuioste Tig enhoyEg
nou BéAete va éxete dueoa NpooPaoiyeg, Ye npoenAeypéveg TG «AnoBnkeuany, «Avaipeon» Kal
«EnavaAnyn».

Npocapuoyn ypauunig epyalziwy ypryopns npoofaong
Anpoupyic
Ay oy

v | AmoB8rksuan
HAERTpOWIKO TOXUSPOMELD
Ipryopn exTunwaon
Mpotmokdmnon KoL eKTURWorn
OpBoypagpudg eheyxc

v | awvaipeon

v | Emavainyn
Mpofoln napouvciagng ame Iy apxrn
Avorypa mpooQpaTou ap)Eiou
MeplogoTEpEr EVTOMER

Eppdvion kGTw omo v kopSélo

Mpocappoyn Mpappng EpyaAeiwv Mpnyopng NMpécBaong

Kop&€Aha EmAoywyv

H Kopbéha Enthoywv neplhapBavel ¢ KaptéAeg pe Ta PevoU enthoywv tou PowerPoint. KaBe
KapTéAa avoiyel pia Sla@opeTikn ypaupn opadwy epyaleiwv Kal eival opyavwpéveg e Bdon tn
Aettoupyia toug. NMa napddeypa, otnv kaptéAa Ewoaywyn Ba Ppeite 0,11 €xel va Kavel pe tnv
Eloaywyn evog aviikeldévou atny epappoyn (nivaka, ypagnuatog, €ikdvag, nxou KtA.). Xta de€id
n¢ KopdéAag undpxel 1o koupni BonBelag nou napéxel Bonbela yia tn Asitoupyia tou PowerPoint.

Awagavela

KataAapBdvel tov Kupiwg xwpo tou napabupou supavidoviag tn dapdvela ndvw otnv onoia
epyadeote.

TUvown Alapavelwyv

Bpioketal ota aplotepd oto péoov tng 086vng Kal kel pnopeite va deite tn olvoyn OAwV Twv
dlapavelwy oag kat va nepinynBeite ypnyopa o€ autég.
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ZNUEIWOELG

2TOV XWPO autd WNopeite va €l0aydyete ONPEIOELG OXETIKEG He tn Slagavela eite yia Sikn oag
unevBUpLon eite yia va diavepnBoUv ato Kotvo.

[pauun Kataotaong

TN Ypaupn katdotaong unopeite va deite nAnpogopieg, dnwg tov aplBud tng tpéxoucag
dlagavelag n tn yYAwooa el0aywyng Kelwévou otn Béon nou Bpioketal o dpopéag. Mnopeite va
eMAé€ete dueoa tn popen npofoAng twv dagaveiwv kabwg Kat 1o péyebog eatiaong (%) otnv
Tpéxouaa diapdvela anod to poootdtn ota 6e§ld. Me S€i KAIK otn ypapun Katdotaong Pnopeite va
anevepyonolnoete OAeg TG dlabéaiueg NAnpoopieg.

Mpooapioyd ypapmic KatdeTaons
v Mpopohn éveatng Aapdvea T amd 1
B#pa "@#paTou Office’
OpBoypagpuksc heyyog

Mhiaca ENnvika
Ymoypapic Amcevzpyomomnpiivo
Dokt Swayeipons Tnpopopiiy Amevepyomiompive
Awaripeta Amevepyomompive
Ketéotaon anootolrg

¥riapyouy S1Baics SVNHEPLITES y1a TO Epypugpe On
Inpaeas

Sysha

DpoPorn ouvtopeiceuy

PuBjioTiks Zovp

Mzyé6uvan 69%

L O T T e O e e .

Dpoaappoyn pe foup

Mpocappoyn ypappng katastaong

13.3.2 H Kaptéla Apxeio
AnoBnkeuon Mapouciaong

H npw1tn Kivnon nou npénet va Kavete JOAIG GnPIoupynoeTe TNV NPpwtn oag Slagavela, £€0Tw Kat PE
eAdxioteg dagadveleg, eival va anoBnkeuaoete tnv MNapouciaon oag waote va tnv €xete Slabéotun yia
nepattépw ene€epyacia kanoia aAAn gopd n yia va tnv npoPAAete.

[~ —— "

[ = .

s Foryopn mpbofeon

B Enwgovia Loyaoog

& TroqsiaMignc

Erreaga Mpogappoapty
& Ewovee ) Mpoowmwa apyeia mpothruenc Stbopt.

muma Tou Office

03 ENEZEPTATIA KEMENOY v ¢

Oveya appeiow: | Kehiog erPoint pptx

Anobriervon we: Me owesPcint (*.pptx)

~ Andepugn poxiun Eoyakiia - Aewpe
Mpocappoyn ypappng Katastaong

YTn Ypaupn epyaleiwv ypnyopng npooBaocng undpxel éva eikovidlo Siokétag. Kavovtag KAIK ato
elkovidlo autd Ba anobnkeutei n Mapouciaon autdpata pe Tnv ovopaacia nou €xel NBN (av €xel
anoBnkeutei £ava).

S 1= I
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Ye AMn nepintwon Ba eppaviotei 1o nAaiolo SlaAdyou AnoBnkeuong Apxeiou nou Ba oag
npotpénel va dwoete éva ovopa otnv Mapouciaon oag kal va enAé€ete 1o pakelo nou Ba tnv
anoBnkeUoeTe.

To €€oplopoU 6vopa nou bivel to PowerPoint eival Mapouaiaon1.pptx. Autdg eivat o e§oplopol
TUnog apxelou nou anoBnkelel to PowerPoint. Mnopeite eniong va anoBnkeloete tnv NMapouaciaon
pe tov ouvbuaopd nAnktpwv [Ctrl + S]. Av éxel nén dvopa n Mapouciaon Ba tnv anoBnkeuoel
autdpata e to 6vopa tng, aAAiwg Ba epgavioet To nAaiolo dladdyou AnoBnkeucon wg. LTnv KAptéAa
Apxeio undpxouv eniong ot enthoyég AnoBnkeuon kat AnoBnkeuon wg.

‘Avoiypa Mapouciaong

Me avoixtn tnv epappoyn PowerPoint, and tnv kaptéha «Apxeio» enidéyete Avolypda Kal tnv
Mapouaoiaon oag and tov @dakeho nou eival anoBnkeupévn. Mnopeite eniong va avoifete pia
undpxouca MNapouciaon pe 1o cuvduaoud nAnktpwy [Ctrl + O].

Napowsiaon] - PowerPaint ? o Bl
"
el AVOLy O
Anyovoyia
LY r
Avooypa =) Mpdogara Inuepa
G| INYPONOYAOY MAP..  yiryg 4104y
Aobcaon CmUsers »Users Downlon.
o OneDrive - APOPSI SA =
Amobervon & =t
we
[ Tonoosvisc- APOPSISA XBeq
Eximuion
| 47472019 303 pu
Ko gprion
ﬁ OneDrive
VAR019 112w
Ebayuoym
i;l Autde o umohovioTric o* V4019 1120w

Mpocappoyn ypappng katastaong

Mnopeite eniong and tov Ynoloyloth pou Kai tn Alaxeipion Apxeiwv va evionioete tnv
anoBnkeupévn Mapouaoiaon oto TkAnpo6 Aioko oag Kal pe 61nAd KAIK endvw oto dvopa tng va tnv
avoiete oto PowerPoint yia ene€epyaoaia.

Anpoupyia Mapouciaong

Xtnv enthoyn Anpioupyia pnopeite va dnpioupynoete pia véa Mapouaiaon.

[Nepsson 1 Fowedo ¥ = =

Ko Ty KXhaad o maT T Freamet e

Entloyn npotunou Mapouciaong
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H nio ouvnBiopévn enhoyn edw eival n Anploupyia Kevng Mapouciaong. Oa npoBAnBei pia véa
Mapouaiaon pe kevh dlapdvela xwpig Kapia popponoinon. Mnopeite 6pwg va dnyloupynoete pia
napouciaon e PBaon kdnolo and ta ndn undpxovia npotuna. Ta npdtuna eival £T0IPES
Mapouatdoelg Pe kanoto Bépa dnwg «Kahwg opioate oto PowerPoint», «ZuMoyn» KTA. Av Kanoto
and ta npdtuna autd taiplddel e tn 6ikn oag Mapouaiaon, pnopeite va ndpete 1o €010 NPOTUNO
nou oag bivel o PowerPoint, va kpathoete tn dopn, va 1o ene€epyaoteite kat va aA\agete ta
otolxeia nou BéAete yia va 1o npooappoaoete otnv MNapousiaon oag.

fepmoirpecsmier,

Enmloyn Bépatog Mapouciaong

EmAéyovtag Oépata and to gevou Anploupyia pnopeite va npofdAete pia véa kevn Mapouaciaon pe
Baon éva Bépa tng apeokeiag oag.

Extinwon Mapouciaong

H emAoyn EktUnwon oag odnyel otig enthoy£g ektunwaong tng MNapouciaong oag.

fudrraln tithowppbs - PowerPoint T - (ia 4

|Breryres seTumLaT (=

PuBuioeg

i Erimuany baus Toy .. %

I Exmimuon abasknong .. ﬂlﬁm{l]_ .‘i:[‘hou
Bt h

] opavorc mhpeug el

——  Exvimwon | hapdunag a # . z =

- [ +] O
T Exmimuoon povic S . - 'O Q [ ] .2
Il Esrrimuion pinss g psc,
M qupparpn

1,23 123 123

Apupa -

Emifapyooia apatibor vm umoadion |~ 401 |emb 15 B 3% = —1 £ + B =

Enmloyég ektunwong Mapouciaong

Edw eniNéyete Tov eKTunwTh atov onoio BéAete va ektunwoete tnv Napouaciach oag Kat Tov aptBuo
TwV avutunwy. Anod TG 1810tnteg Tou ektunwtn pnopeite va opioete 1dlaitepeg pubpioelg ya tov
EKTUNWTN 0aG.
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udrrafn Tivhou.ppbe - PowerPoint 2 - = x
Kerrepivs Mmagaritn

[P

IGISTRTEG BETUTILIT |~

PuBpiceic
s Exrdmuson e T ...
B Eeminuson shéringns T
Lwapaviug
—  Swpovnag whhpoug oghi.. &
|
~ Eemdmion 1 Sapdaiag a
== Exmimuon powic dyng
M=l Eamimuson e TRE e,

e M ouppagn
123 123 123

B - .

Emsfepyacia sipadibas vmumogihibou  ~ 41 jemo15 b 3¥% - —t + + s

EntAoy£g Hopgpng yia Tnv ektunwon tng Mapouciaong

Yug PuBpioeig pnopeite va enihé€ete av Ba ektunwoete 0Aeg TG laPAVeleg, TIG EMAEYHUEVEG, TNV
TPEXOUOA N KAMOLEG OUYKEKPIUEVEG.

Awapiveieg

f?—‘* Extimwon sAwv Twv Siapavewowv
NE T Extimwon oAokAnpnc Trc Tapousiaonc

TAOYIK

| Extimwon tpéxovoag Siapaveiag
== Extimwon pévo g Tpixousas Supaveiag

Mpecappoopuivn neploxn
EwgoryéysTe oUyKEKPIPEVES, SIapOvELEg yiot EXTUTILON

4
,,,,,,,

Enloyég Siagavelwyv yia tnv ektunwon tng Mapouciaong

Eniong, punopeite va eniAé€ete av Ba tunwoete Povo tig diapaveleg, dapdveleg kat onpelwoelg padi
Nt d1apBpwon twv dlapavelwy.

Ot teleutaieg SiaBéaipeg pubuioeig oag divouv tn duvatdtnta va enidé€ete av Ba yivel ektunwon
Hovng n 8tnAng 6yng, av Ba cuppagouv ta noAAanAd avtiypaga petal toug Kat av Ba tunwbolv
EYXPWHEG N aonpopaupeg ol Slapaveleg.
Extimuwon povrig 6ymg
’EI Extimwan pévo Tng puag mhaupds Tng oehidag

Q Extimuwon ko otig §Ho mAsupic
Avaotpogn othibwy otn peypahn akpn

[z,l Extimwon kai otig §60 mAzupi
/ AvaoTpogn ceMbwy oTn pIKpn akpn

Enmloyég Siagavelwyv yia tnv ektunwon tng Mapouciaong

Kowvh Xpnon Mapouciaong

H Kownh Xpnon odg PBonBdel va anooteidete tnv Mapouciaon aneuBeiag pe email, va tnv
anoBnkeuoete oto Cloud, va dnpioupynoete éva PDF and tnv MNapouciaon n akoéun kat va tnv
npoBdAete online.
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Masaustoes - Powe Poinl

(LU
Kown xprion n ke heapfitntren Bupuapmers by paps sy, v,
J Tapoumams
. . Ao w
&% Kowd ot s drou St
LAy HAERTp0 iR TOSpoEio Db £y Ao, CTO i VTl DITPD TETACTIG
! i wpousnm,
01 EhosTaks Xt el 50 Shaug
B Mpoflald anline SUTTTICE! KPS TD PEBo TIY PELITOE W TDONKTY
iy mubeuiiou
L T e SR P
©  Anwooieus) Skapoveuin iy
=
Aromncdi) wg
POF

Enloyég Kowvag Xpnong

E€aywyn Mapouciaong

H E€aywyn oag BonBdet va aAAd€ete Tuno apxeiou, va dnploupynaoete Makéto MNapouciaong oe CD
kabwg Kat va dnpioupynaoete éva video pe tnv Mapouciaon.

Mapossiace - PawerPaint
Ko Mapasing

L

Anjoupyia Bivieo

anpovpyia eyypdpou POF/XPS AsoBrntirs 1 nesa T Rcio pmapeite ux opypdpets ae Bioen,
e emoaTECTE 4o Web Hy o e T penuts Taudpoyrien

Ev D SAOUE TOWE XPOVIOHTIE, TIG O

3 nwoupvia Blvteo Maizp o fyouy Epypag

ey e mwrioess, e petaPon sm e walupos

AT % 2 @ vion Borifeac yia v syypagn tou firtea T mpoPolic Tapousinans ox
25 NMoxdro nopcudiaone via CO VD sy o Tow oo ieh

3 Anuovpyia onpsosu | e nepsusiaon: =
Ll axpoampiov =g - 21 1,

I'U}- Adhayr Timou opygsion

Enloyég E€aywyng

< Z0voyn >

XTN OUYKEKPIPEVN eknaldeuTtikn evotnta eibape Baoikég Asitoupyieg tou Microsoft
Word 2016, tou Microsoft PowerPoint 2016 kat tou Microsoft Excel 2016.
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13.4 Epwinocig autoagloAoynong eKNatdS€UTIKNG EVOTNTAG

1.

Me to Word 2016 pnopeite va éxete npdofacn oto neplexdpevo (€yypapd) oag anod 1o Kivnto oag
n/kat 1o Aladiktuo.

O XZwoto O AdbBog

H Fpappn TitAou tou npoypaupatog Microsoft Word 2016 npoogépel tnv napakdatw nAnpogopia:
a. Tnv Tpéxouca nuepopnvia B. To 6vopa apxeilou Tou gyypagou
Y. Tn YAwaooa eloaywyng Keévou 6. To aUvolo twv Aé€ewv Tou eyypapou pag

Me 10 Word 2016 pnopeite va dnploupynoete ypnyopa'Eyypaga péoa and ta diabéopa npdtuna.
O XZwoto O AdbBog

H enéktaon apxeiou .docx nAeovektel o€ oxéon pe v enéktacn apxeiou .doc yiati...
a. AlaBadetal anod 0Aeq tig ekdadoeig tou Word
B. Anpoupyei apxeia pe pikpOTEPO PEYEDOG
Y. Anpioupyel apxeia katdAAnAa yia to Aladiktuo
8. Anpioupyel apxeia nou avoiyouv ypnyopotepa
€.’0Aa ta napanavw

Me 10 Zoup - Poootdtn Eyypdgou pnopoupe va au§opeiwooupe to PéyeBog tng oehibag tou
€YYPAPOU HaAG OTOV EKTUNWTN

O Iwoto O AdbBoc

210 Word 2016 6ev pnopeite va deite 1a neplexdpeva tou Mpdxelpou.
OXwotd O AdBog

Mnopeite va ypayete pe 1o Word 2016 keipevo og ekBETN;
OXwotd O AdBog

Mia elkdva pnopeite va tn Yetakivnoete (anokoyete) ano éva’Eyypago kat va tnv eMiKoAANCETE 0€
éva dMho.
OXwotd O AdBog

210 Word 2016 1o 'Eyypago oag dev pnopei va éxel diapopetikn kepalida/unocgéNidbo atnv npwtn
oeAiba.

OXwotd O AdBog

. Xtn dadikacia tng ouyxwveuong alMnAoypagiag pnopeite and tn Aiota twv napaAnniwv va

@Atpdpete Eyypagég (atopa) yia ta onoia 6ev BéAete va oupnepiAngBolv otn napandvw
Sladkaoia.

OXwotd O AdBog

Anavtinosig epwtnoswyv autoa§loAéynong eKnatdeutikng evotntag
1-%, 2-B, 3-L, 4-B, 5-A, 6-A, 7-%, 8-%, 9-A, 10-X
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14 Yyeia Kal aopdneia oto Xwpo gpyaacias

< Ikonog >

YKONOG TNG OUYKEKPIMEVNG BIBAKTIKNG EVOTNTAG €ival N yvwatonoinon Twv NPoANNTIKWY HETPWY
uyelag kal aopAAelag, NPoKEIPEVOU va EQappoaTouyV and toug epyodoTeg Kat va cuppoppwBoulv ol
epyadopevol epappdldoviag Toug Kavoviopoug, JE OKOMO TN Heiwon Twv atuxnpdtwy Kal tn
YeVIKOTEPN Npootacia Tng avBpwnivng {wNnG 0ToUG XWPOUG Epyaciag.

< MNpocbokwpeva anoteAéopata »

‘Otav Ba éxete oOAoKANPWOEL TN HEAETN TNG OUYKEKPIPEVNG B1BaKTIKNG evatntag Ba eiote og Bon:
e va yvwpilete 1oug kKavoveg Aopdaletag kat Yyeiag,
e VO Katavoeite g pubpioelg Twv PéTpwy npootaaciag,

e VO XPNOIUOMNOLEITE Ta PETPA Kal TIG ONPAVOELG.

<’Evvoleg-kAeLbia »
e Yyeia
e AopdAela
e Epyaoia
e Kivbuvog

14.1 Yyeia kat Aopalewa otnv Epyaocia

YUU(WVa PE TOUG 0plopoug Tou Ynoupyeiou Epyaciag kat Kowvwvikwy YnoBéoswy, n Yyeia Kal
AogdAeia otnv Epyacia (YAE) n Siapopetikd n «EnayyeApatikn Yyeia kai AopdAeia» eivat o
dlemotnpovikog Topéag o onoiog aoxoAeital pe tnv npootacia tng avBpwnivng {wNng oTo pyactako
neptBaiiov, Npwtiotwg PECW TNG NPOANYNE TWV ENAYYEAHATIKWY KIVOUVWY MoU UNAPXouV o€
kaBe epyaciakn dpaotnpldtnta Kal oe KABe xwpo epyaciag kat ot onoiot guBUvovtal yia tnv
NPOKANGN £PYATIKWY ATUXNHUATWY Kal ENAYYEAUATIKWY aoBevelwv.

0 kUplog otoxog tng YAE eivat n npoaywyn Kat diatnpnon twv upnAdtepwy, Katd to duvatdy,
enmnédwv uyeiag kal aoPalelag otnv epyacia, Snploupywvtag €101 TI§ CUVBNKEG yia TNV ano@uyn n
TN Pelwon TNG EPPAVIONG TWV EPYATIKWY ATUXNUATWY, TWV €NAYYEAUATIKWY aoBevelwy Kal Twv
aMwv npoPAnudtwy uyeiag nou oxetidovtal Pe TNV epyaoia.

H eniteu€n autou Tou otdxouU Nou avanaplota tnv eMBuunth —acpaAn— Kataotaon Twv ouvBnKwy
epyaoiag, npolnoBétel 6t ol epyodoteg npénel npwrta va aloAoynoouv toug Kivduvoug yia tnv YAE
0TOUG XWPOUG gpyaciag und tnv euBuvn TOUG Kal 0TN CUVEXELD va ano@acicouv av anaiteital va
An@BoUv Kanola pétpa NpoAnYNg Kal npoaotaciag Kai, av vai, nota Ba eival ta pétpa nou Ba
€QApPHOOTOUV.
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YUhewva pe tn AleBvn Opydvwon Epyaaiag (ILO), n YAE ocupnepiAapBAvel TNV KOWVWVIKNA, YUXIKN
Kal owpatikn gueia/eunpepia Twv epyadopévay, avtideTwnidoviag 1o «atopo wg eviaio gUVoAo».
(¢ ek toUutou, n YAE 6ev oupBdaMAel povo oTn MEiWON TWV EPYATIKWY ATUXNHATWY Kal TwV
enayyeApatikwy acBevelwy, allg, Siepeuvwvtag TG attieg Toug (Uunapkrtoi napdyovieg Kivduvou n
aAiwg nnyég Kivduvou ato epyactakd neptBdlov), cupuBAAAel Kat otov Npoadloplopd Kat otnv
€QPApHOYN TwV KatdAnAwv PETpwv NpoAnyYng Kat npootaciag. Ma tnv eniteu§n autol tou otdxou,
elval anapaitnto va aAMnAoenidpd pe AAMOUG ENOTNPOVIKOUG TOHEIG, ONwg N 1ATPLKA TNG epyaaiag,
n &npdota uyeia, n Blopnxavikn gnxavikn, n gpyovopia, n yuxoAoyia, n uaotkn, n xnpeia, n BloAoyia
K.d.

14.2 NopoOeoia yia Tnv uyeia kat acpalela otnv gpyacia

YUPQwva We tn vopoBeaia tng Eupwnaikng Evwaong, o epyoddtng ogeilel va e€aopalilet tnv uyeia
Kat Tnv ao@dAela twv epyalopéviy wg NPog OAEG TIG NTUXEG TNG epyaociag. (¢ €k ToUTOU, OPEIAEl
va afloAhoyel 0Aoug toug KivdUvoug otoug onoioug, evdexopévwg, ektiBevial ot epyaldpevol.
Yuvenwg AapBdvovial 6Aa ta anapaitnta péTpa npdAnyng kat npootaciag, €€acpaAioviag
Tautoxpova ot kabe epyaldpevog €xel AdBel tnv anapaitntn evnpépwaon Kal Katdption o€ Bépata
uyeiag kal aopaAelag.

Y€ HEPIKEG NEPIMTWOELS, (0wWG Xpelaotel o epyoddTng va AdBel emnpdobeta pétpa, Pe 0TOX0 TNV
npOANYnN eniKivOUVwY KATaoTAoewy Kal TNV Napoxn Kataptiong, 6oov agopd Tig Npwteg Bonbeleg,
TNV NUPACPAAELT KAl TNV EKKEVWON TWV XWPwWV anod toug epyalopevoud. Ma tov okonod autd Ba
npénel va oplotel Touhdxiotov €vag eknaidbeupévog undAAniog o onoiog Ba diaopaAilel tn
OUHHOP®WON WE Ta JETPa autd.

14.3 Extipnon enikivéuvotntag

Aev undpxouv Kavoveg tng EE otoug onoioug va opiletar enakpiBwg nwg Ba npénel va
dlevepyouvtal ol eKTIHNOELG €NIKIVOUVOTNTAG, WOTOC00, OE OPIOHEVEG XWPEG, Ol €BVIKOI Kavoveg
nepAapBAavouv AeNTOPEPETTEPEG AMNAITNOEIG OXETIKA HE TO NEPIEXOPEVO KAl TN HOPPN TOUG.

Katd tn Sievépyela piag ektipnong enikivéuvotntag npénel va npaypatonotouvial ta e€Ng:

e  OUYKEVIPWON TWV OXETIKWY NANPOPOPIWY,
e npoadloplopdg Twv Mbavwy Kiveuvwy,

e gKtignon g enmkivduvotntag twv KivoUvwy autwv: yia napddelypa, eKTignon twv
nBavothtwy, TG 6ofapdTNTAG TWV CUVENEIWY KAl AnYn and@aong OXeTIKA He To eninedo
aVOXNG TWV KIVOUVWY,

e MPOYPAMHATIONOG EVEPYELWY YIa TNV eEAAEIYN N TN peiwon NG emikivduvotnTag,

e TeKUNpiwaon TnG eKTipnong enikivduvatntag.

Katd tn dievépyela tng ektiynong enikivduvotntag Ba npénet eniong va divetal npoooxn otoug
epyalopevoug nou pnopel va ivat 1dlartépwg eudAwrol, KaBwg Kat oe AA\a dtopa nou evoéxeTal
va €10éABouv 0TIG EyKATaotdoelg 0ag, Onwg epyYoAdBol N eNOKENTEC.

181



Eunéplo kat E§wotpépela

ApouU npoadloptotouv ot kivouvol Kat ot niBavég emntwaoelg Toug, Ba npénel va afloAoynoete Kat
va lepapxnoete tnv enikivduvotnta. Oa npénel eniong va eAéyfete €dv UNAPXOUV VOUIKEG
UNOXPEWOELG, Ol onoieg pnopel va avagépovial Aentopepws OTIG Npodlaypaég eKTipnong
enkivduvatntag n va agopouyv pia nio eEE8IKEUEVN KATApTion Twv epyalopéVwy O OXEON LE Evav
OUYKEKPLUEVO KivOuvo N Topéa dpaotnplotntag.

14.4 E\81k6¢ oc Bépata aopaleiag kat uyeiag

Edv o epyodotng dev diabétel 11 anatoUpeveg IKavaTnteg yia tn SlevépPyela TNG EKTIUNONG
enkivduvatntag n tn Anyn pétpwy NpoAnyng Kal nNpootaciag yla tnv uyeia kat tnv ac@Aalela,
npénet va ¢ntnoel and €81kd otov Topéa TNG Uyeiag Kat ao@dAelag va avaldPel TG OXETIKEG
dpaotnplétnieg yla Aoyaplaopod tou.

Qoto0o0, Nnapéxetal and toug Kavoviopoug tng EupwnaikngEvwong n duvatotnta va SievepynBei n
aloAdynon tng enikivbuvotntag pe tn fonbeta evog dwpedv diadiktuakou epyaleiou, tou OIRA, to
onoio diatiBetal petappacpévo kat atnv eAANVIKN YAwaooa.

< Zuvoyn >

XTnv €vOTNta auth avaAuBnkav ta npoAnntkd PETPa uyeiag Kat aoPAAelag twv
epyalopévwy nou npénel va epappolouv ol pyodoteg oto Xxwpo epyaciag. Eniong,
avaAuBnkav ot Kavoviopol nou npénel va epappodovial €xoviag wg KUPLO 0TOXO Tn
Melwon Twv EPYATIKWY aTuXNPAtwy Kat Tnv npootacia tng {wng twv epyalopévwy
0TOUG XWPOUG epyaaiag.

14.5 Epwtnocig autoa§loAoynong eKNatSEUTIKNG EvOTNTAg

1. Yyela, AopdAeia otnv Epyaaia (YAE). Z€ 11 apopd 0 6pog autdg;
A. AlENIOTNPOVIKOG TOPEQG YIa TNV ENAYYEAUATIKN Uyeia Kal ao@dAela
B. Tunpa tou Ynoupyeiou EBvikng Apuvag
I Topéag ing MEZEE

2.  LUpgwva e tn vopoBeoia tng Eupwnaikng’Evwong o epyodotng opeilel va:
A. E€aogalilel 0Aa ta péoa Kal pétpa npootaciag twv epyalopévwy.
B. Evnuepwvel toug epyadOpevoug yia Toug eviexdpevoug KivoUvoug.
I Kat ta 60o.

3. Oukavdveg nepi ektignong enikivduvatntag eival eviaiot otnv EE;
A.'Ox1, n kKGBe xwpa €xel BIKOUG TNG KAVOVEG.
B. Nai, n EE €xe1 Beonioel cuykekpiévo VOUIKO NAaiolo Kal yla auto to BEua.
I. H EE éxe1 Beoniosl kavoveg aAAd autol l0XUouv Povo av n xwpd Jéog dev €xel HikoUg TnG.
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4. H eKtignon enikivbuvotnNtag 0ToUG XWPOoUG Epyaciag apopd 1o oUvoAo Twv epyalopevwy;
A."Ox1, apopd povo oToug EUGAWTOUG.
B. Apopd 10 gUvolo Twv epyalopEVWY O OUYKEKPIUEVO EMAYYEAHATIKO XWPO.
I. Apopd 1600 atoug epyaddpevoug 600 Kat o€ NiBavoug ENIOKENTEG.

5. Tieivatto OIRA
A. ApktikoAe€o yia tov Opyaviopo AieBvoug MpdPAewng Atuxnudtwy
B. Video game
I. Aadiktuakd epyaleio afloAdynong kivoUvou

6. H éxBeon tou epyalopévou o€ uwnAo BopuPo npénet va ano@elyetal enedn npokaAet:
A. Me{won tng anddoong tou epyalopevou.
B. MpoPBAnpata otnv enikovwvia Pe TNV 0IKOYEVELD TOUG.

I. NeupoAoyikd, avanveuoTikd Kal puikd npoBAnuarta.

7. Moo eival 10 €AAXIO0TO OPl0 TNG NUEPNOIAG ATOMIKAG hX0€KBEONG, OUMPWVA HE TNV €PYATIKN
vopoBeoaia;

A.85db B.90db Ir.105db

8. To nAlako QWG 0TO XWPO TNG Epyaaciag Npénel va:
A. anogeUyetal eneldn npokalei nAiaon.
B. anogeuyetal enedn npokaAel anwAela CUYKEVTPWONG.
I. GUPNANPWVETAL PE TEXVNTO PWTIOPO OMou Kal dtav €ivat anapaitnto.

9.  Hnoootnta aépa ava epyalduevo e€aptatal ano:
A. tov apiBpo twv epyalopévwv 0To XWPOo pyaaciag.
B. 10 €i60g Tng epyaaiag.
I. ta 16laitepa XapaKTNPIOTIKA Tou eKAoTote epyalOpEVouU.

10. Mote BewpoUpe OT1 éva dtopo aioBavetat kpuo;
A.Otav n e€wtepikn Beppokpaoia sival pikpotepn Twv 15° KeAaiou
B.’Otav n Bepuokpacia 0To E0WTEPIKO TOU XWPOU epyaaciag sivat Hikpotepn twv 19° Kehaiou

I. ‘Otav bev €xel Bepuikn 1oopponia petafoliopoy, napayopsvou épyou, Beppokpaoiag,
aktivofoliag.

Anavtinosig epwtnoswy autoa§loAéynong eKnatdeutikng evotntag
1-%, 2-8, 3-L, 4-B, 5-A, 6-A, 7-L, 8-%, 9-A, 10-L

183



Eunéplo kat E§wotpépela

15 Baoikés Apxés Epyatikou AiKaiou

< Ikonog >

Ano pia yevikétepn ontikn, 1o B€ua nou Ba e€etdoete otig oeAideg nou akoAouBolv agopd tnv
epyaoia otnv EAAGSa tou 2021-2022. Auth, waotdoo, e€etaletal Kupiwg and VopIkn okontid, Je aAAa
Adyla and tn okonid tou EpyatikoU Aikaiou. H onpacia tng epyaciag, e§aMou, eival autovontn,
evw 0to (6l0 10 Keigevo Tou Xuvtdypatog tng EANGOag kal, e€dikotepa, oto dpbpo 22,
«enoppayideta 1o dikaiwpa otnv epyaoia.

< Mpocbokwpeva anoteAéopata »

‘Otav ohokAnpwoete Tn peAétn tou kepalaiou Ba éxete katavonoel kat Ba eiote oe Béon va
e€nynoete kaBwg Kal va epappdoete (6nou xpeladetal):

e 1nv évvola TnG epyaaiag,

e TG Paoikég évvoleg Tng Epyatikng NopoBeaiag.

<’Evvoleg-kAeLbia »
e Apyieg
e ‘EBo
e Epyaoia

e Epyaoiakég oxéoelg

e Epyaukd Aikalo

Inpeiwon: To napov kepdhaio Oev anotelei vopikd €yypago. Adyw Twv
ouvexdpevwy aAlaywv Kal enikaiponotnoewv tng Epyaukng NopoBeoiag,
ouviotoUpe va ntnoete VouIkn cudBouAn yia onoladnnote anopia n dieukpivion.

15.1 T eivat Epyaocia kat nw¢g npoodiopietal

Anapaitntn npoindBeon yia tn geAétn tou epyatikoU dikaiou Kal, €161KOTEPA, TWV BATIKWY ApXWV
nou diénouv tn Acttoupyia tou otnv EAAGSa eivat n katavonon tng évvolag tng epyaaciag, 6nwg autn
opietal péoa and tn NopoBeaia ald kal TiI¢ oUVONKeG Nou eniKkpatoUV O0Tov agUYXPOVo KOGOHO.
E€aA\ou, 1600 n €vvola TnG pyaciag 600 Kal TO NEPIEXOHEVO KAl N OKOMIYOTNTA TOU €PYATIKOU
dikaiou opilovtal anod TG 10TOPIKEG OUVBNKEG TNG KABE NePLOdOU Kal «aviavakAoUV» TIG aVTIOTOIXEG
lotoplkEG e€eAi€elg, onwg Ba 6oUpEe Kal Napakdatw.

«Epyaoia» yevika eival n kaBe anaoxoéAnon tou avBpwnou, nou anoBAénel oe opIOPEVO OKOMO.
Epyaoia kata 1o Epyatikoé Aikalo €ival n evépyela Katd tnv onoia €va dtopo (HoBwtdg) NpoapEpel
epyacia og kanotov Tpito (epyodotn) yia tnv EUNNPETNON TWV GKOMWY TOU, 0TO NAA(CL0 Plag EI6IKAG
évvoung oxéang (oxéong e§aptnuévng epyaaciag).
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AUo eival ta €ibn epyaoiag:
e Howpatkn (Euloupyog, 0lkodOHOG KTA.)
e H nveupatkn (oxedlaotng, Aoylothg KTA.)

H epyaoia anotelel tn Bacikn nnyn €l008nPATOG yla TOUG NEPIOOATEPOUC and epdAg, apa, Katd pia
évvola, anoteAel napdyovta avtipetwniong tng ptwxelag. MapdAAnAa, sivat to Bacikd eKPpactikd
HEDO TwV avBpwnwy, pepovwpéva n cuNoyIkd. MapoAa autd, n padikn eppnveia tng epyaciag wg
KIVNTApLou poxAoU TN Kolvwviag, Tng olkovopiag, tTng NoMTIKNG, Tou NoMTiopdoU eival oXeTika
npdoPato YEYOVOG.

Eivat evbelktiko ot yia 1o peyaAUtepo Pépog tng avBpwnivng lotopiag, n epyacia yvotav avtAnntn
w¢ pla ouvalaktikn diadikacia. Akdpa, n epyacia anoteAei éva anod ta ayabd, Tou onoiou n agia
lval anokAELOTIKA OIKOVOUIKN, N oTnV KaAUTEPN NEPINTWON wg €vag and Toug NoAAOUG CUVTEAEDTEG
nou SlapopPwvouV Toug OpoUg TNG NAPAYWYNG.

YTIG apX€C TOU alwva pag, n enovopaldpevn naykoopionoinon, n onoia wg 6pog Kal katdotaon
apopa Kupiwg tnv naykoopia diaclvdeon tng olkovopiag, petéBale oe onpavikd Babud toug
0poug und toug onoioug Acttoupyei n ayopd epyaciag.‘Etal, otn oUyxpovn enoxn, n epyacia yivetal
avTIANATA w¢ unoxpéwaon tng govadag npog tnv opdada n aAAlWwG VoG HEPOVWHEVOU ATOHOU NPOG
TOV KOIVWVIKO GUVOoAo.

Ot ox€o€lg nou neplotpépovtal yUpw and tnv epyacia €ivat NOIKIAEG: NPOOWNIKEG, HlanpoownIKEG,
OIKOYEVEIOKEG, KOIVWVIKEG, OIKOVOMIKEG KTA. Me Bdaon ta 6Aa ta napandvw, «H epyaoia, and
avaykaotikn avBpwnivn dpactnpidtnta, petatpénetal oe Baoikn a&ia tn¢ avBpwnivng unapéng, uéoa
and tn ouvdpBpwon noAAwv aAMnAévdetwy 16eodoyikwv npotdoswvy». H epyaaia anoteAel iowg tov
KUpI1o «b6pOuo» otnv nopeia Npog tnv NPoownikn aAAd Kal KoIVWVIKN Npaypdatwon.

Mapakatw Ba doUpe pePIKEG BATIKEG Evvoleg NMOU agopoUV TNV epyacia:

l. E€aptnpévn gpyaocia — AicuBuvtikd Aikaiwpa: O epyoddtng €xel to dikaiwpa va 6ieubuvel, va
enontevel TNV epyaocia tou pioBwtou Kat va kaBopidel TI¢ oUVBNKEG HE TIG onoleg NapEXETAL, EVW O
HI0BwTOG €xel TNV UNoxpéwan va cUpHopwvetal. Ot Kuplotepeg oUVONKEG nou €xet Sikaiwua va
kaBopilel eivat o 1poN0C, 0 XPOVOG Kal 0 TOMNOG Napoxng tng epyaciag. To dikaiwpa tou epyoddtn
va kaBopidel TG ouvBnKeg epyaaiag yivetal SieuBuvtikd dikaiwpa.

Il. MioBwtég — MioBwtng: MicBwtog sival o epyaldpevog Kal Katd tov Aotikd Kwdika o
eKHIoBwtNG. MioBwtng eival autdg nou pioBwvel, nou voikiadel and tov epyaldevo Tnv gpyacia
ToU (epy0dotng, kpatog, 16iwtng, etaipeia, ibpupa, NIMAA KtA.).

lll. YnaAAndog - Epyatng: O Guaxwplopog unaAnlou-gpydin €ival avaxpovioTiKog Kal
avTIKOIVWVIKOG. [Mvetal npoondabela va eykataAelpBei n Siakpion autn kat va kaBiepwbei n 1ooTipia
O0Awv twv gpyalopévwy. H 61aKplon owpatIKAG Kal NVEUPATIKNG epyaaciag dev eival ocapng Kat
anoAutn. H anaoxo6Anon oe ypagikn gpyaacia, n avabeon dlolkntikwyv euBuvwy, ol BewpnTIKES
OnoudEg, 0 XEIPIOPOG 0pYAVWY Kal cUoKeUwv Sivouv otov pioBwtd tnv idiétnta tou unaAAnAou.

e YnaAAnAog: pioBwtdg nou epyddetal os onoladnnote enixeipnon, napéxoviag pyaaia,
anokAEIoTIKA N Katd KUPLo Xapaktnpd, OXI CWHATIKN.

e Epyatng: uneploxuel 10 owpatiko atoixeio. O 1ponog nAnpwung (oBog n nuepopiobio)
dev anotelei kpitnpto yia tn didkpion unaAAnAou - epyatn (n.x. undAAnAog = nuepopiodio,
gpydtng > poBog).
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IV. Epyobétng. Epyodoteg eival @Quolkd npdowna Kal Vodika npéowna. Xtn oUuPacn
avtioupBaAAdpevol gival eTaipeieg, 1I6pUPata, vopika npdéowna dnpoaiou dikaiou, KTA. O epyodoTng
aokel OleuBuvtikn epyaoia, éxel SieuBuvtikd OSikaiwpa ya tnv elpuBun Aeitoupyia NG
EKMETAANEUONG Kal TNV Npaypatonoinon twv okonwv tng. Edv o epyodotng ival vopiké npdowno,
n 6leuBuvtikn e§ouacia aokeital anod eknpocwnd tou (n.x. 1o S10IKNTIKG GUPBOUALO OE Hia avwvupn
etapeia). H petaBoAn tou npoownou tou epyodotn Sev ennpeddel tn oxéon epyaciag. M.x. av
petaBiBdoel (noulnaoel) n neBavel, ouvexietal n oxéon epyaciag xwpig va Biyovtal ta Sikalwpata
T0U HioBwtou.

< Zuvoyn >

YT OUYKEKPIPEVN eknaldeutikn evotnta eibape tnv epyacia otnv EANGSa tou 2021-
2022 and vouikn okonid, Je dA\a Adyla anoé tn okonid tou EpyatikoU Aikaiou. AnoteAel
éva e€alpetikd enikalpo kat cuvapa dlaitepa onpavikd {ntnpa, dedopévwv twv
Slapkwv PeTaBoAwyv OTOV XAPAKTINPA TWV EPYACIOKWY OXECEWV Kal, PAALOTA, Of
OUVBNKEG UYEIOVOMIKNG Kal OIKOVOMIKAG Kpiong, onwg cupBaivel katd tnv tpéxouaa
nepiodo.

15.2 Epwtnocig autoa§loAoynong eKNatSUTIKNG £vOTNTAg

1. Av éxelg 61k6 oou xwpo and tov onoio epyadeaat, avalapBavelg unnpeoieg pe pnviaio piobo, dev
€XelG npoiotapevo, dev xpeladetal va akoAoUBEIG T0 CUYKEKPIUEVO wpdplo TNG €TalpEiag yia tnv
onoia napdyelg tg unnpeaoieg oou, Tote Mbavotata: (AdAee 1)

A. Aokeig napoxn Ave€dptntwy Ynnpeaiwy.
B. Eloal eAeBepog enayyeAyartiag.
I. Epyaleoal yia Nopiko Mpoowno Anpociou Akaiou.

2. Hokompuotnta tou Epyatikou Aikaiou diakpivetal and 6Uo Bacikég atoxeuoelg. Moleg duo;
A. Tn pUBpion Twv ouvBnkwv gpyaciag.

B. Tn Siapdpewon evog nAawoiou enikovwviag, diaBoUAeuong Kal oUVEVVONONG HE TOUG
epyalopévoug yia Th pUBuion enipépoug Bepdtwy.
I. Tnv e€aopaAion ouvBnkwv and g onoieg Ba enw@eAolvtal ot epyodOTEG.

3. LUpBaon E€aptnuévng epyaciag undpxel 0tav o PIoBwTtog NapéXel TNV epyacia tou pe Hiobo, pe
VOMIKN €€aptnon, nou ekdnAwvetal pe 10 dikaiwpa tou epyoddtn va aokei enonteia kat EAeyxo.

OXwotd O AdBog

4. Hepyatkn vopoBeaia apopd tn dnpdoia 1agn kat n epappoyn twv npoPAEYewY TG
A. eival YNoxpewTtikn
B. eival Mpoaipetikn
I. elval YnoxpewTtikn Katd nepintwaon
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la tov unoAoyiopo tou pioBou, éxel onpaacia
A. 10 £id0g TnG epyaciag: o enayyeAPaTIKOG XapaKINPIoKOg Tou epyalopévou.
B. 10 €ib0og tng ox€0Nng oTNV 0pYyavwon tng epyaaciag.
. katta duo
A. kavéva ano ta 6uo

0 poBa¢ nou kataBarAetat and aAoug epyodoteg yia ibla epyaaia, eildikotnta, Npoadvra, iblo t1dno
kat ouvBnkeg Aéyetat: (AldAege 1)

A. Noppog poBag
B. EiBwopévog (ouvnBiopévog) pioBog
. Zuppwvnpévog

‘Evag pioBwtog pe 1500€ pioBo, unoloyidoviag to npepopioBio tou, €Byale ta e€ng anoteAéopata.

Moto ival cwoto;
A. 60€ B. 68€ I. 50€

H 28" Oktwppiou eival apyia...
A. YnoxpewTtikn B. Kat’ €Bipov I Mpoalpetiknh

YndaAAnAog nou epyadetal 8 wpeg tnv npépa Kat xBeg HoUAeye 10 wpeg...
A. 01600 eninAéov wpeg Bewpouvtal unepwpia.
B. H pia eminAéov wpa Bewpeital unepepyacia kat n 6eutepn unepwpia.
I. O1duo eninAéov wpeg Bewpolvtal unepepyaaia.

A. 0 undM\nhog Pe tov gpyodoTn €xouv Th Suvatdtnta va anogacioouv Tt Ba epapuooTel
apkei va undpéel oupgwvia.

. 0 epyobotng, péoa oe npobBeopia nou npoPAénetat and tov Nopo, €ival unoxpewpévog va

kataBaAet ouvolika ato IKA — EOKA Tig

A. Ao@aloTIKEG ElOPOPEG EpY0OATN KAl ACPAAITUEVOU.
B. Ao@aAloTIKEG El0QOPEG TOU EpyodOTN.
I Ao@aAIOTIKEG EI0QOPEG TOU AOPANOHEVOU

Anavtinosig epwtnoswyv autoa§loAéynong eKnatdeutikng evotntag
1-A, 2-A&B, 3-%, 4-A, 5-T, 6-B, 7-A, 8-T, 9-B, 10-A
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16 Baoikés Apxés Agitoupyias TwWV EMNIXEIPAOEWY

< Ikonog >

YKONOG NG OUYKEKPIUEVNG BIBAKTIKAG evOTNTAG €ival N KATavonon Tng €vvolag TNG ENIXEPNONG, TNG
e€ENENG Tou poOAoU TNG PEDA OTIG avBpWNIVEG KOWVWVIEG, Kal n avTiAnyn TwV XApaKTNPIOTIKWY Nou
TG Slakpivouv og S1apopeg Katnyopieg.

< MNpocbokwpeva anoteAéopata »

‘Otav oAokAnpwoete Th PeAETN Tou Kepalaiou Ba eiote o B€on va Katavonoete:
e TNV €vvola TNG €NIXeipnong,

e TG Baoikég évvoleg Tng Epyatikng NopoBeaiag.

<’Evvoleg-kAeLbua »

e Enixeipnon
e Enixelpnpatikétnta
e Aloiknon

e Okovopikn Opydvwon

16.1 Ewocaywyn — H Enixeipnon

H onpepivh goppn tng enixeipnong, n onoia e€eAioostal ouvéxela Kat Pe AApata, népace and noAAd
otadia avantu€ng tng enixelpnpatikng dpaotnpidtntag, péoa and tnv e€EAIEN twv avBpwnivwy
KOLVWVIWV KAl OXETEWV.

Anoé tnv Npwtn gUPAavion tou otn M, o npwtdyovog avBpwnog, Péoa anod Tig SIKEG TOU ATOMIKEG
npoondBeleg kat Suvapelg, Enaipve and 1o £6agog 4,Tt Tou NTav XPAGOIHO Yia va KAAUYEL TG aVAYKEG
TOU, Ol OMOIEC NTAV KATA Kavova NpooKalpeg, otlypiaieg. Aev npoonabouoe va «anoBnkeuoel», va
anoBepatonoinoel ta ayabd, kabwg n @uon e€akolouBouos va Tou Ta napéxel dwpedv ot
kaBnpepivn Baon.

Apyotepa, 6tav NAéov apxioe va eEEPeUVA NEPIOXEG YUPwW Tou, Slaniotwaoe tnv Unap&n kat dANwv
ayaBwv nou Tou Atav xpnaolpua, aAAd nou PEXPL OTIYHNG TOU ATav ayvwotda. Tote OpwE, Kal eneldn
dev ynopouoe va ta anoktnoesl kaBwg ta Kateixav ndn dAhot, katépeuye otn Bia n -1bavika- otnv
avtaAAayn e ta 6ikd tou ayaBd. Auth n nepiodog oto nAaiolo tng MoAtikng Oikovopiag Aéyetal
«OUVAANGKTIKN olKovopia» Kal and €8w avtAel 10 evvoloAoylKG neplexOpevd tng n AéEn
«€EMIXeipnany.

To yvwptopa Aoinoév Tng T0TE €MIXElPNONG NTAV N ATOMIKIOTIKA €MNIXEIPNUATIKA 6pactnplotnta, n
onoia Opwg €ival 10 yvwplopa Kat tng onpeptvng olyxpovng enixeipnong (OnA. 1o atopiko
OUHQEPOV — KEPDOG). loTopikd avantUxBnkav Katonv EMNXEIPNOEIG-VOIKOKUPLA, OIKOTEXVIEG OTIG
onoieg dlakpivetal €va €idog enxeipnong Blwtikng NpwtoBouliag, ol YVwOTEG OUVIEXVIEG.
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Ynpepa n enixeipnon dev €xel POVO OIKOVOMIKA undotacn aAAd Kal KOWwVIKA, n oroia
xapaktnpiletar and kowwvikoug deopoug, peBodoug bloiknong, kavoveg Sikaiou, mou tnv
KabBiotolv €vav VEo KovwVIKO Beopd ato oUyxpovo KOapo, Xxwpig BEBata va anoondtal and autn
TO ATOMIKO CUPPEPOV (KEPDHOK).

16.2 H avantu§n Twv eNIXEIPAOEWYV

0 Kkuplotepog Adyog avantugng twv oUYXpovwv ENIXEPNOEWY €ival 0 aviaywviopog nou
avantUooetal otn PIAeAeUBepn olkovopia, atov Topéa Tng 61dBeong Twv Npoidviwy (ayabwv Kat
UnNnpPeotV) avaloya He To avikeipevo 6pdong tng olkovopikng povadag. 16iwg onpepa, o
avIaywviopog yivetal eviovotepog Adyw tng JeyYAAng Kal ouvexoUg petafoAng tooo ota Péoa, 600
Kal otig HeBddoug KAAUYNG twv avBpwnivwy avaykwv.

H npoondbela emBiwong kat avantung tng €nIXeipnong OTOV OIKOVOMUIKO Xwpo MNpoUnoBETel
noAUNAEUPN QVTIUETWMNION TWV TEXVIKWVY Kal OIKOVOUIKWY MpoPAnpdtwy tng enixeipnong.
XpeldZetat Aoindv npoUnoAoylotikn okEYn n onoia UAOMOLE(TAL IE TOV NPOYPAPMATIONO, SnAadn pe
TOV KaBoPIoO6 TwV EMIBIWKOPEVWY AVTIKEIPEVIKWY OKOMWY TNG EMNIXEIPNONG.

Metd, €pxetat o KaBoplopdg tng noMtikng nou Ba akoAoubBnoel n enixeipnon yia va
npaypatonotnoel tov okond nou emblwkel. TéEAOG, 0 NPOYPAUHATIONOE UAonoleital Pe tnv
EQapuoyn — Katdptuion Ttwv Aentopepwv oxediwv nou KaAunmtouv OAOUG TOUG TOMEIG TNG
EMIXEIPNHATIKAG dpaatnpldtntag.

16.3 Awakpion enixelpnoewv avaloya He ToV TOHEA NApAywyng

Mia Baoikn 81dKplon Twv eNIXEIPNOEWYV €XEL Va KAVEL PE To eninedo tng napaywyng otnv onoia
otnpiletal n dpaoctnpldTnTd toug. Aev anokAeietal Peyaleg enixelpnoelg (OpAol, ouvetalplopoi,
kowvonpa&ieg KtA.) va ouvdualouv diapopetikd enineda, aAAd n Bacikn didkpion e€akoAoubei va
€XEL TN onpaoia tng.

‘Etol, yia napddetypa, ot ENIXEIPAOELG TOU NPWTOYEVOUG ToHéa aoxoAouvtal Je tn cUAoyn n tnv
anoonaon ayaBwv and tn @uon. Tétole¢ SpactnPIOTNTEG €XOUV VA KAVOUV HE TN YEWPYIKN
napaywyn (aypotikéG eKPeTaAeUoeLg, alleia, Ktnvotpoia, e€0pufn PeTaAAeUPdATWY, OPUKTIWY
Kauoipywv KtA.). Ta npoidvia tou npwrtoyevoUg topéa npoopidovial yia dgeon n €upeon
Katavaiwon.

Yto Oeltepo eninedo napaywyng, oto deutepoyevn 6nAadn topéa, Spaotnplonololvtal ol
eNIXelpnoelg petanoinang. Ot enixelpnoelg autég avalapBdavouv tnv ene€epyaocia Twv NpwIwyY
UAWV TOU NPwTOoYevoUG Topéa Kat tn dnuioupyia ayaBwv nou tkavonoloUv TI§ avAyKeG Tou
KatavaAwTtn. ZTIG ENIXEIPNOELG TOU HEUTEPOYEVOUG TOHED AVAKOUV Ol XEIPOTEXVIEG, Ol OIKOTEXVIEG,
ol Blotexvieg Kat ot Blopnxavieg.

21OV TPITOYEVN TOPEQ KATATAGOOVTAL Ol EMIXEIPNOEIG NPOTPOPAG UNNPETIWYV. AUTEG Ol ENIXEIPNOEILG
Aéyovtal Kal enxelpnoelg Kukhogopiag ayaBwv ylati aoxoAoUvtal Katd Kavova pe tnh dlavopn n
81d8g0n Twv ayaBwv nou napdyovtal ano tig ENIXEPNOELG TNG NPWTOYEVOUG Kal TnG HEUTEPOYEVOUG
napaywyng, €ite dueoa ite EUPETa 0T0 KATAVAAWTIKG KOV yia KAAUYN TWV avayKwy Tou. L€ auth
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Katnyopia €ivat Kat ol eNIXEPNOEI NAPOXNG h NPOOPOPAg NAong PUOEWS UMNPETIWY, MOU

pnopouv va dlakpiBolv nepattépw oe:

16

1.
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e Epnopikég enixelpnaoelg (xovdpikou/AlavikoU epnopiou, e€aywylkéG K.a.).

e Enxelpnoelg petapopwv (o16npodpopIKEG, aEPONOPIKES, PASIOPUWVIKEG, TNAEPUVIKEG).
e TpanedikéG enIXelPNOELG (EPNOPIKEG, BIOPNXAVIKEG, EKOOTIKEG, KataBéoswv)

e AoQaMoTIKEG eNXelpnaelg (atuxnpdtwy, Nupaog, {wng, acBévelag)

e Enmxelpnogig napoxng unnpeaiwv AAANG Hop@ng (Beatpikég, EevoOOXEIOKEG, EKNAIOEUTIKEG,
dlaokédaong KTA.).

< Zuvoyn >

Y10 napandvw Ke@dAato yivetal Adyog yla Tnv €nIXeipnon, TNV OIKOVOMIKN ovidtnta
dnAabn nou avaAapBavel tn dnpioupyia kal nwAnon npoidviwy. Edikotepa yivetal
oudAtnaon yla To 0Kono TN UNap&ng Twv enixelpnoewy Kal ing e€EAENG Toug péoa otnv
avBpwnivn Kovwvia. AKOpn avaAUovtal ot dlactdoelg tng Asttoupyiag toug Kat divovtal
napadelypata opydvwong Kal A€ltoupyia  €MIXEPNOEWV and v TpExouca
npaypatikatnta.

.4 Epwtnosig autoa§loAdynong eKNatdeuUTIKNG EvOTNTAG

TKoNAg Tng enixeipnong €ival n 1Kavonoinon TwWV avaykwyv Twv KatavaAwiwv Pe kepdopopo
TpdNO.
OXwotd O AdBog

O1 enixelpnoelg e€eAixBnkav ave§dptnta and tnv avBpwnivn Kolvwvia, AayBdavovtag undéyn povo
OIKOVOMIKOUG NapayovTeG.

OXwotd O AdBog

O1 enixelpnoelg napayouv UNIKA npoidvta (ayaBd), Gula npoidvta (unnpeoieg), Kat ouvbuaopoug
autwy.

OXwotd O AdBog

210X0G TNG €NXElpnong givat n napaywyn Twv Npoioviwy, aAAd 6xt Kal n NwAnon Toug.
OXwotd O AdBog

H {6puon kal Aettoupyia twv enixelpnoswv Siénetal and kavoveg nou opidouv ot idleg, To KpAtog
Kat ol appodiol Beopol.

OXwotd O AdBog

0 enixelpnpatiag opeilel va npookoAAdtal oTiG AENTOPEPEIEG KAl VA OTAPATA TNV EMNIXEIPNHATIKA
dpaaotnpidtnta 6tav evionidel anwAela NpoowpIvoU GUHPEPOVTOG.

OXZwoto O Adbog
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0 €A\eyxog AEN eival pépog tng d1oiknaong Twv eNIXEPNOEWV.
OXwotd O Adbog

H Baoikotepn Hop®n ENIXEPNOEWY NAPOXNG UNNPECIWY SlaPoVAG eival ta kKévipa plhoeviag véwy
(youth hostels).
O XZwoto O AdbBog

To gotiatéplo wG enxeipnon Napéxel Evav acpaln Xwpo yla TNV ikavonoinon tng avaykng tIpopng
TwV avBpwnwy, CUPPWVA JE TOUG VOHOUG TOU KPATouG,.

O XZwoto O AdbBog

. Ta eotiatopla eviog twv Eevodoxeiwv Asitoupyolv ndvia ave§dptnta anod autd.

O XZwoto O AdbBog

Anavinoelg epwTNoEWY autoa§loAdynong eKnatdeutikng evotntag
1-%, 2-A, 3-%, 4-A5-L, 6-A, 7-A, 8-/, 9-L, 10-A
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17 Evnpépwon yia tnhv e@pappoyn tns Apxns ths Mn AidKpions

< Ikonog >

ApKetd ouxvd ol epyaldpevol, Katd tn SldpKela Tng enayyeAdatikng toug {wng, evdéxetal va
unootoUlv duapevn petaxeipton Adyw dlapdpwy NPoownikwy oToIXelwv Ta onoia ite 6ev pnopouv
va petaBdMouv eite dev xpetdletal va petafalouv. H duopevng auth petaxeipion pnopei va
evtonietar oe onotodnnote otdblo tng epyactakng oxéong, SnAabn va ocuvaptdtat pe nv
npdoAnyn, T Aettoupyia N Tn AUon NG €pyactakng oxéong. Ave§aptnta and toug Adyoug nou
obnyoUv o€ pla t€tolou €idoug Siakpion, n avaykn npootaciag dev dlapoponoleital.

< MNpocbokwpeva anoteAéopata »
‘Otav ohokAnpwoete Tn peAétn tou kepalaiou Ba éxete katavonoel kat Ba eiote oe Béon va
e€nynoete Kal va epappdoete (drnou xpeldadetan):
e 10 vopoBetkd nAaiolo yia tnv anayopeucn twv Slakpioewv otnv anacxoAnon Kat tnv
gpyaoia,
e kaBwg Kkat va dakpivete TI¢ AUETEC Kal EPPETEG OIOKPIOELG.

<’Evvoleg-kAeLbia >

e ‘lon petaxeipion otnv anaoxoAnon
e Alakpioelg

e Alaxeipion tng dlapopetikdtNTag
e EBvotkn n QUAETIKN Kataywyn

e Evowpdtwon / upnepiAnyn

e Etaipikn kovwvikn guBivn

e KouAtoupa

e |odtnta

Inpeiwon: To napov kepdhalo Oev amotelei vopikd €yypago. Adyw Twv
ouvexOpevwy aAl\aywv Kal enikaiponotnoewv tng Epyatukng NopoBeaiag,
ouviotoUpe va ntnoete VouIkn cUpBoUuAn yia onoladnnote anopia n dieukpivion.

17.1 To NopoBetiko6 nAaiolo yia Tnv anayopeuon twv Slakpioewyv otnv
epyaoia

H Apxn tng Mn Aldkpiong avayvwpiletal and v npwtn otiypn nou gpgavidetal 1o Eupwnaiko
Aikalo. To eAdxioto NepleXOPEVO TNG apxng autng nepthapBdaveral otn uvBnkn tng Pwpung (1956),
n onoia anayopeue Ti¢ Slakpioelg wg Npog Toug epyalOPEVOUC NOU NPOoEPXOVTal and £va KpAtog Kal
anaoxoAoUvtal g€ €va dA\o, onwg eniong tig Slakpioelg wg Npog TI§ apoIBEC Kal povo petal
avdpwv Kal yuvalkwy, yia AGyoug KUpi{wg 0IKOVOUIKOUG Kat aviaywviopou. And to1e Kal €netta, pia
o€lpd dpBpwyv, obnylwv Kat datdewy, enikaiponotouv tnv Apxn tng Mn Aldkpilong wote nAéov va
glodyovtat véol Adyol S1AKpIong Onwg «Xpwpa», «EBVIKA Kataywyn», «yeVEAAOYIKEG KATABOAECY,
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«xpévia nAbnon», «OIKOYEVEIOKA KATAOTACN», «KOWVWVIKA KATdotaon», «tautotnta QUAOU»,
«0e§OUANIKOG NPooavatoAlopdg» K.a.

Tautdxpova, o vopog 4443/2016, npoaBétel €vvoleg Onwg «OIAKplon Adyw ox€ang», «dldkplon
Aoyw  voul{OHEVWV  XAPAKINPIOTIKWY», «MoAAANAn  O1dkplon»  Kat  «dpvnon  gUAoywv
npooappoywv». 0 Zuvhyopog tou MoAitn opidetal nAéov wg popéag npowbnong tng apxng tngiong
petaxeiplong tdoo yla 10 dnpocio 600 Kat yla tov IBlwTIKG Topéa, evw enavaiauBavovtal kat’
ouaiav ot d10IKNTIKEG Kal MotvIKEG Kupwaelg nou npogPAene o N. 3304/2005. Télog, aidet va
onuelwBel 611 n npootacia GAwv Twv atopwv évavil twv dlakpicewv anoteAel OIKOUMEVIKO
Sikaiwpa nou éxet Ndn avayvwploBei and tnv Owoupevikh Awaknpu€n twv avBpwnivwy
Sikalwpdtwy, 1a Lupewva Twv Hvwpévwy EBvav yia ta atopikd kat noAttikda dikaiwpata Kat yia
10 OIKOVOMIKA, KOWVWVIKA Kal NoAtotika dikalwpata Kat and tnv Eupwnaikh Xupfaon yia tnv
npootacia Twv avBpwnivwy dikatwpdtwy Kat twv Bepeliwdwy eAeubepiwv. Eniong n ZUupaon tng
AieBvoug Opyavwong Epyaciag un' apiBu. 111 anayopevel tig Slakpioelg otov Topéa tng
anaoxoAnong Kat Ing epyaoiag.

H vopoBeoia yia tnv anayopeuon twv diakpicewv €xel 16laitepn onpacia yia thv €€€AEN tou
€pYatikou dikaiou, Ox1 1600 yiati anayopeUel éva peydho aplBud epyodoTikwy anopacewy, aAld
Kupiwg ylati 6Aeg ol epyodotikéG anopdoelg unokelvtal oe SIKaoTikd €Aeyxo, Kal 0 pyoddtng
unoxpeoutal nAéov, av B€Ael va nepdoel Tov €Aeyxo autd, va Tig aittloAoyel. AUTO LOXUEL yia OAEG TIG
epyodotikég anopdoelg oe 0Aa ta otadla tng epyactakng oxéong, SnAadn and to npoocupPBatiko
0t1adlo péxpt tn AUon nG.

17.2 H Apxn tng iong petaxeipiong Kat ot Stakpioelg

H yevikn apxn tng iong petaxeipiong anayopeUel otov €pyodotn va petaxelpidetal epyaldpevoug
duopevéatepa oe alykplon Pe GAAoug nou Bpiokovtal o€ GOl KATAOTAON, EKTOG AV OUVIPEXEL
AOY0G nou S1KaloAoyEl avTIKEIUEVIKA TN HlAPOPETIKNA aUTh JETAxXEipLon.

AvtiBeta, ol ei6ikég anayopeloelg Stakpioewyv £xouv TIG pIfEG TOUG OTNV aAvayvwplon NG
avBpwnivng aflonpénelag, Tnv ornoia 1o KPAtog oPeilel Oxi HOVo va o€Petal aAAd Kat va npootateUel
ano npoofolég. LToxog TnG anayopeuong dlakpioewy eival n npootacia opddwv npocwnwv aAAa
Kal Tou atdpou anod tov Kivbuvo va upiotavtal SuopevéoTtepn PETaxeiplon anAwg Kat Hovo Adyw
€VOC XapaKTINPLOoTIKOU YVwpIiopatdg Toug to onoio Kanolol Bpiokouv... «<npoBANHATIKO».

O1 e181kéG anayopeUoelg Slakpioswv epappolovral o 6Aa ta 6Tadia tng epyactakng oxéong,
€ekivwvtag and tnv npocAnyn péEXpL Tn AUon tng ouvepyaciag. H yevikh apxn tng iong
petaxeipiong npoiinoBétel Tnv Unap§n Nén epyactakng oxéong, onote Kal dev epappoletal n.x.
oti¢ npooAnyelg. 'ETal, n yevikn apxn tng iong petaxeipiong 6ev npoofaletal av yia tn S1apopETIKn
HETAXEIPION GUVIPEXOUV AVTIKEIMEVIKOI Adyol, Wate auth va pnv epgavidetat auBaipetn.

0 katdloyog twv Adywv Nou Jnopei va enikaAeotel o epyodOTNg NpoKelpévou va SikaloAoynaoel otn
OUYKEKPIMEVN NePiNTwon Tn dlapopetikn Petaxeipion eival avolktdg. AvtiBeta, 6cov agopd Tig
anayopeuoelg diakpioewy, ol e€aipéoelg anod autég npoPAEnovtal e181Ka otn oXeTIKN vopoBeaia Kat
yivovtal dektég pe tn ouvbpoun 1dlaitepa auotnpwyv npolnoBéoswy, Kal OUYKEKPIUEVA HOVO
€(POOOV TA MPOOCTATEUOHEVA OTOIXE( AMOTEAOUV 0OUCIAOTIKA Kal KaBoploTiKn enayyeAUATIKN
npoUndéBeon. Adyot okonipdtntag h Adyol ouvdedpevol e TNV KATAoTaon TnG ayopdg pyaciag
pnopouv va OikaloAoynoouv dlagoponolnoel Kat €Qappoyn TNG YEVIKNG dpxng Tng (ong
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HETaxeiplong, evw ot Adyol autoi dev pnopouv va dikaloAoynoouv e§alp€aelg anod tnv anayopeucn
dlakpiogwv.

17.

194

< Zuvoyn >

YTN OUYKEKPIUEVN EKNAIOEUTIKN evoTnTa avaAlBnke n vopoBeoia katd Twv Slakpioewv
1600 0t eupwnaikd 600 kal oe €Bvikd eninedo. Mo avaAutikd, napouclactnkav ot
diatdgeig twv 0dnywwv 2000/43/EK kat 2000/78/EK.

3 Epwtnoceig autoa§loAdynong eKnNatdeuTIKNG EvoTnTag

H Apxn tng Mn Awdkpiong npwtoep@aviotnke otn XuvBnkn tng Pwpng, n onoia anayépeue Tig
Slakpioelg wg nNpog Toug epyadopévoug piag xwpag nou epyadovial o€ pia AN xwpa. Autd éyive
10 €10G;:

A. 2016 B. 2005 r. 1956 A. 1987

anayopeUel otov €pyoddtn va petaxelpiletal epyaldpevoug dUopEVEDTEPA OE
oUyKplon pe GAoug nou Bpiokovtal og 6pola KATAoTaon, EKTOG av CUVTIPEXEL AGYoG nou SikaloAoyel
QVTIKEIPEVIKA TN SLAQOPETIKN QUTN PETaXEipLon.

A. H Apxn tn¢’long petaxeipong B. H Anayopeuon tng Aldkpiong
I Hiodtnta A. H Evowpdtwon

‘Evag and toug oplopolg tng Awdkpiong eivat: «H Awdkpion gival n napevoxAnon n kGBe dAAn
npooBAntiKn evépyela, n onoia ekOGNAwWveTal Pe avemBUUNTN cuPnePIPopd Kal €Xel WG OKoNnd n
anotéAeopa tnv npoofoAn tng aflonpénelag npoownou aAAd oxi tn Snuloupyia ekpoPiotikoU,
€€euteAlOTIKOU N TanevwtikoU NepIBAAAovTog».

OXwotd O AdBog

AyyeAia: Znteitat konéha EAAnvida, pe oxetikn eunelpia, yia epyacia o€ véo Kage. Npdpla npwiva
- anoyeupativd, Epyaocia pe kaAég anodoxEg, tips Kat euxaplato nepiBailov.

A. Aev yivetal kapia S1akpion
B. Eival yia Apeon didkpion
I. Yndpxel'Eppeon Siakpion

Eiote kawvouplog otnv enixeipnon Kal avuAapfaveote ot o [lMpoiotduevog twv ZepPitopwv
Bpioketal oe ouvexduevn oUykpouaon pe tov Mpoiotapevo tng Koudivag. MdAota, €xel néoel otnv
avtiAnyn oag 0Tl ot SlapopEg Toug €xouv PUYEL and To KaBapd enayyeAUATIKO Kal €XOUV NEPATEL
Kal o€ NPoowniko eninedo. Autd pnopei, Katd tn yvwun oag, va:
A. Xuvbéetal pe aioBnpata pBovou, Npoownikng aviinabelag kat ouykpoUoewv. Ot CUVENEIEG
yla tnv opada Kat tnv enixeipnon pnopei va anoBouv oAéBpieg, edv bev enéuPel kAnolog va
TIG OTAMATNOEL

B. Epunepiéxel kataxpnon e€ouaiag. O artieg €ival apKeTEG Kal Npoépxovial wg €ni Twv
nAeiotwv ano to @oPo nou pnopei va aioBavetal kanotog yia va pn xacet tn B€on gpyaciag
ToU.
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6. Akouoate 0Tl 0g €va yvwaoto oag, nou gpyaddtav w¢ EKTaKToG UNAAANAOG o€ pia ekkAnaia, dev
avavewBnke n oUPPBacnh Tou aAov Adyw SlagopeTikwy BpnoKEUTIKWY NENOIBNTEWV.

A. Avenitpento! Agv epappootnke Kapid Apxn tng Mn 8idkpiong. Oa pnopouce av BéAel va
KivnBe( vopikd!

B. Aev pou kavel eviinwon. Eival enitpentn n diagopetikn petaxeipion nou edpadetal otig
BpNOKEUTIKEG NENOIBNOEIG KATW aNG OUYKEKPIWEVEG NPoUnoBETelg.

7. HeupuUtepn évvola ing Alapopetikdtntag pnopei va nept\apBavel NTUXEG TNG NPOCWNIKATNTAG TWV
epyadopévwv Onwe:

A. Tponog okéyng, Epnelpia kat Mpolnnpeoia

B. Ikavotnteg

I Aa@opetikd noAttiotiké undPabpo kat oe€oualikn npotipgnon
A. 1o A,Bkatl’

E. T0A, 1o aMd 6xit0 B

XT.to Akaito BaAa oxito T,

8. LUpgwva e tnh Bewpia tou «TUdAivou TaBavioU»

A. Zugyuvaikeg 6ev divetal n duvatotnta va Eenepacouv €va Oplo nou agpopd Ti§ NPOaywyeEg,
TG au€noelg pioBou KtA., o€ avtiBeon pe évav avipa.

B. Xtoug avipeg dev bivetal n Suvatdtnta va Eenepdoouv €va 6plo Nou apopd Tig NPoaywyeEg,
TG au€noelg PioBou KtA., o€ avtiBeon Ye pia yuvaika.

I XtougavBpwnoug ano §Evn xwpa nou Houlelouv oe AAAN xwpa, dev diveral n duvatotnta
va Eenepdoouv éva 6plo Nou agopd TIg NPoaywyeg, T¢ au€naoelg Piobou KA., o€ avtiBeon
HE TOUG VTIOMIOoUG,.

9. Hevowpdtwon (Inclusion):

A. IxetiCetal pe 10 aiobnua tng 6ikatooUvng Kat tou ogfacpou, tnv enilBupia Tou avnkelv o
Hla opada kat Tng avayvwpiong tg Npoownikng afiag, kat Tnv Npoontikn yid NPoowiKA
avantu€n kat BeAtiwon.

B. Ixetietal pe tnv avayvwplon, TNV KAtavonon, thv anodoxn Kal v eKTiUnon twv
dlapopwv avapeoa otoug avBpwnoug.

10. H Alagopetikotnta kat n Evowpdtwon pnopei va BonBnoouv pia opada, Kal Katd ouveénela pia
enixelpnon va:

A. Mapayel nio anodotika B. Eival nio dnpioupyikn
I. Eivainio kepdopodpa A.to Akatto Bald oxito I
E. oA Bkall IT.to Akatto [T aA\d 6x110 B

Anavtinosig epwtnoswy autoa§loAéynong eKnaldeutikng evotntag
1-T, 2-A, 3-B, 4-B, 5-A, 6-B, 7-A, 8-A, 9-A, 10-E
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Mwooapi

Ayopd abaopoAdéyntwv / Duty-free Purchase: Ayopd nou 6ev ocupnepthapfdvel @popo
npootuBepévng aiag (PMA) tnv onoia kaBe kKAtokog EEvng Xxwpag YNopel va KAveL UNOKEeieVog o
Kdanoleg ouvBnkeg nou agopouv 1o Npdownd Tou/Ing, To €ib0g Twv ayabwv Kal GUMHOPPOUKEVOG/N
HE KAnoleg TUnikéG dladikaoieg.

Abcia e§aywyng (eloaywyng) / Export licence (import licence): H G6<1a sival éva Sioikntiko
éyypapo ehéyxou tou efwrieplkoU epnopiou nou efouciodotel tnv eloaywyn n eaywyn
OUYKEKPIKEVWV MPOIOVIWY, UNOKEIPEVWY 0T0 KOBEOTWGE NOCOCTWOEWV.

Aegltio cuokeuaoiag / Packing list: To deAtio ouokeuaoiag sival €va €yypapo nou avapépel pe
Aentopépela KABe aVTIKEIUEVO NOU MEPIEXETAL O OUYKEKPIPEVN ouoKeuaoia n goptio. To deAtio
ouokeuaoiag eival anapaitnto va nept\apyfdaveral ota cUVoSeUTIKA £yypaga.

EAX / LDC: EAdxiota aventuypéveg xwpeg: MeptdapBavovial nepinou 36 anod g QTwxoTePES
XWPEG TOU KOOGHOU ol onoieg avapépovial 0toug kataAoyoug tou OHE wg ta Atydtepo aventuypéva
and ta avantuooopeva £€6vn. Ot NeplocdTeEPEG and autég TIG Xwpeg Bpiokovial atnv AQpLkN, Evw
HEPIKEG eival otnv Acia. H Alth ival n ydvn nou avnkel oto Bopeto nuiogaipto.

Ewdonoinon agi§ewg / Arrival notice: Inpeiwpa nou otélvetal and 1o petagopéa oTov
NapaAnnTN TWV EYNOPEUHATWY avapEpovTag 0Tl autd €xouv aixBe.

EkteAwviotng / Customs agent: O ekteAwviotng eival eouctodotnuévog enayyeApatiag nou telei
ekteAwVIoHOUG. Evag npaktopag YeTagopwyv Pnopei eniong va evepynoel wg EKTEAWVIOTAG.

KopBog /Hub: KopBiké onpeio yia tn cuMoyn, anootoAn kat avadlavopn oe PeyaAn yewypaikn
neploxn.

Nopwopa tpoAdéynong /Billing Currency: H enthoyn tou vopiopatog tipoAdynong (eyxwplo n
aAodand) Ba npénel va e€etddel epnopikéG NTUXEG (NoAuNAoKOTNTA Kal cUVAAAAYHATIKO Kivouvo
TWV ayopaoctwy o€ NePINTWOon €yXwpLlou VOoMiopatog) Kabwg Kat TNV olIKoVoikn Blwaoiuotnta tng
enixeipnong (euneplexopevo ouvalaypatiké Kivbuvo yla nwANTéG nou TidoAoyoUv oe E€vo
vOplopa.

Opadikn ayopa / Buying group: Lwpa Nou CUYKEVIPWVEL TIG NPOUNBEIEG €101 WOTE Va EMITUXEL
TIG KaAUTEPEG OUVATEG TIHEG.

Opyavwpévo epnoplo / Organised trade: ‘Opog nou nepihapPdavel 6Aoug toug tUNoug
SIKTUWPEVWY opyavIoHWV.

Motonointuiké Siwapetakopiong / Transit certificate: EniBeBaiwon nAnpwpng diodiwv nou
anodelkvuel TG 61abpopEG EvOG popTnyoU OTOV AUTOKIVNTAOPOMO Kal ENITPENEL OTIG HETAPOPIKES
etaipeieg va enw@eAnBolv and €va nio euvoikd afovikd gopoAoyiko cuotnpa.

Pntpa Siapuyng / Escape clause: Mia ouvBnkn og éva cupBoAalo nou eAeuBepwvel Ta pépn ano
TNV EKNANPWON TWV 0pwV Tou cUHBoAaiou und KANoLleG GUYKEKPIUEVEG NpoUnoBEoelg.
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YneuBuvn tou eknaideutikoU UAIKoU (oUpBaTIKAG KOTAPTIONG Kal TNAEKATdPTIong) yla To
e€eldikeupévo npoypappa: Epndpio kat E€wotpépeta oto nAaioto tou Ynoépyou 2 tng Mpaéng, eival
n kupia Mndota Mewpyia, Ynoynela Awbdktwp tou Tunpatog Xpnpatoolkovopikng Kal Tpanedikng
Atolkntikng tou Maveniotnpiou MNepatwg, kdtoxog petantuxiakou dinAwpatog otn Blootatiotikn
kat Eménpiodoyia tng latpikhg ABnvwyv KaBwg Kal nTuxtoUxog Ltatioukng tou OlkovopikoU
Maveniotnpiou ABnvav.

H kupia Mndota, ekt6g anoé niotonoinpévn eknatdeltpla, éxel SlateAéoel kat unelBuvn Alaxeiplong
‘Epywv oe Eupwndikd Zuyxpnpatodotoupeva [Mpoypdppata yia Aoyaplacpé EAAnviKwv Kat
Eupwnadikwv Mpoypappdtwy otov topéa twv MwAnoewv Kat Tou AileBvoug Epnopiou. AlaBétel,
Aotnov, noAueth epnelpia otov topéa tng Aloiknong kat Opydvwong MNMwAncewv kKaBwg Kat otn
YupBouAeutikn Enixelpnoewy kat Ataxeipiong’Epywv. Téhog, 6iaBétel aflohoyn epnelpia 10600 otnv
avantu€n eknadeutikoU UAIKOU 600 Kal otnv npostolpacia twv eknaideudpevwy, kabwg eivat
niotonoinpévn Eknaibettpla EvnAikwy pn tunikng eknaideuong, petadidoviag anoteAeopatika tig
YVWOELG TNG O€ aKpoatnpla.
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