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2HMA2IATH2Z METPH2H2

~ Av O€EV UTIOPELG VAL LETPT)OELG OEV UTIOPELG VO BEATIWOELS

~ If you don’t know where you are anywhere you go it would
be just fine for you

» In Mensura Veritas
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IKANOTIOIH>ZH NMEAATH

“Eival Eva YETPO yIa TO TTOCO TO TTPOCPEPOUEVO OAIKO TTPOIOV I)
UTTNPECIO EKTTANPWVEI TIC TIPOOOOKIEC TOU TTEAATN™.
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METPH2H THX IKANOTIOIH2HZ TOY MNMEAATH

[MTapéExel Eva ouvoAiko BaBuod ammdédoonc yia TNV ETTIXEIPNON KAl
TTpoodlopilel TNV TTIBAvV UTTEPOXH TNG OE OXEON UE TOV AVTAYWVIOUO

(Richard F. Gerson)
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(MONTEAO SERVQUAL)

: ;e rVQ u a I Source: Zeithaml, Parasuraman & Berry, Delivering Quality Serivce
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(MONTEAO SERVQUAL)

External Factors

1
SERVQUAL Dimensions \ influencing expectation
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AIAMOP®Q>H ANTIAHWHZ MEAATH TIA
MOIOTHTA EZYMHPETHIHS
(MONTEAO SERVQUAL)

AciotmmioTia (Reliability)

H Ikavotnta TNG ETIXEIipNONG va TIPOOEPEPEI TNV EEUTTNPETNON TIOU

UTTOOXEOBNKE ACIOTTIOTA KAl JE AKPIBEIQ.

YAIKG ) egtrpaypaTa otoixeia (Tangibles)

Ta atrTd XapaKTNPIOTIKA TG UTTNPECIAC, OTTWG Ol PUOIKEG TTPOCPEPOPEVEC

EUKOAIEC, O ECOTTAIONOG, N ENPAVION TOU TTPOCWTTIKOU.
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AIAMOP®QSH ANTIAHWHS MEAATH 1A
NOIOTHTA ESYMHPETHIHS
(MONTEAO SERVQUAL)

BaBuoc avratmokpiong (Responsiveness)

[MpoBupia Tou TTPOCOWTTIKOU va PonBnoel Toug TTEAATEC KAl IKAvVOTNTA TNG
ETTIXEIPNONG VA TTAPEXEI APEDN EEUTTNPETNON.

AicBnon autotremoibnong (Assurance)

[[VWOEIC KOl CUUTTEPIPOPA TTPOCWTTIKOU WOTE VA EUTIVEEI ELTTIOTOCUVN KAl
OlyoUpIA OTOUG TTEAATEC.

2 uvaloBnuarTikr) katavonon (Empathy)

[MpOCWTTIKI) @POVTIOO Kal TTPOCOXN TIOU TIAPEXEI N ETTIXEIPNON OTOUG
TTEAATEG TNG.
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2TOXOzZ MEAETHZ

METpnon TNG IKkavoTtroinong Tou TTEAQTN O€ MIA PIKPOUECAIa
OlaPNUICTIKN €TaIpgia otnv KUTTpO XPNOIMOTTOIWVTAG TO
uovrého SERVQUAL.

Métpnon tng Alaxpovikng Aciac tou [leAarn (Customer
Lifetime Value)
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MEO©OOAOAOTIA

Métpnon Tng Ikavotroinong Tou MNeAdTn

Alavopn kai Aqpn SERVQUAL gpwtnuatoAoyiwv NAEKTPOVIKA
(Google forms) kal TTPOCWTTIKA.

To epwrtnuatoAoylo TrepIAGuBave 26 epwTtnoelc pe KAipoka
ABpoloTikA¢ BaBpoAdynoncg (dnA. Likert scale).

H avaAuon twv dedopevwy €yive pe SPSS Software wote va
OIEUKOAUVOEI n oTaTIOTIKI) avAaAuon,.
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MAJOR FINDINGS

Significance Distribution of the five dimensions:

= Tangibles
Reliability

= Responsiveness

= Assurance
Empathy
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SERVQUAL GAP SCORES

TAl\GIBILITY RELIABILITY RESPOl\SIVEl\ESS ASSLRAI\CE EMPATHY
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AIAXPONIKH A=IA NMEAATH

H avaAuon tng AlaxpovVikn¢
Aciac Tou eAartn ecetadel Tnv
QYOPAOTIKN CUUTTEPIPOPA UIaG
OMAdAC TTEAATWYV KAl TNV
KTTPOEKTEIVEI» OTO MEANOV,
uttoAoyidovtag Kal
TTPooBETOVTAC KABE £TOC, TA
KEPON ATTO TOUC EVEPYOUC
TTEAQTEC TNGC OUADAC.

Xopnyol: Alcpyavarng: MEAOC!

> APPROVAL
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METPHZH AIAXPONIKHZ A=IAZ NMEAATH

Basic CLV formula
CLV=mxL-AC

m: Is the net profit margin generated from
customer for a specific time period

L: the expected purchasing life of a
customer

AC: Is the customer acquisition cost

ZZZZZZZZZZZZZZZZZZZZZZZZZZZZZZ



YLVESPIO [MoI0TNTAC

2016

AIAXPONIKH A=IA NEAATH

Customer Retention Formula:
((Ce-Cy)/Cs)) X 100
Ce: number of customers at end of period

Cy: number of new customers acquired
during period

Cgs: number of customers at start of period




BASIC CLY FORTHE COMPANY (2011-2015)
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CUSTOMER 005 012 023 028 039 044 047

Average
Acquisition
cost
(AC)

€200 €220 €180 €178 €140 €280 €400 €580 €1,000 €160 €1,100 €194 €200 €160 €196 €240 €220 €300 | €1,300

Average
C“St°:_':e" €1,000 | €1,100 | €900 | €890 | €700 | €1.400 | €2,000 | €2900 | €5000 | €800 | €5500 | €970
profi

(m) per year

€1,000 €800 €980 €1,200 | €1,100 | €1,500 | €6,500

Average

Retention

Rate = ((Cg- 78% 78% 78% 78%

CN)/Cs)) X
100

78% 78% 78% 78% 78% 78% 78% 78% 78% 78% 78% 78% 78% 78% 78%

Average

Churn
Rate = 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22% 22%

(1/Retention
Rate)

Average
!_|fet|me 4.5 4.5 4.5 4.5 4.5 45 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5 45
in Years

(L=1/CR)

4.5 4.5 4.5 4.5

Customer
Lifetime €4,300 | €4,730 | €3,870

Value (CLV)

€3,827 | €3,010 | €6,020 | €8,600 PEAPK:YOREEVIRNIE €3440 EEPERLIM €4,171 | €4,300 | €3,440 | €4214 | €5,160 | €4,730 | €6,450 EF¥ZA L1V
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PARETO PRINCIPLE 80/20

80%

RESULTS
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IKANOTIOIHZH TOY TNMEAATH

E€¢aoc@aAion HEANOVTIKWYV E0OOWV
Meiwaon Tou KOOTOUC TwWV JEAAOVTIKWY CUVAAAQYWV
Meiwaon TNG EAAOTIKOTNTAG TNG TIMNG

EAaxioTotroinon Twv mlavoTATWV «ATTO0TACIAC» TOU
TTEAQTN
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AIAXPONIKH A=ZIA TOY MEAATH
(CLV)

Aucnon TNG KepdOPOopPIag
AlaTnpnNon TwWv TTEAATWV
EmrékTaon tng dlaxpoVvIKAG agiag Tou TreAATn
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CYPRUS ASSOCIATION for
CyvACQ QUALITY

Thanks!

knicolaides@kepa.mlsi.gov.cy

zoenicolaidou90@gmail.com
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