




COLLABORATION WITH A NEW 

OUTSOURCER

SELF-CHALLENGE OUR WAYS OF 

WORKING

Nespresso’ need: A new partner with the ability to 

support our Vision for

• Strategic Developments

• Driving Digitalization

• Frontliners engagement

• Empathy & Customer Focus

The Tender

Top Global CX Outsourcing companies 

participated at the tender

The achievement

• Common Philosophy – Culture - Vision

• Customer Obsession

• Commitment to Continuous Improvement

• Disruptive Innovation

CEV Solution

• CAN DO & #ASTOPANOMOU philosophy

• Passion for Continuous Improvement

• CX as Key Decision Driver



NEED FOR 

SPEEDY 

ONBOARDING 

DURING 

RETAIL PEAK 

SEASON 

KEEP QUALITY 

&  QUANTITY 

STANDARDS IN  

H IGH LEVELS

THE CHALLENGES

ADAPT TO 

GLOBAL 

STRUCTURE & 

GUIDELINES

ATTRIT ION 

RATE AT BPO 

INDUSTRY



SOFT LAUNCH 

(1  MONTH 

BEFORE)

PROJECT 

STAFFING WITH 

SENIOR 

EXPERIENCE 

REPRESENTATI

VES ( 6 0 % )  

THE ACTIONS

CX AS THE 

KEY 

INDICATOR 

FOR PROJECT 

SUCCESSFUL 

PERFORMANC

E 

EXTENSIVE 

TRAINING & 

AMBASSADOR 

SPECIALISTS  





FRONT L INE ENGAGEMENT IS  A TOP PRIORITY FOR A GREAT CUSTOMER EXP ERIENCE

EMPLOYEE FOCUSED CULTURE

01
R E W A R D S

CX Recognition scheme for every 

member 

Welcome machine & products for 

newcomers

Voice of the Employee embedded in 

Nespresso Management Team

02
C U L T U R E

360ο working with 

Partners to maintain 

common culture & 

engagement 

Best Practices sharing & 

adoption

i-Learn platform

03
C U S T O M E R  &  

P A R T N E R  D AY  

E V E N T S

Engage / Meet and Share 

Insights with the Team

Discuss New Services

Celebrate our Partnership



K n o w l e d g e  M a n a g e m e n t  

To o l  “ A t h e n a ”

Tr a i n i n g  a n d  s k i l l s  

e n h a n c e m e n t

G e t  i n  m y  S h o e s

W o r k s h o p s

F e e d b a c k

Via our knowledge management Tool, we helped our
team to understand the Importance of CX and how
the day 2-day job is linked to the customer journeys

 E-learnings

 Digital Classrooms

 Gamifications (Boost App)

 Tasting

 Visit our Warehouse

 Working from Boutique

 Visit our Machine Repair Center

 Delivery to our members their orders with Courier

Embedded CX Design thinking in the Team

Top members from our Team present pain points to
Management Team





 V I P  L I N E
 A U T O -

R E C O G N I T I O N

 C L I C K  T O  C A L L
 E M P L O Y E E  
S U P P O R T  L I N E  

 V I D E O  A S S I S T A N C E
 E M A I L  

A U T O M A T I O N



THE IDEA: 360Ο POST INTERACTION SURVEYS
C S AT ≥ 9 0 %  &  C O N V E R S I O N  R AT E  ≥ 2 0 % 

03
C U S T O M E

R

E X P E R I E N

C E

FCR ≥ 94%

Channel CSAT ≥ 90%

Individual CSAT ≥ 91%

P O S T  C A L L  S U R V E Y

96% Success Rate

(revert sentiment from

Detractors to

Ambassadors

O u t b o u n d C a r e  

C a l l s

0,8 Complaints per 100 

Contacts

C O M P L A I N T S  A S  

O P P O R T U N I T I E S

NPS ≥ 70%

Channel CSAT ≥ 97%

Individual CSAT ≥ 94%

P O S T  S H O P  

S U R V E Y 0402

01





WHO WE ARE NOW
T H E  T R E N D S E T T E R S  W I T H I N  T H E  N E S P R E S S O  C O M M U N I T Y



Deliver outstanding and effortless

customer service journeys to convert our 

members into Ambassadors

C O M M O N  V I S I O N

C O M M O N  M I S S I O N

Personify the brand with our unique 

know-how and passion while echoing

the voice of our customers at the heart 

of the omni-organization





Expansion 

to other 

countries 

Sentiment 

Analysis

Flexi 

Working 

Model 

Sign 

Language

Service

Virtual CRC 

Specialist

PERSONALIZAT ION &  INNOVATION HAND IN  HAND WITH OUR CARE 

APPROACH

EXPERIENCE THE FUTURE





THANK YOU

Γ Ε Ω Ρ Γ Ι Α Χ Ρ ΟΝ Η ,  C U S T O M E R  R E L AT I O N S H I P  M A N A G E R  G R E E C E ,  C Y P R U S ,  A D R I AT I C  &  B U L G A R I A

Δ ΗΜΗ Τ ΡΑ ΚΟΤ Ρ Ω Τ Σ Ι Ο Υ ,  L A R G E  E N T E R P R I S E S  D E V E L O P M E N T  S E N I O R  A C C O U N T  M A N A G E R



QUESTIONS


