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TUVNORD

TUV HELLAS S.A

1SO 2001

tuvhellas.gr

About HICS

The Hellenic Institute of Customer
Service (HICS) is a non profitable
organization established in 2004,
with the support of national and
multinational companies as well as
esteemed educational institutions.

Quality Management System

Who we are..

Our Vision

To develop and promote the quality of
service offered to the customer, citizen,
consumer, both in the private and the
public sector as well as the
advancement of customer service
culture in Greece.

In accordance to internationally accepted professional practices: ISO 9001:2015
Events Planning, Educational Activities & Customer Service Awards.
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HICS’s aims:

The creation and dissemination of specific
knowledge in the area of Customer Service.
The upgrading and advancement of Greek
standards in service, for the people and the
sector(s).

The reward of the outstanding professionals in
Customer Service in every sector or level.
The adoption of the best international
practices by co-operating with similar
institutions and organizations established
abroad and the exchange of best practices
between the members.

Personnel development in the field of
customer service by Certification.
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Membership Grow (2004-2025)

140
2025
37

€50B total turnover (2023)

> 120K total # of employees




GENERAL SECRETARY
Panagiotis Kyziridis

Training & Development
Senior Consultant,

RESPONSE S.A.

The Board of Directors

PRESIDENT
Elina Nikaki

Assistant General Manager,
Head of Specialized
Segments & Customer
Excellence Sector,

EUROBANK S.A.

VICE PRESIDENT
Antonis Avgeropoulos

CEOQ,
NESPRESSO HELLAS

TREASURER MEMBER MEMBER
Tania Pantazi Xenia Kourtoglou Kostas Sigalos
Customer Qare & Contact Resilience Expert | Founder CEO,

gieizig rB,usmess Development FOCUS BARI GLOBAL LINK
Opihog OTE / COSMOTE

eValue

MEMBER
Eleanna Sgourof

Business Development
Manager,

YUBOTO




Strategic Pillars 2025-2026

Institutional Liaison
for

International
Outreach

Training — Knowledge -
Best Practices

Networking




Annual Report 2025

Knowledge Corpo::ate & Networking Recognition Ir_ls!itutional
. Professional & Reward Liaison
Sharing
Development for
, : International
31 WEBINARS/ WORKSHOPS 4 CS DAILY CONFERENCES 8 CEOs’ & MANAGERS 1 NATIONAL Out h
EVENTS CUSTOMER SERVICE AWARDS utreac

3 1 c8 Summi 1 STRATEGIC

EXECUTIVE EDUCATIONAL ummi ,
e A Wit A o 1 NEW YEAR'S PIE CUTTING 1 i s PARTNERSHIP WITH ECCA

CUSTOMER SERVICE WEEK
1 BEST PRACTICES 1

1 CUSTOMER SERVICE OPEN DAYS CONFERENCE PRE-HOLIDAY NETWORKING

PARTY

9 CONFERENCES UNDER
SPECIAL AUSPICE

63 ACTIVITIES




Strategic Partnerships & Initiatives

Key Strategic Collaborations
2025-2026

E C European
Customer
C A Contact
Alliance
Institutional Research with Strategic Partnership Digital Library Initiative
University of Piraeus

MarketingWeek

Editorial Collaboration




:; Upcoming Activities 2026...
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Best Practices in Customer Service Conference
Thursday, February 26, 2026 @OTEAcademy

BOUSSIAS

events ot ouvepyaoia pe &

KaAeg MpakTikeg
otnv EEurnpetnon
MeAatwv

Trust is the New Currency -
Human Service in a Digital World




Customer Service Open Days

March 9-13, 2026

Customer
Service

Open Days



Educational Activities
Workshops/ Webinars

15.01 22.01 27.01 03.02

b
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EDUCATAL PROGH,
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Certified Training with ALBA

NEW

May
2026

Management in the Digital Era & Agile and Scrum in Management

Al Readiness Workshop

Managing Different Generations of Employees and Customers

Horizontal Competencies for Customer Service Management in the era of Flux
Agile Coaching

Design Thinking

Ecosystem Thinking

Diploma in
Customer Service
Management in
the Digital Era

{é} Interactive Educational Training in collaboration with Alba Graduate Business School.




National Initiatives in Customer Service

EONIKH
EBAOMAAA
ESYMHPETHEHE, |
MEAATON

National Customer Service Week
October 2026

\BEIA
12HX

National Customer Service Awards
December 2026




Websites & Social media
ODOM®

30.000 connections 4.366 followers

@ facebook.comjeienCX

EAAHNIKO INITITOYTO EZYNHPETHIHE MEAATON... - You "

[ AR / EAAHNIKO INZTITOYTO ‘ .
I &7 Texvnt kot ZuvauoBnpotikr Nonpootvh cuGTATIKG TNG Goyng 1 EiYnHPETHZHz nEAATQN

ggumtnpémong! ..more

EAANvVIKO IvoTtitovto E§unnpétnong MeAatwy

(@user-sv4so4in6e - 232 subscribers - 72 videos
Zag KaAwoopiZoupe 0To S1adIKTuako TOMo Tov EAANVIKOU IvoTitouTou Eunnpetnong M. >

facebook.com/pages/EAAHNIKO-INEZTITOYTO-EZYNHPETHIHI-NMEAATON-EL... and 2 more links

Customize channel Manage videos

Home  Videos Live Playlists  Community

Popular  Oldest
W P

W v ( WARDS EONIKH EBAOMAAA - - Apakhoehisa  Minposopies  ExbnAdoris  Ouroypadies  Mepoadtepa v hIogapior O Miwpa Q-
PWE® | EEYURPETHEHE HEAATOR et

VG JAR
\\\ \\\\\\\ Za0) :g;m&'hm:’&%’:" ':g ::[n")T oYTo @ Anuovpyia Snooisvong

EBVIKi) EBbopdba EEumpeTtnone  § 20 XPONIA EIEM (2004 - 2024) :  E6vika Bpapeia EEurnpétnone i EBviki EBopdda EEmpetone  : 1 Swroypagiaspivreo Q Koworoinon napousias

“Mob Bpioxeate;* © Epamon

"Moo €ivar To wpapo Aextoupviag e .
~myeipnons oag” © Epimon KAPOITEOMENH AHMOLIEYIH

‘eAaT@y 2024 51 views - 2 weeks ago NeAatiy 2023 NeAatiy 2023 (CS WEEK 2023)
Ds + 11 days ago 109 views * 3 months ago 227 views * 3 months ago




Executive Team

Maria Karadeli Mihalis Pontikos Anastasia Georgopoulou Konstantinos Dermatas
Senior Manager Business Operations Executive Members' Facilitator

Development Manager




CX Summit
Wednesday, January 28, 2026 @OTEAcademy

| events presents

CX Summit

Real Connections
in an Automated World

Tetaptn, 28 lavouapiov 2026

Appr8gatpo OTEAcademy

H epmelpia meAatn oxedialetatl MAEOV o€ MEPLBAAAOVTA OTIOL N TEXVOAOYia Wls h In g you CRLY nderfu I
smutayovel, Ta dedopgva moANanAactaZovral Kat Td journeys neptmAgkovrat. Ot co nfe re n ce expe ri e n ce |

QuTOPATIoHOL AVEAVOLY TNV A0S0, BETOVTAC OpWE VEQ EPWTHHATA OTIWG:
v [otog €xet (MAEoV) TOV EAEYXO TNG EpMELPLaC;

v Mwg e€aopalieTal n epmioTooLvn pEca anoé vea flows kat MAaTPOpEG;
« Ti onpaivel “loyalty” otav 0Aa aAAaZouwy;

To A€oV Slaxpoviko cuveEdpLo yia To Customer Experience otnv EAAGSa

ETUOTPEPEL Kat avadelkvuet To CX we EMXELPNOLAKO oUOTNUA, AAAA Kat WG
avBpwrvn gvBovn.
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