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Our “four-legged friends”

CX: the timeless "key to
success"

Resllience in
Entrepreneurship
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86%

of Greeks have
experience

62%

currently own a pet
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: 29%

Cat

Dog
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We form
a unique bond!

We consider them a  The relationship with a | mainly have a pet
true member of our pet improves one’s for companionship
family mental well-being

64% 91%
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pet owners consider veterinary
care (99%)!
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We form
a unique bond!

| take care of | care more about Pet food is mainly
my pet on my own my pet’s health  purchased from specialty
than my own stores or retail chains

66% 95%
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#1. Key Learning

The relationship
with a pet is deeply
emotional

" It Is experienced as
“my child”

FocusBari
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Before Greeks make
a purchase...

check reviews, ratings, and
comments from other
consumers




They publicly share
their excitement
about the experience...
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but they also publicly
share the feeling of
“OUCH” experience!




Almost everyone
tells their friends and
family about their

IIWOWII

experience...
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.. but word of mouth
is powerful for

“OUCH”

experience!
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The "essence" of the customer experience is...

The feeling customer leaves with
after ever INteraction with us!

This feeling can form the
basis of a company’s “CX
Statement”
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The “balance of experiences” October 2025 Survey:
Greeks are experiencing more “WOW?”... but also “OUCH” experiences!

At least one positive experience in the At least one negative experience in the

last 6 months last 6 months

[wow: | o P
(7% ) & 7362
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= At least 1 Positive = None in the last 6 months = At least 1 Negative FocusBari
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With intense and contrasting emotions In every experience:

IWOW!I 7 N\
7 p {\T The "WOW" experience The "OUCH" experience /@
) N/
e %

17 Anger

Trust/security

Lack of loyalty 10

Positive surprise/joy
Pleasure Discontent/sadness
Satisfaction - 9 Disappointment
Care/concern Annoyance
Loyalty - 7 Fatigue
Excitement - 5 Indifference
Confusion / anxiety . 2
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#2. Key Learning

“share” and “listen to” experiences,
shaping their choices, and
making CX a key factor of
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"WOW CX" ResiliEliFe =
In Entrepreneurship
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#1. Going the

Extra Mile

_—

Success factors: The message:

- Initiative + personal responsibility When you respect the customer’s time,
* Trust & humanity before process You earn the relationship—not just the transaction!




#2. The over and
above

The message:

Think ahead: small surprises not only bring joy,
but also build loyalty!

Success factors:

« Thoughtfulness + unexpected care
« Small details make for an unforgettable CX



#3. The recovery

T / A

The meSsage'

w Success _fa‘_:‘_:ors' _ it In difficult times, you have the opportunity
Proactivity + Speed + Simplicity of the solution J to show who you are.
Don

Ownership by the organization 't just solve the problem. Stand by the customer

A::c’tlve, reassuring conunlcatlon and “turn the experience around”! i
(“I've got you covered”) ;
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#4. Speed /‘/

z
"4

Success factors:
 |Immediate resolution at the first point of contact '"IG message=
* Fast response that respects the customer’s time Don’t just respond. Deliver fast, clear service.
(no unnecessary delays or red tape) Your costumer’s time is valuable!
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“Humanity”
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Success factors: The message:

+  Genuine empathy (putting yourself in the E Before resolving the issue, show that you
customer’s shoes) understand the emotion behind it.
Personal commitment to finding a solution with Empathy is not a soft skill.
genuine care, not just routine service lI It is a strategic advantage!




Seven valuable tips for a
§ truly WOW CXI

#1. Make CX your "core mission"

\ 4#2. Learn everything you can about your customer

T ‘P"#S. Focus on the value you offer
'4,‘\‘_: \’ o N

e = - ‘YZ\\' :
== S Ny

h ., ‘#4. Inspire everyone and share a common vision

/\#5 Build appropriate structures and processes
#6. Monitor systematically & improve

| \#7. Thank and reward
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