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[Mepiexopeva

‘Evvoia Tn¢ «agiag»

[TpooeyyioeIC «aciacy»

H «agia» atro TNV TTAEUpA TNG ETTIXEIPNONG
Aloiknon €@odIA0TIKNG aAUTidaC
Anuioupyia ECATOMIKEUMEVNG ACIOC
METpnon aciog

AnNUIoUPYWVTAC agia yia ToV TTEAATN
2.uvoyn



‘Evvola Tng «agiag»

 Mapc (1933): yeAéTnoe TNV agia atro Tn oKOTTIA
TOU £PYATN KOl TO TTWC N TTPOCWTTIKI Epyaaia
TTPOCOETEl agia o€ Eva TTPOIOV

e H vEOKAQOIKI OIKOVOMIKN Bewpia avapEpeTal
oTNV agia aTtrd TNV OTITIKI TNS XPNOINOTNTOC

o Porter (1985): ye TN Bewpia TOU yIA TO
AVTAYWVIOTIKO TTAEOVEKTNMA TTEPIYPAPEI TTWG
UTTOPEI va dnuioupynBei acia peéoa aTtro Tnv
aAANAETTIOpaON JIAIPETIKWY CUUMETEXOVTWYV UE
OIAPOPETIKEC IKAVOTNTEC KAl XOPAKTNPIOTIKA KATA
TN OlAPKEIa TNC TTAPAYWYIKAC OladIKACOIaAC.



[MpooceyyioEIG «aACiagy

» AUO TTPOCEYYIOEIG

 H «Acia» atrd Tnv TAEUpA TNG ETTIXEIPNONG
o ANMUIOUPYWVTOC «acia» yia TOV TTEAATN



H «agia» atro Tnv TTAguUpd TNG
ETTIXEIPNONG

» H agia otov TOpEA TNG O10IKNONG
£@OOINCTIKNG OAUCIOAG KAl TwWV logistics

o NIt} (Lean)
o EuéAiktn (Agile)
o MeTdBeonc diadikaoiwv (Postonment)



Aty (Lean)
Evvéa Baoikad oToIXEia TTOU dnUIoupyouV agia

= EuBuypduuion powv TWV TTapayyeAIWVY Kal TNG Epyaciag YE TNV KATApynon Twv
O10dIKACIWY Kal TTapayovIwy TTou oTpeBAwvouv Tn CATNON.

=  Opydavwaon Twv d1adIKaCIwY WOTE TO TTPOIOV VA TTAPAYETAI XWPIC OIAKOTTEC.
= Na TTapayeral i va dlavePETal HOVO OTI €XEl TTapayYEADEI.

» To guoTnua TTapaywyng va cuvrtovifetal Je Tn ATNonN TwWv TTEAATWV.

= TuTrotroinon Twv dIadIKACIWY WOTE Va dlacpaAileTal oTabepr) amrdédoor.

= TuTroTroinon Kal EAAXICTOTTOINCN TWV ATTOBEPATWY ACQAAEIQC HETALU TWV
O1a0IKATIWV.

= Na evroTrieTal Kal va TeppaTifeTal KABe o@AApa o KABe oTAdIO TNG TTAPAYWYNS
€101 WOTE VA PNV PTTOPEI va TTEPACEl O€ ETTOPEVO OTADIO.

= Alaxeipion TnNG TTPOOJOOU TWV EPYACIWYV KAl TUXOV TTAPATUTTIWY UE OUOKEUEG
ATTAOU OTITIKOU EAEYXOU.

= Kataypa®r AaBwv woTe va eCalgigpovTal Ta aITia TTou dnuIoupyouv
KaBuoTepnoeic o KABe diadikaaoia.



EuéAIKTn (Agile)

» O1 Lampel ka1 Mintzberg (1996) utrootnpilouv
OTI N dONMIOUPYIa ECATOUIKEUNEVNG ACIOC KATA
TNV TTapaywyikn oladikaaoia apyiel Ue TIC
KATavONOoN TWV AVAYKWYV TWV TTEAATWYV Ol
OTTOIEC METAPEPOVTAI OTO KOUMATI TNG
TTAPAYWYNG OTTOU KAl UAOTTOIOUVTAL.



MeTaBeon di1adikaoiwyv (Postonment)

o [1poKeEIPEVOU VA ETTITEUXOEI LIa ICOpPOTTIa
METACU TOU XaUNAOU KOOTOUG TTAPAYWYNG Kal
TNC TTPOCOAPUOYNC TOU TTPOIOVTOC OTIC AKPIBEIC
QATTAITNCEIC TWV KATAVOAWTWY TTOAAEC ETAIPEIEC
EXOUV UIOBETNOEI TN OTPATNYIKN TNC METABEONC
TWYV OIA0IKACIWY OAOKANPWONC TWV TTPOIOVTWYV
00O TTOIO KOVTA OTOV KATAVAAWTH YiveTal
(Hoekstra kai Romme, 1992)
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2TPOTNYIKEG METABEONC OIOOIKATIWY

Raw Material Manufactures/ Retailer End-Users
Supplier Assemblers

% Buy to Ordel'
% Make to Ol’der

+ Assemble to order
%F Make to Stock

4 Sh|p to stock
; ; A stockholding Decoupling Point

Mnyn: Hoekstra kat Romme (1992)
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MovTéAo agiac Johansson et al.

*Meeting Customer
Requirements
*I'itness for Use
*Process Integrity
Minimum Variances

*Elimination of Waste
*Continuous improvement

| Quality

*Customer Support
*Product Service
*Product Support
*Flexibility to Meet
Customer Demands
*Ilexibility to Meet
Market Changes

Service ]

|

B

Value =

| Cost

*Conversion
*Quality Assurance
*Distribution

* Administration

*Inventory
*Materials

*Design and Engineering

~ CycleTime ]

*Time to Market
(Concept to Delivery/Order Entry to Delivery)

*Response to Market Forces
°].ead Time
(Design/Convession/Engineering /Delivery)
*Materials

*Inventory

NnynR: Johansson et al. (1993)
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MNapayovTteg pETpnong agiag otn NauTtiAia

Level 1 Level
Value

| Quality

2

Level 3

Appropriate and quality equuipment

Availability of creative top managerment

Reputation and reliability

Financial stability

Skills and Knowledge of operating personnel

IDevelopment & maintenance of good relatonships
w ith customers and suppliers

—Cycle Tim

5
T T

Ability to carry large and/or odd sized consignrments

Professionalismm in customer support

Flexibility to meet customer demand and market changes

Responsiveness to unforeseen problems

Willingness to negotiate cost and service changes with
customers and suppliers

Provision of reliable and efficient services by thhe ports

Frequency of voyvages

Transit tirmce

On-Timme Pick-up and delivery

Tirme required for introduction of additional fleet and services

On-Time information and delivery by the supplier

annand

Quick vessecl turmaround

Administration

Cost of quality assurance of scrvice

Spares and suppliecs iInventory

Insurance

Company rcstructuring

Operating costs

15



Q2
Q1

Q6
Cc4a

Cc3
Cc1
CT6

CT3
S6

s1

CS5
CT1
CcT2

CTS5

CcT4

Attribute Description

Skills and Knowledge of operating personnel
Reputation and reliability
Operating costs
Financial stability
Flexibility to meet customer demand and
market changes
Professionalism in customer support
Responsiveness to unforeseen problems
Availability of creative top management
Appropriate and quality equipment
Development & maintenance of good
relationships with customers and suppliers
Insurance
Quality assurance of service
Spares and supplies inventory
Administration
Quick vessel turnaround
Willingness to negotiate cost and service
changes with customers and suppliers
On-Time Pick-up and delivery
Provision of reliable and eflicient services by
the ports
Ability to carry large and/or odd sized
consignments
Company restructuring
Frequency of voyages
Transit time
On-Time information and delivery by the
supplier
Time required for introduction of additional
fleet and services

Sum

Performs Best
Does not Perform Waell

Liner

Dry
Bulk

Liquid
Bulk

AgioAévnon di1adikaciwy otn NauTiAia

Specialised
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AnMIoupYyWVTAG «Ogio» YIO TOV
TTEAATN

» MovTtéAo AéEATO

e 2TO KEVTPO O TTEAATNC.
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10.

AZIwWNOTA TOU NOVTEAOU AEATA

To ETTIKEVTPO TNG OTPATNYIKAG €ival O TTEAATNG.

Aev KePBICEIC VIKWVTAG TOV avTaywvioTr. Kepdilelg Je TNV €TTITEUEN TNG OECEUONG HE TOV
TEAQTN.

H otpatnyikr dev gival TTOAEUOG, €ival ayarn.

H vooTpoTtria pe eTTIKEVTPO TO TTPOIOV gival TTEPIOPIOTIKN. AVOigTE TOUC OPICOVTEG YIa va

OUUTTEPIAGPBETE TOUG TTEAATEG, TOUG TTPOMNBEUTEC KAl TOUG  OuveEPYATEC (complementors) wg
TOUG BACIKOUG OOG TTAIKTEG.

MpétTel va KaTavonoeTe Tov TTEAATN oag BaBid. H oTpatnyIkh TTPAYHATOTTOIEITAI VIO TTEAATN KABE
PopPA EEXWPIOTA.
OAa 1a TTpoidvTa JTTopoUV va dlagopoTroinbouy.
Ta BepéNia TG oTPATNYIKAG €ival U0 :
H Tunuatotroinon Tou TTeEAATN Kal n TTPOTACH a&iag ToU TTEAATN
H emixeipnon wg éva TTAEYPA IKAVOTATWY
ATTOpPIYTE TIG DUO KOIVOTOTTIEG :
‘o0 TTEAATNG £XEI TTAVTA OiKIO”, KAl
“CEPW TIC AVAYKES TWV TTEAATWV KAl TTWGS VA TIG IKAVOTTOINoW”

H diadikaoia oTpaTtnyikou oxedlacopou gival €va TTAaiolo diaAdyou PETALU TwV BACIKWYV
OTEAEXWV TNG ETAIPEIAC - avalnTWVTAC oUVAIiVEON OXETIKA YE TNV KATEUBUVON TOU OPYAVIGHOU.

O1 yetprioeicg cival atrapaitnteg. O TeipapaTionds gival KaBopIoTIKOG.

16



To povTEAO AEATO

System Lock-in

Proprietary Standard

Ceptura an axtansive network of
complermentors that enhanca our product
affering

Dominant Exchange

Frovide &n interface batwaen buyars and
gellers that is very hard to displace onca it
achieveas critical mass.

Exclusive Channel
Significant barriers in placea 1o
make it hard for competitors to

ECoess the customear

Enabled
S:'uggzaﬁmt: Irrigﬁigm Tl'll"ﬂl.lﬂl"l Effective t:;:fun:; provider is an
customer needs ("ona stop Use of undifferentiated product
shopping’) Technology catagary

Total Customer Solutions | : Best Product
I I
Customer Integration 1 Redefining the Customer | Differentiation
Transfer knowledge tothe _ _ _ | Relationship o Development of features and
customer to enhance its Provide a unique experience to the functionalities that make the

product unigue and command &

performance customer throughout the completa . X
price pramium

cyche of ownership

MNnyn: Hax (2010)

17



BApaTa OnUIoupyiag «agiogy

Customer Segmentation and The Existing and Desired

Customer Value Proposition Competencies of the Firm

The Mission of the Businass

The Strategic Agenda

Monitoring the Strategy
Execution:

« The Inielligent Budget
« Balanced Scopecards

NMnyni: Hax (2010)
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AnUIoupywVTOG «agia» oTNV TTEPITTTWON TNGS
Singapore Airlines

Tier 1: Business Professionals and Opinion Leaders
Tier 2: Corporations, Companies and Governmeant
Tier 3: Young High Potentials

Tier 4: Mass Market Dominant
Exchange

Proprietary
Standard

Tier1 €= o
o Exwleedig _

Channel

Enabled
Through Effective Low Cost

Use of
Technology

Tier2 + - Horizontal
Efeadth.

=

. s
_ = Eustomer Redefining the Différgntiation
&= Integration Customer ~ .
Tiar 3 Relationship 4

Tier 4

NMnynR: Hax (2010)
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MpoTaon agiag yia TTEAATEG ETTAYYEAUATIES KA
OIAHOPPWTEC TNS KOIVAGS YVWHNGS (KaTtnyopia 1)

llupexyopeveg
Eumapieg

2Z00TNUATA TTOLPOYNS
a&udv ATOPALTNTA
YL TNV TUPOYN TOV
EUTTELP LDV

Aoappavonpesvn A&ia

Nnyn: Hax (2010)

1.

nhwe

IpoTaon A&iog
Na mapéxetar oto emPBATn £va CUYKEKPIUEVO £TUTES0 EVTNPETNONG
GTOV Aépa Kol GTO £3APOS OV Vi SLapEpal amd OTOLASNTTOTE
GAAT CEPOTOPIKT] ETUPEIN, OAAGL KUl VO CLUYKPIVETUL HE TO
KAAVTEPO oTn Prounyavia tpoeipmv Kal giioeviag. Ilpocoyn o=
KA0s Aemropépata Kot TAEIBLOTIKT] avAay K TO TEAATN.

.2Zovex] upoy]  VEmV  TOMMV  KUwoTopiag Kol PBeAtimon g

TapexOpeEvNg vINPeciasg. Altvetol 1 aicONen OTL 1 EMOUEVT] TTTNGN
Oa cival TEVTA KAADTEPT] ATTO TNV TPOT YOV LLEVT.

. Ymnpeoieg S5S-acTtéEpmV 6TOV aépa Kal 6To £0apog. I epmeipia Eexwva

aTO TI) GTIYUT] TTOD O TTEAXTNG PTAVEL GTO OLUKEKPLUEVO GAAOVL
¢ Singapore Airlines uéyptr 1 otypun mov Qo pTAGEL GTOV
TPOOPIGUO TOV.

. To kopitor g Singapore Airlines mg coufforo
. 2xEocomv HleAoaTomv

ATOKTNGT GYOAI®V

- Ap1oTn ETAOYN TPOPIUM®MV KUl TTOTOV

. 1oykoomug KAGST S CUCTNHUTOS YUXUYMYIOG

. Prriogevia S-aoTtépov (KaOIopnaTa, TOPOYES, PVIPLGUE AEPOCKAPDOV).
6.

Fokoiia oce arliayic taloton (VYNnAr] cuyvornTa TmV TINCEMV Kol
GUVOEGIUOTNTA NE UEYAAN KEVTPU TNG AEPOTOPIAS).

- A&la yua Tovg TEAATES:

APiEn pe Gveon, EEKOVPUCTOL KUl YERATOL EVEPYELU
Drriogevia emmedov Puciindg / Puciiicoug

- A&la yua ™ Singapore Airlines :

I ool meAdteg
G ETIKT] GYOAMA GE TEPLOSTIKA, OTNUOCGKOTNGELG

- A&la mov porpdlovtal Kat o1 ODo:

Iapaymyikn covepyacia
KaOw€pmon pokporpdlecung oyeong

20



Mpodétaon agiag yia TTEAATEG HACIKAG ayopAg

IHapexdpeveg
Eumnsipieg

2ZVCTNHOTA TOPOYNG
oSV amapaitnTo
Yol TNV TOPOYTN TOV
EUTELPLOV

AapPavopevn A&ia

Nnyni: Hax (2010)

(Katnyopia 4)

I[Ipoétaon A&iag

1

2.

3.

4.

N AW NN =

~

Ko motdmta eEumnpitnong 6Tov aépa Kol GTO £0aPOG.

2oveyn Topoyn VEOV TOTOV  Kawvotopiog kKol PeAtioon  tng
TOPEYOUEVIG DTINPECLAG.

Koivtepa kobicpoto oKovolukng O£ong, uvmnpecieg Kol aVEGELS GE
naykoca Bacn.

Na &ovv v alcOnon 011 £youvv PTAGEL Pe OTIA, AKOUN Kol av sivot
GTIV OKOVOLLKT] O£o.

. To kopitor g Singapore Airlines ow¢ cOporo
.To tuqpa mweiotewokdv oyécemv  va ovalntd  GrTopadkn

oVATPOPOSOTIGT ATTO TOVS TEAATEG

. Ap1oTn EMAOYT TPOPILMV KOl TTOTMOV

Toykocuog KAGoNS GUGTIHHLATOS YO YWOYLOS

. D1 o&evia S-ao0TEpOV (KUOToUATA, TTOPOYES, PIVIPICUA LEPOCKAPMOV).
ATEPIOPIOT]  KOTOVAAMGT] GOUTAVIOS, OAKOOA Kol Ompedv €iom

TPOGMTILKIG VYIELVNIG

. EvkoAia oe aAiayég Ttogdov (vymA] cuyvotnte TOV TTNCE®MV Kol

GUVOECIUOTNTA LE HEYAAN KEVTPA TG ALEPOTOPING).

. A&la yia tovg meAdteg:

A@iEn pe dveon, EEKOVPACTOL KOl YEUATOL EVEPYELNL
Na Osowpseitar n koAvTepn eTapeio GTOV KOGUO

2. A&ia yia tn Singapore Airlines :

ITiotol meAdteg
2ZoveYTS avaTpOPodOTNOoN

. A&la mov popdalovton Kat o1 dvo:

Ka0pmon paxkpomrpoBsoung oyxeonc
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2uvouyn

To TTapov Ke@aAaio TTpooeyyilel TNV Evvola TNG agiag ota TTAdiola Twv
ETTIXEIPNOEWV. [0 TO OKOTTO AUTO TTapouacialovTal Kal avaAuovTtal duo
TTPOCEYYIOEIC EK TWV OTTOIWV N Mia £XEI WG KEVTPO TNV ETTIXEIPNON KAl N GAAN
TOV TTEAATN. H TTpWTN TTPOCEYYION TTPOEPXETAI ATTO TOV XWPEO TNG dI0iKkNoNG
£QOOIAOTIKAG aAucidag OTToU YiveTal xprion Tn JeBodoAoyiag Twv Johansson
K.a. (1993) ka1 n deUTEPN TTPOEPXETAI ATTO TO XWPEO TN OTPATNYIKAG dloiknang
TWV ETTIXEIPACEWYV OTTOU YiVEl N Xprion TG MEBodoAoyiag Tou pJovTEAoU AEATa
Tou Hax (2010).

To yovtéAo AEATa oTnpideTal o€ OEKA ACILWPATA KOl AKOAOUOEI uia
MEBodOoAoyia TTEVTE BNUATWY yia dnuioupyia agiag otov TTeEAATN. H Bacikn
OTPATNYIKN €ival va eTITEUXOEI N OEouEUON TOU TTEAATN. ZUNPWVA UE TO
MOVTEAO UTTAPXOUV TPEIC DIOPOPETIKEG OTPATNYIKES ETTIAOYEC YIQ TNV ETTITEUCN
auTou Tou aToOxou. OI TPEIC OTPATNYIKES ETTIAOYEG €ival TO KAAUTEPO TTPOIOV
(Best Product), n ouvoAikry Auon yia tov reAatn (Total Customer Solutions)
Kal TO KA€idwa Tou cuoTApaTog (System Lock-In)
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