o —_—— — S —— - .-
— —— e ———, = 2 N R — > S - - -
-~ -~ - - --—" —— - - - - - - —
- — - — - ~———— — L —
- N
- S = —
— :
- .¢ S &-p P
—— — .ﬁ’ - -

— S— ~-—.‘:- = — | :

= g “,_\ : - \ 5 g
- =SLEer 3 § = > _ "-E > = ~—

e — ‘{;p_ § e = COSTA NAVARINO 2019 —

Benoit Le Bouille — Managing director of Gefyra Litourgia

Positive Aura — A program to improve the customer satisfaction on the Rio-
Antirion bridge

Costa Navarino, Messinia, Greece
29-31 May 2019 www.asecapdays.com
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For the Bridge

Lowest traffic since 2004

Lowest market share for the bridge (80% bridge / 20% ferries)
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2015: The full awareness of the need *

_____________|2015

Company image 96%

Quality of information given 60%

Issue resolution 70%
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Our strategy in 2015

COSTA NAVARINO 2019

More dedicated services — less products Implementation of a client oriented culture
No technological gadget called Positive Aura

3 years project ( End 2015 -2018)

XapoyeAGuE
NiwBoupeopoppa

Margs Betkn EVEpyEla J
p Lowxeia ™=
- ; , 1
: p\ooopiag |
reevra e€unnpg€tnong




ASECAP DAYS

A client culture: Positive Aura

“The only complaints | accept are those
concerning our pricing policy, the rest must be
perfect.”
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We consistently We have We have We offer
Appreciate a Positive Passion for Personalized
our customers attitude Improvement  solutions

Our 4 service
values
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To povtélo e€untnpetnong « OETIKH AYPA» *
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First results *

COSTA NAVARINO 2019

| 2015|2017 2018_

Company image 96% 96% 96%
Quality of information given 60% 77% 85% 7
Issue resolution 70% 80% 86% /l
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First results

COSTA NAVARINO 2019

Traffic in the Strait

Increase of the total traffic +12%
Decrease of the ferries traffic -24%

M Bridge

M Ferries .
Market share of the bridge 80% to 86%

—
2015 2016 2017 2018
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Our strategy for 2019-2020

COSTA NAVARINO 2019

New tools A new cycle of 2 years based on systematic workshops
to improve our processes and keep the momentum

New website site
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Rio-Antirion bridge and ferries
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