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1. EIZAINQIrH & 2KOrMozx | INTRODUCTION & PURPOSE

To napév SOP (Standard Operating Procedure) kaBopilel Tn ouvoAikr] dladikaoia dlaxeiplong cases
(complaint, request, incident) oto cuotnua CRM (Guest 360 Console / Salesforce) tng Grecotel Hotels &
Resorts. KaAuntel kdBe 0Tad10 TOU KUKAOU CWHG eVOG case — and TNV apxLki KaTaxwpnon €wg Tnv TEAKI
eniluon, KAIPLGKWoN Kal Kataypagn neplotatikwy. / This SOP defines the complete case management
procedure (complaint, request, incident) in Grecotel's CRM system (Guest 360 Console / Salesforce). It
covers every stage of the case lifecycle — from initial entry to final resolution, escalation and incident
reporting.

2TOX0G €ival N OCUCTNUATIKY, TTANPNG KOl CUVETTAG KaTaypa®r OAwY Twv TTapattovwy, airnudatwy,
ATUXNMATWYV Kal OXOAIWV ETTIOKETITWY, KABWG Kal n TTapakoAoldnon TnG eTTAUCAG TOUG o€ OAQ Ta ETTITTEDQ
dloiknang, egac@alifovtag diagavela, akpiBeia kar arroteAeouaTikoTnTa. / The goal is the systematic,
complete and consistent recording of all guest complaints, requests, incidents and feedback, ensuring
transparency, accuracy and efficiency at every management level.

2. MEAIO EQAPMOI'HX | SCOPE

To Tmapov SOP g@apudletal o€ OAEG TIG I010KTNTIEG TOU opiAou Grecotel Hotels & Resorts kal apopd kaBe
MéAOG TTpoowTTIKOU e TTPpOGRacn oTo cuaTnua CRM Salesforce / Guest 360 Console. / This SOP applies to
all Grecotel Hotels & Resorts properties and covers every staff member with access to the Salesforce /
Guest 360 Console CRM system.

KaAuTtrtel Tig akdAouBeg diadikaaieg: / Covers the following procedures:

* Anuioupyia & kataxwpnon véwyv cases (Web Form & Booking) / Creating & logging new cases (Web
Form & Booking)

*  2upmAjpwon AsTrTopgpEIwy case Kal dlaxeipion status / Completing case details and managing
status

«  Xpron Activity Tabs (Email, Log a Call, New Task, New Event) / Using Activity Tabs
* Aiaxeipion Related field (Notes & Files) / Managing Related field (Notes & Files)

* Anuioupyia Parent & Child Cases yia TToANatmAd TTapaTrova / Creating Parent & Child Cases for
multiple complaints

* Aiadikaoia atrolnuiwoewy (e 1 Xwpig TTpokabopiopévo mood) / Compensation process (with or
without pre-defined amount)

*  KAlpdkwon cases (Escalation L1-L4) kai auto-escalation kavéveg / Case escalation (L1-L4) and
auto-escalation rules

+  Karaypagn Incident Reports yia vopikA & ac@aAioTiKA Tekunpiwon / Incident Report recording for
legal & insurance documentation

* Aiadikaoia aitnong diaypagrig case / Case deletion request procedure

* Alaxeipion Resolution Guidance até Quality Manager / Resolution Guidance management from
Quality Manager
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3. KATAXQPH2H CASE | CASE ENTRY

Ymapyxouv dUo (2) TpdTrol dnuioupyiag cases: / There are two (2) ways to create cases:

1. Autépata péow Web Form / Automatically via the Web Form
2. Xeipokivnta péow kpdtnong (Booking) / Manually via Booking

3.1 Kataxwpnon péow Web Form | Case Entry via Web Form

Katd tnv kataxwpnon peow Web Form, avoiyel n @dppa Kataypa@rg Kat NpENEL va cupninpwdolv 0Aa ta
nedia oUp@WVa Pe ToV NApakatw nivaka. H ouykekpipévn @dpua pnopei va cupnAnpwbei ané onolovdAnote
ouvadeA@o, o€ onolodAnoTe TUAKA, epdoov dlabeTel To link Tng eopuac./ When registering via the Web
Form, the registration form opens and all fields must be completed according to the table below. This form
can be filled out by any colleague from any department, provided they have access to the form’s link.

Ouada / Medio / Field Odnyia / Instruction
Group
Recipient & Recipient Name Ovopa utrevBuvou xeipiopou / Name of
Hotel person handling the case
Recipient Department TuApa TapaAnTTn amé dropdown /
Recipient dept from dropdown (e.g.
Front Office)
Responsible Hotel EmAoyn Eevodoyxeiou / Select the
property (e.g. Amirandes)
Guest & Room No. Ap1Bu6G dwuariou emokéTTn / Guest
Room room number
Guest Name MARpeg évoua emaokémTn / Full name of
the guest
Case Responsible Department TuAua Tou avaAauBavel dpaon / Dept
Categorization to take action (e.g. Maintenance)
Type ®uon karaxwpnong / Nature of entry
(e.g. Complaint)
Case Category & Subcategory EidikA kaTtnyopia / Specific category
(e.g. Maintenance / A/C)
Logistics & Means of Receiving Data Tpotrog Aqyng TAnpogopiag / How info
Severity was received (e.g. Personal)
Classification Emitredo omoudaidtnTag / Severity
level (e.g. High Level)
Priority Emeiyov xapaktipag / Urgency level
(e.g. High)
Subject & Subject >uvTopog TiThog / Brief headline (e.g.
Description The A/C is not working)
Description AvaAuTikn Trepiypar) / Detailed

account of the situation
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Recipient Mame
“ajchas

Recipient Department

Front Office L

Responsible Hotel

Amirandes b

Room No.
305

Guest Name

PHourentas

Reszponsible Department

Maintenanc= L
Type

Complaint b
Caszse Category

Maintenanc= L

Case Subcategory
AIC -

Means of Receiving Data

Personal L
Classification

High Lewsd b
Priority

High v
Subject

The AC i= not woarking

Description

The guest arrived wpsel and reported that the heat was unbearable all night amd
that the AfC was not functioning.

A Edv o emokéTTng Ogv BupdTal Tov apiBud dwpatiou, KaTaxwpeital TOUAdyIoTov To dvoua
Kpdrtnong. / If the guest doesn't remember their room number, at least the booking name must be
provided.

A Edv dev gival d1aBéaipyo o0Te SwPATIO oUTE KPATNGON, EICAYETAI TO OVOUQ ETTICKETTTN KAl OTN
ouvéxela yivetal ouvdean pe KpAaTnon eviog Salesforce. / If neither room nor booking is available,
enter guest name and link to booking inside Salesforce.

A Xwpig ouvdean kpdrnong 1o kouuTri Submit dev evepyoTroigital. / Without a booking link, the
Submit button will not activate.
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Brjpata utrooArg / Submission steps:

Avoie Tn Web Form kartaypa@nig. / Open the Web Form.
ZuutrARpwoe 6Aa Ta Tedia ocuuewva Pe Tov Trivaka. / Complete all fields per the table above.
EmaAABeuce Tnv akpifeia dedouévwy. / Verify data accuracy.

KAk Submit (utTAe KoupTri) — €1601T0INON O0TO ApPPGdIo TUARUa. / Click Submit (blue button) —
notification sent to the relevant department.

5. EmBeBaiwon: eppavitetal «Form submitted successfully!» / Confirmation: "Form submitted
successfully!" appears.

AN e

3.2 Xeipokivntn Kataxwpnon péow Kpdarnong | Manual Entry via Booking

MNa kataxwpnon case péow KPATNong, akoAouBoupe Ta Tapakdtw BAuara: / To log a case via Booking,
follow these steps:

1. Avagntnoe tov Account emTiokéTTTn péow Search. / Search for the guest Account using the Search
function.

1

L5

[ Search: All w | © KOURENTAS (%]

Gues Q Panagiotis Kourentas accounts Panag iOtiS KOU rentas ‘

Bz Pai Q.  Panagiotis Kourentas cases Account

( + FoIIow) (View Account Hierarchy ‘ v)

Type Related List Quick @
Che  Show more results for "KOURENTAS" Guest Links
PMS Member ID

Panagiotis Kourentas

Account Gl

Do

wtri

Hot Complainer

Che H

PL3 Open Cases

wtri

el

raw

cce
refi
ava

rin

pec

ava

Che ) ed
Companions (0) M
Chet—=yurzvez = e Nauonanw
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2. Emmile€e Account — Inhouse Bookings/Upcoming Booking/ Past Bookings (avaAoya Tnv Trepitrtwon)
— KAIK oToV apiBuo kpdtnong. / Select Account — Inhouse Bookings / Upcoming Bookings / Past
Bookings (depending on the case) — click on the booking number.

@ In-house Bookings (0)
@ Upcoming Boaokings (0)

6 Open Cases {11
00027122 ©

Status: Escalated

Type: Complaint

Date Opened: 28/1/2026, 1:20 PM
View All

0 Closed Cases (1)

00027123 ©

Status: Resolved

Date Opened: 28/1/2026, 1:.51 PM

Subject: Mr kourentas had an accident in the gym
View All

@ Past Bookings (10+)

PL5163597092525P15 @
Hotel: Grecotel Amirandes

Check In Date: 2/10/2025

Check Qut Date:  4/10,/2025

PL51663286092530P38 @
Hotel: Plaza Spa Suite

Check In Date: 1/10/2025

3. KAk «New Case» (Tradvw 0e€1d ywvia). / Click "New Case" (top right corner).

Booking e ~
@ PLS 1 4801 00525 1 7P26 ( Edit ‘(New Cass) New Incident P
Guest Name Reservation Status Check In Date Check Out Date Open Cases
Panagiotis Kourentas ] 17/5/2025 18/5/2025

4. ZuutAnpwoe Ta edia cUP@wva pe Tov TTapakdTw Trivaka. / Complete fields according to the table
below.

5. KAk Save — kOkkIvo €ikovidlo anuaiag ditTAa ae Open Cases = emiTuxng kataypa@r). / Click Save
— red flag icon next to Open Cases = successful logging.
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Medio / Field

Recipient Name

Recipient / Responsible

Department

Means of Receiving Data

Type

Case Category /
Subcategory

Case Origin

Classification / Prio

Subject / Description

Booking

Recepient Name

Mapddeiyua / Example

Vajia Chasioti

Food & Beverage

Personal
Complaint

A la Carte Restaurant / Dinner
Taste

Reception

rity Medium Level / Medium

Dinner Taste / The guest reported

tasteless food.

PL5148010052517P26

New Case

Znpeiwon / Note

YmeuBuvog TrapakoAoubnong /
Case handler

Tunua TTapaAqTTn & dpdong /
Recipient & action dept

Tpotrog Aqung / How received
®duon TrepioTaTikou / Nature

KUpia katnyopia & utrokaTnyopia
/ Category & subcategory

2nueio karaypaeng / Origin point

BaBuog & mpotepaidoTnTa /
Severity & priority

Tithog & avaAuTikA TTepIypa@n /
Headline & detail

ApiBuo6g kpdtnong / Booking
number

*= Required Information

[ Vajia Chasioti

Recepient Deparment

[ Food & Beverage b ]
Responsible Deparment

[ Food & Beverage v ]
*Type

[ Complaint v ]
*Case Category

[ A la Carte Restaurant b ]
Case Subcategory

[ Dinner Taste - ]
Case Origin

[ Reception v ]
Classification

[ Medium Level v ]

* Subject

[ Dinner Taste

Description

The guest reported tasteless food.

Booking
PL5152145262516P11

| Cancel ) @

EpmoTeuTiko / Confidential |
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4. AIAXEIPIZH & ZYMINAHPQZzH CASE | CASE MANAGEMENT &

COMPLETION

4.1 Evornteg Poppag Case | Case Form Sections

O xpnoTng PTtTaivel GTo TTPOQIA TOU ETTIOKETTTN KAl PECW TOU apIBPoU KpATNaNg (reservation number) —
edgaviCetal n emAoyr Cases yia eUkoAn TTpoofacn o€ OAa Ta cases Tou €mIOKETTTN. / User accesses guest
profile using reservation number — Cases option visible — easy navigation to all guest-related cases.

Guest 360 Console Home ~ | Ha Panagiotis Kourenta... v X

iz Panagiotis Kour... ) PL514801... v x

Booking
@ p15148010052517P24

Guest Name Reservation Status Check In Date Check Out Date Open Cases
Panagiotis Kourentas o 17/5/2025 18/5/2025 i

Details Companions Charges Preferences Related

1. Cases — Gvoige — gpgaviCovral Open Cases & Closed Cases Tou €mokETTn. / Cases — open —
both Open Cases & Closed Cases displayed.

2. AuvardétnTta TARpoug TTapakoAoUbnang kai dlaxeipiong cases — €UKOAN ETTIOKOTINGN TPEXOUTWV
Kal TTapeABovTwy TepioTaTikwy. / Enables thorough case management — clear overview of ongoing
and past guest incidents.

Guest 360 Console Home ~ | Fa Panagiotis Kourenta... v X

B Panagiotis Kour... Iy PL514801... v X

Booking
o PL5148010052517P26

Guest Name Reservation Status Check In Date Check Out Date Open Cases
Panagiotis Kourentas o 17/5/2025 18/5/2025 *
Details Companions Charges Preferences Related Cases
0 Open Cases (1) @
1 item » Filtered by Status + Updated 5 Aemrta v
Case Number ~ | Subject v | Date/Time Opened v | Case Classification ~
00027132 Dinner Taste 12/2/2026, 1:49 PM @
1 »

View All

6 Closed Cases (0)

Katd tnv €mmiAoyr) apiBuou case, avamTuaoeTal n @opua Aetrrouepeiwv (Details). O akdAouBeg evoTnTeG
TPETTEl va cUPTTANPWOOUV TTARpwG: / When selecting a case number, the Details form expands. The
following sections must be fully completed:

Evétnra / Section Mepiexoépevo / Content

Case Information Baoikd oToixeia — kartnyopia, TUTTOG, TrpoTepaidTnTa / Basic data —
category, type, priority

Description Information NetrTopepng Trepiypaen mepiotatikou / Detailed incident description

Additional Information ZUPTTANpwHaTIKEG AeTrTopépeleg/ Additional details
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Guest Feedback 2xOMia petd emmiduon + emmitredo Ikavotroinong (High/Medium/Low) /
Post-resolution comments + satisfaction level

Compensation JupTTANpWvETal HOvo av TTapaocxEnke atrolnuiwan / Only if

Information compensation was provided

System Information Autéparo: dnuioupyos, nuepounvia, TeAeutaia Tpotrotroinan / Auto:

creator, date, last modification

Guest 360 Console Home ~ | [Es Panagiotis Kourenta... v X

Fa Panagiotis Kour... (Y PL514801... ~ X m 0002713... v X

Case

© 00027132 C

Status Case Classification Booking Parent Case Case Origin
Open PL5148010052517P26 =

[+ 1

Details Related

> Case Information

> Description Information

> Additional Information

> Guest Feedback

o Case Compensation Configurations (0)

> System Information

v Baoikda oToixeia emokETTN (Gvoua, dwudTio) & dedopéva aTTd To apxIKO pop-up
oupTAnpwvovTtal autouata. / Guest basic info & initial pop-up data auto-populate.

v Av dev utdpxel travel agency atnv kpatnon, To TTedio GUUTTANPWYVETAI XeipokivnTta pe «N/ax. / If
no travel agency in booking, manually enter "N/a".

A OAa Ta uttéAoITTa KEVA TTESI CUPTTIANPWVOVTAI XEIPOKIVATA — EANITTAG @OPUQA OEV ETTITPETTEI

aAAayn status. / All remaining empty fields completed manually — incomplete form blocks status
change.

4.2 AN\ayn Status | Status Change

Metd Tn ocupTtAfpwaon Guest Feedback (ox6Aia + eTriredo IkavoTtroinong High/Medium/Low) kai Save,
peTapaivoupe otnv kopu@n Kai emAéyoupe Change Status. / After completing Guest Feedback (comments +
satisfaction High/Medium/Low) and saving, go to the top and select Change Status.

Status Mérte / When Evépyeia / Action
In-Progress Kartd 1n didpkeia emmeéepyaaiog / 2uuTtAfpwoe 0Aa Ta Tedia & Guest
During processing Feedback — Save / Complete all
fields & Guest Feedback — Save
Resolved Metd atmoé Afpn emiAuon / After Change Status — Resolved —
full resolution Save / Change Status — Resolved
— Save
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© 00027132

In Progress

Details Related

v Case Information

Case Number
Account Name
Booking

Hotel

Pt

+ Follow )( edit Escalate Adc:an‘ueuﬂmn( Change Status Duemmm:m )

N’

PL5148010052517P26 ™

logaCall  NewTask  New Event

Mast Recent Activity ¥ A smmmnen. (D)o
Parent Case
#  Recepient Name Vajia Chasioti r
£ status In Frogress #
ra Type Complaint s Vajia Chasiot =)

Change Status

*Status

| In Progress v

--None-—
Escalated

Open

' In Progress

|_ y

Guest Satisfaction Level

| High Level v |

*Case Handler

Vajia Chasioti

P

[ cancel @

A Av TipooTTadrioete va aAAd&eTe Tnv KatdoTaon o€ Resolved evw dgv €xouv oUPTTANpwOE Ta
UTTOXPEWTIKG TTEdIA, TO cUCTNUA OV Ba 0ag ETITPEWE! VO KAVETE ATTOBAKEUGN I VO KAEIOETE TO case.
Oa euQavVIOTE POp-Up PAVUMPA TTOU aag evnuepwvel oTl Ta TTedia “Case Resolution” kai “Guest
Feedback” ival uTToXpewTIK& Kal TIPETTEI VA CUPTTIANPWOOUYV TTpIV TO case XapaKTNPIoTEN wg
Resolved. / If you attempt to change the status to Resolved while required fields are incomplete, the
system will not allow you to save or close the case. A pop-up message will inform you that the fields
“Case Resolution” and “Guest Feedback” are mandatory and must be completed before the case
can be marked as Resolved..

v Metd Save: o apiBudg case epgavicel «Resolved» avti «In-Progress». 210 Guest Profile: Open
Cases (0), Closed Cases (1). / After Save: case shows "Resolved" instead of "In-Progress”. In
Guest Profile: Open Cases (0), Closed Cases (1).
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4.3 Activity Tabs — Emikoivwvia & Epyacieg | Communication & Tasks

To ouoTtnpa TTapéxel T€ooepig (4) Activity Tabs yia Tn dlaxeipion TTIKOIVWVIWVY Kal Epyaciwy KABe case: / The
system provides four (4) Activity Tabs for managing communications and tasks per case:

Email Tab

Xpnoiyotroigital yia ypatrt) aAAnAoypagia atreuBeiag atmd 1o case. To yrivupa PTropei va OTOAE €iTe o€
ouvadéAQoug eite atteuBeiag aTov @IAogevoupuevo. / It is used for written correspondence directly from the
case. The message can be sent either to colleagues or directly to the guest.

Medio / Field

From

To/Bcc

Subject

{}Ilcon —
Templates

Eye Icon —
Preview

Send Button

Meprypaen / Description

Dropdown e1miAoyr) die0Buvaong
atmrooToAéa / Select sender email

Kdpiol & kpu@oi TTapaAnTTeg /
Primary & blind copy recipients

Autéuartn avagopd apiBuou case /
Auto-references case number

Eioaywyn mTpokabopiopévwv
templates / Insert pre-defined
templates

MpoemmoKOTTNON TIPIV ATTOOTOA /
Preview before sending

ATrooTOAN TEAIKOU email / Dispatch
final email

Znueiwon / Note

A6 AioTa eyKekpIuévwy dieuBivoewv
/ From approved list

To: uttoxpewTik6 / Mandatory

m.X. Case 00001338: FOOD
POISONING

Méavra xpnoipoTroinoe template yia
ouolouopgia / Always use for
consistency

YTTOXPEWTIKA TTpoeTTiokéTTNON /
Mandatory preview

Mn avaoTpéyiun evépyeia /
Irreversible action

Email Log a Call New Task New Event
From | Vajia Chasioti <vajia.chasioti@grecotel.com> v |
To |_..I@Inikolaou@sds.gr X :I 2o Cc |
Bcc |I@ajia.chasioﬁ@grecotel.com X :I L |
Subject | RE: Escalation on Case 00001338: FOOD POISONING |

L A-B-][B I U s|@E@ o= m

——————————————— Original Message -----------—--—

From: Vajia Chasioti [vajia.chasioti@grecotel.com

Sent: 25/2/2026, 12:54 PM

O

Subject: Escalation on Case 00001338: FOOD POISONING

Hello,

We wanted to provide you with the latest information on Escalated Case

00001338
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Log a Call Tab

MNa Tekpnpiwon TPOPOPIKWY AAANAETTIOPACEWY Kal TNAEQWVIKWY KARoewv. XupTTAfpwaoe: Subject
(uttoxpewTIKG), Comments (avaAuTIkEG onueiwaoelg) — Save. To Related To cuptmAnpwvetal autéuara. / For
documenting verbal interactions and phone calls. Complete: Subject (mandatory), Comments (detailed
notes) — Save. Related To auto-populated.

Email Log.a Call MNew Task MNew Event
*Subject

(e )

Comments

Tip: Type Control + period to insert quick text.

n A

Related To

) ocooo1238 X
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New Task Tab

MNa avdBeon kal TTapakoAoUBnNon eKKPEPWY evEPYEIV. YTTOXPeWTIKA TTedia: Subject, Assigned To
(ouykekpipévo dtopo — Ox1 TuRua), Due Date. Mpoaipetikd: Comments, Reminder Set. / For assigning and
tracking pending actions. Mandatory: Subject, Assigned To (specific person — not department), Due Date.
Optional: Comments, Reminder Set.

Email Log a Call Mew Task Mew Event

*Subject
[ a

Task Subtype

( —None-- v |

Due Date
[ &)

* Assigned To

[B Vajia Chasioti X J

Comments

Tip: Type Control + period to insert quick text.

Related To

[ﬂ 00001338 X

Reminder Set

Date Time

[ 27/2/2026 ] ] [ 12:00 PM ]
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New Event Tab

Mo TTpoypauuaTIONd CUYKEKPIYEVWY OUVAVTAOEWYV. YTTOXPEWTIKA TTEdia: Subject, Start/End Date & Time.
MpoaipeTikd: Description, Location. Related To autéparo. / For scheduling specific meetings. Mandatory:

Subject, Start/End Date & Time. Optional: Description, Location. Related To auto-populated.

Email Log a Call New Task MNew Event
*Subject
[ a
Description
Tip: Type Control + period to insert quick text.
P
Start
*Date *Time
[ 27 Feb 2026 =] ] [ 12:00 PM @]
End
*Date *Time
[ 27 Feb 2026 = ] [ 1:00 PM @]
Location

[

Related To
‘ ) oooo1238 X ‘
New Task New Event

Xpnon / Ekkpepeig evépyeleg (To-Do) / Pending MpoypappaTiopéveg ouvavtnoelg /
Use actions to complete yourself Scheduled meetings requiring presence
Xpoévog / Due Date — 1rpoBeapia / completion Start & End Date/Time — deapeuel
Time deadline nuePoAdyio / blocks calendar
Mapdadeiypa  «Prepare report» / «Reminder to call» «Client meeting» / «Zoom call with HQ»
| Example
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4.4 Related Field — Notes & Files

EmAéyovTag Related epgaviovral dUo utroevoTnTeg: / Selecting Related reveals two subsections:

* Notes: New — giofjyaye TiTAO & Trepiexduevo — Done. / Notes: New — enter title & content — Done.

logaCall NewTask  MNew Event

Details Related
@ nNotes0) g

Most Recent Activity ¥ la  saarch shic fasd W=\l

O Fies@ | AddFiles ) # Guest Feedback - Dinner Taste _ S %

_ Title

(& upload Files ) ;
o fil w12 February ¢ | Guest Feedback - Dinner Taste | @ visibilty set by Record
Case crez -

Number; 000F Compose fext

-‘:a I |M|;

© related €

Relstzd to ({5 0027132

( Delete ) ( share ) AddtoRecords {( Done

* Files: Upload apyeia/eikoveg (T1.X. pwToypagieg BAGBNg) — Add files. / Files: Upload files/images
(e.g. damage photos) — Add files.
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5. PARENT CASE & CHILD CASES — NOAAATIAA NMAPATONA |

MULTIPLE COMPLAINTS

Otav emOoKETTTNG avapépel TTOAAQTTAG TTapdTTova o€ yia gulntnan, dnuioupyeital éva Parent Case kai
Eexwpiotd Child Cases avd mmapdatrovo. / When a guest reports multiple complaints in one discussion, one
Parent Case is created with separate Child Cases per complaint.

Tomog / Type Meprypaen / Description

Parent Case ApxIk6 case — TrepiExel ONA Ta TTapATTOVa OTNV TTEPIYPAPH. AEV KAEIVEI
av uttadpxouv avolktd Child Cases. / Initial case — contains ALL
complaints in description. Cannot close if Child Cases remain open.

Child Case ZeXwpIoTo case avd mapdatrovo. Anuioupyeital atrd «New Child Case»
oTo Parent. Baoikd media autéuarta até Parent. / Separate case per
complaint. Created via "New Child Case" in Parent. Basic fields auto-
populate.

5.1 BAuata Anpioupyiag | Creation Steps

Mapaderyua: O k. KoUpevtag (Corfu Imperial) avagéper 3 rapdmova: A/C, kpUo vepO TTICIVAG, GVETTOPKAG
kaBapiotnTta. / Example: Mr. Kourentas (Corfu Imperial) reports 3 complaints: A/C, cold pool water,
inadequate cleanliness.

1. Anupiotpynoe Parent Case — Katéypawe OAA 1a Trapdatmova oTo T1edio Description. Z1a 1redia
Responsible Department, Category & Subcategory kataxwpnoe agopd Maintenance / Maintenance
| AIC — Save.— Create a Parent Case — Record ALL complaints in the Description field. In the
fields Responsible Department, Category & Subcategory, related to Maintenance / Maintenance /

A/C — Save.

Account Name Panagiotis Kourentas 4 Recepient Name Vajia chasioti £

Booking PL5145782442528P18 rd Status Resolved rd

Hotel ra Type Complaint rd

Actual Room Type DLS Case Origin Reception ra

Booked Room Type DLS Responsible Deparment Maintenance ra

Room 341 ra Case Category Maintenance rd

. " C rd

Classification Medium Level & Case Subcategory A

; i L
Recepient Deparment Front Office v Service Level
’s i o

Priority Low v Case Owner Corfu Imperial )

Means of Receiving Data Personal £ Travel Agency N/a

~ Description Information

Subject A/C rd

Description Mr. Kourentas expressed during his stay that the air conditioning in his room was not working, that the water in the pool was very &
cold, and that the cleanliness of his room was insufficient, with shortcomings in linen changes and general cleaning.

Internal Comments Although the information recorded so far is considered sufficient for monitoring the actions, it is recommended to continue rd
tracking any additional comments or observations from the departments to ensure full coverage and accurate documentation of all
actions.

~ Additional Information

Case Source 4 Responsible Hotel Corfu Imperial rd

Case Handler Vajia Chasioti 4 Escalated @)

Case Resolution The Maintenance team visited the room and repaired the air

conditioning. The equipment is now fully operational, and a
test was conducted to confirm the temperature. Additionally,
the guest was provided with a spal treatment as
compensation for the inconvenience. The issue is considered
resalved.
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2. Kave scroll rTdviw — New Child Case (Travw 6£€1d) — cuuttApwaoe kitTpiva edia (1o TTapdtrovo:
Pool//Water temperature) — Save Case. / Scroll up — New Child Case (top right) — complete
highlighted fields (1st complaint: Pool//Water temperature) — Save Case.

Case e

0 00027133 (+ rotow )((eait | escae | aca compensation | change siatus { new chid case )

s —
Status
In Progress

PL5145782442526P18

New Child Case

Booking Actual room type 3
PL5145782442528P18 DLS

Hotel Booked room type

Grecotel Corfu Imperial DLS

Means of receiving data Room

Personal 341

Classification Type

Medium Level Complaint

Case origin Service Level

Reception L1

Travel agency Description

N/a Mr. Kourentas expressed during his stay that the air conditioning in his room

was not working, that the water in the pool was very cold, and that the

cleanliness of his room was insufficient, with shortcomings in linen changes and

general cleaning.

Recepient Deparment 9 Recepient Name ia]
[ Front Office - J [Vajia Chasiofi J
Responsible Deparment 9 Case Category o
[ Pooal b4 J [ Paol - J
Case Subcategory 9

[ Water Temperature A J

Subject ©
[ Water temperature/Fool J

=

e

3. 2u0otnua: «Create another child case?» — Yes — 2n Child Case (Housekeeping) — Save Case. /
System: "Create another child case?" — Yes — 2nd Child Case (Housekeeping) — Save Case.

New Child Case o

Do you want to create another child case?

Yes

C)
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New Child Case

eoomIng AvM@l o Gy e

PL5145782442528P18 DLS

Hotel Booked room type
Grecotel Corfu Imperial DLS

Means of receiving data Room

Personal 341

Classification Type

Medium Leve Complaint

Case origin Service Level
Reception L1

Travel agency Description

N/a

Recepient Deparment Recepient Name

‘ Front Office - ] (vapa Chasioti ‘
Responsible Deparment % case Category 9
‘ Housekeeping vJ {?ooms v ‘
Case Subcategory =)

‘ Room Cleanliness - ]

Subject

[ Room cleanliness{ ]

4. Xuotnua: «Create another child case?» — No + Next. / System «Create another child case?» — No
+ Next.

New Child Case o

Do you want to create another child case? C’

No

(&

5. EmiAuoe & kAgioe kGBe Child Case gexwpioTtd (Resolved). / Resolve & close each Child Case
individually (Resolved).

6. Ag@ouU kAgioouv OAEZ o1 Child Cases — kAgioe 10 Parent Case (Resolved). / After ALL Child Cases
close — close the Parent Case (Resolved).

A KPIZIMO / CRITICAL: lNa va kAgioel To Parent Case, OAEZ o1 Child Cases mrpéTrel TTpwTa va
eival Resolved. AvoikTA Child Case = c@dApa ocuoTiPaTog & ATTOKAEIOPOG KAEITipaToG. / ALL
Child Cases must be Resolved first. Open Child Case = system error & closure blocked.

v Bagiké media Child Cases autéuarta atmd Parent — guuttAnpwvovTal Jovo Ta €Tionuacuéva
media. / Basic fields auto-populate from Parent — only highlighted fields need completion.
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6. AIAAIKAZIA ANMOZHMIQ3H2 | COMPENSATION PROCESS

H atmrolnuiwon epapudletal étav, TTapd TIG AUETEG EVEPYEIEG, O ETTIOKETTTNG eV €ival TTANPWS
IKavoTToINUEVOG. YTTapxouv duo TUTrol: / Compensation applies when, despite immediate actions, the guest
remains unsatisfied. Two types exist:

1. Amolnpiwon ye Tpokabopiopévo TTooo (atd AioTa {evodoxeiou — auTduaTog UTTOAOYIGHOG TTOOOU).
/ Compensation with pre-defined amount (from hotel list — auto-calculation).

2. Atmolnuiwan xwpig rpokaBopiouévo oo, .. Night Refund (xeipokivntn eilcaywyn mmooou). /
Compensation without pre-defined amount, e.g. Night Refund (manual amount entry).

6.1 ATro{nuiwon pe MpokaBopiopévo MNMood | Pre-defined Amount

1. ZuumrApwaoe case — Save — Add Compensation (Trdvw apioTtepd). / Complete case — Save —
Add Compensation (top left).

Guest 360 Console Home ~  +Fa Panagiotis Kourent. ~ X

Bu Panagiotis Kou QUPLSIASTE. v x |t @0002713. v x

© 00027133
o A T "

2. Pop-up: emiAe€e Compensation Type até AioTta {evodoxeiou — Next.

Add Compensation

Compensation Type
[Spa Treatment ( . i ’

3. ZupmAMijpwoe: Compensation Subcategory, PAX, Days, Compensation authorized by — Next.

- ~
Add Compensation

*Compensation Subtype

[ 30 Aroma massage

D
)
)
©,
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4. ZuoTtnua gueavicel autéparta 1o Tood — Next. / System auto-displays amount — Next
5. H amolnuiwon kataypdgetal To case / Compensation recorded in case

O Case Compensation Cenfigurations (1) @

1 item » Updated &va Azmmd mpw
Case Compe... »  Compensat.. ~ Compensation.. ~ | Case Compen... » | Case Comp.. “ | Case Comp... v | Case Comp.. “  Case Comp.. v | Case Comp...

Comp-000000015  Spa Treatment 30' Aroma massage 84,00 € 2 1 RDM O]
4 4

View All

6.2 AtTro{nuiwon xwpig NMpokaBopiopévo MNMood | Without Pre-defined Amount
(Refund)

1. >uptrAfpwoe case — Save — Add Compensation — eTtiAe€e Type: Refund — Next. / Complete
case — Save — Add Compensation — select Type: Refund — Next.

2. 2upmAfpwoe: Compensation Subcategory, PAX, Days, Compensation authorized by — Next.

r 3
Add Compensation

*Compensation Subtype

[ Nights refund :]
PAX

€ )
* Days

*Compensation Authorized By

(o )

e (D)
N

3. Eioniyaye xeipokivnta to Compensation Amount — Next.

Add Compensation

*Compensation Amount

(Lo )
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4. Av 1o 1006 >500 EUR: cuotnua {ntd Approval — kAik Approval — Next. / If >500 EUR: system
requests Approval — click Approval — Next — record who authorized.

Add Compensation

The maximum compensation amount
Do you have approval to proceed with this ameant : 1.000,00 € €

() Approval e

Coreres (DD

5. Katéypawe atmd toiov eykpibnke 1o TT006./ Record who approved the amount.

-
Add Compensation
The maximum compensation amount is 500 €.
Do you have approval to proceed with this amount : 1.000,00 € €
Approval
* Approved By
[Vajia Chasioti ]
(oo (€D

6. Next — amolnuiwan kataypdgetal oTo case. 210 Case Compensation Configurations gpgavietal
apiBuog ammolnuiwoewy. / Next — compensation recorded. Case Compensation Configurations

shows total count.

G Case Compensation Configurations (2) @

2 items » Sorted by Case Compensation Configuration: Case C Configuration Name » Updated hiya Szutepsiemra mow

Case Com.. * v | Compensat.. v | Compensation.. v | Case Compen.. v | CaseComp.. v  CaseComp.. v  Case Comp.. v | CaseComp.. v | Case Comp.. v

1 Comp-000000015  Spa Treatment 30' Aroma massage 84,00 € 2 1 RDM v vchas @

2 Comp-000000016  Refund Nights refund 1.000,00 € 1 1 RDM v Vajia Chasioti O]

»

4
View All
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6.3 Kavoéveg MNediou PAX | PAX Field Rules

MNa uttnpeoieg Tou TTapExovtal avd {eUyog 1y oikoyévela (Ox1 avd aTopo), To PAX katayxwpeital Tavta wg 1. /
For services provided per couple or family (not per individual), PAX is always entered as 1.

Totmrog Ymrnpeoiag / Service PAX AiTioAéynon / Reason
Type

Room upgrade (yia {eoyog / for 1 1 dwpaTio yia 1o felyog / 1 room for the
couple) couple
Transfer (yia oikoyéveia 4 1 1 6xnua yia Tnv oikoyévela / 1 vehicle for the
arépwy / for family of 4) family
Complimentary bottle of wine 1 1 ptToukd@AI yia 1o {euyog / 1 bottle for the
(y1a Cetyog / for couple) couple
EmoTtpoen xpnudtwy ava Ap. atépwyv / No.  Atouiki ammolnuiwon / Individual
aropo / Refund per individual of individuals compensation

A NavBaopévo PAX (11.x. PAX=4 yia oikoyévela) — auTOuaTog UTTOAOYIONOG 4TTAGCIOU KOOTOUG
(11.X. 4 room upgrades avti 1). / Incorrect PAX (e.g. PAX=4 for family) — auto-calculation of 4x
cost (e.g. 4 room upgrades instead of 1).

A Atro¢npiwon >500 EUR atraitei Tradvra Approval + kataypa@r eykpivovta. / Compensation
>500 EUR always requires Approval + recording of authorizer.
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7. KAIMAKQZXH CASES

ESCALATION LIFECYCLE

To ouoTtnua KAiyakwaong epiAaupaver 4 emmimreda (L1-L4) pe EekdBapa xpovikd TTAaiola, apuodIdTNTES Kal
CRM evépyeieg. KABe eTTiTredo evepyoTTOIEiTAl OV TO TTPONYOUNEVO OeV €TTIAUCEI TO TIPOBANUA EVTOG TOU
kaBopiouévou xpovou. / The escalation system includes 4 levels (L1-L4) with clear timeframes,
responsibilities and CRM actions. Each level activates if the previous fails to resolve within the specified

time.

Level Apuédiog /

Responsible

Xpoévog / Time CRM Evépyeia / CRM

Action

L1 Front-Line
Staff

0-2 wpeg/
hours

Kataxwpnon (L1), Case
Resolution, Guest
Feedback, Satisfaction:
Low — Save. / Log (L1),
resolution, feedback,
Low satisfaction — Save.

L2 Department
Head

2-24 wpeg /
hours

Escalate — Finish (L2).
Emmikoivwvia evtog 4
wpwv. Evnuépwon
mediwv. / Escalate —
Finish (L2). Contact
within 4 hours. Update
fields.

L3 Hotel
Manager

24-72 wpeg /
hours

Escalate — Finish (L3).
Emionun atroloyia,
atrolnuiwan.
Satisfaction: Medium. /
Formal apology,
compensation. Medium
satisfaction.

Escalate — Finish.
Status — «Escalated»
auTtépaTa. Nopikn
KaAuwn, agiwoelg >€500.
/ Legal coverage, claims
>€500.

L4 Corporate /
HQ

3-10 gpydoiyeg
/ business days

7.1 Autéparn KAipdkwon | Auto-Escalation Rules

Trigger — ETrépevo /
Next

AAuTO 0¢ 2 wpeg — L2/
Unresolved in 2 hours —
L2.

AucapeoTnuévog Peta 24
wpeg — L3 / Dissatisfied
after 24 hours — L3.

Etaipiki Tapéupacn A
>72 wpeg — L4/
Corporate needed or >72
hours — L4.

KAgivel yeta epappoyn
AUong L4. / Closes after
L4 solution implemented.

To CRM &106£1e1 evowpaTwpéva XpovopeTpa ac@alciag. Edv éva case TTapapével avaTtavinto eviog Tou

kaBopiouévou xpodvou, kKAipakwveTal autéuarta: / The CRM has built-in safety timers. If a case remains

unresolved within the timeframe, it auto-escalates:

MsTquqn / YwynAn / High Métpia / Medium
Transition

L1—- L2 2 wpeg / hours 6 wpeg / hours

L2 - L3 12 wpeg / hours 12 wpeg / hours

L3 - L4 72 wpeg / hours 72 wpeg / hours

XaunAnR / Low

12 wpeg / hours
12 wpeg / hours
72 wpeg / hours
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A H autéparn KAIJGKwan gival unxaviopog ac@aAeiag — Oev avTIKaBIoTA TNV evepyn dlaxeipion
(xeipokivnTn KAludkwaon).. / Auto-escalation is a safety net — it does not replace active
management (manual escalation).

v Xeipokivntn kAiydkwon (Escalate — Finish): mavta Save mpwra, pyetd Escalate — Finish a1o
pop-up. / Manual escalation: always Save first, then Escalate — Finish in pop-up.

7.2 NpakTiké Napadsiypa KAipdkwong | Escalation Practical Example

Zevapio: EmokETTNG avagépel oopapr] SUCAPETKEIQ YIa KaBapidoTnTa dwaTiou — KAIJAKkwaon atréd L1 éwg
L4. / Scenario: Guest reports serious room cleanliness dissatisfaction — escalation from L1 to L4.

BApa 1 — L1 (Front-Line Staff):

Case Resolution: «Housekeeping team dispatched immediately for deep clean» | Guest Feedback: «Very
upset and dissatisfied» | Satisfaction: Low — Save. Av dev emAuBEei evtog 2 wpwv — L2. / If unresolved
within 2 hours — L2.

6 88027137 | + Follow )| Editi Escalate i

Status Case Classification Booking Parent Case Case Origin
In Progress [ ] PL5148010052517P26 &
. LogacC
Details Related 9
~ Case Information
Most Rex
Case Number 00027137 Parent Case
Account Name Panagiotis Kourentas # Recepient Name vchasioti s Q se
Booking PL514201005 4 st In Progress /
. . ) P
Hotel Vouliagmeni Suites 4 Type Complaint :
igi Reception £
Actual Room Type DXS Case Origin P Vajii
Booked Room DS Responsible Housekeeping rd o Just
Type Deparment O
Room 027 rd Case Category Roams l Status: Of
o

- Room Cleanliness y
Classification High Level Y, Case Subcategor -
;- i L1
Recepient Front Office P, ervice Level
Escalate

Escalation Completed
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BApa 2 — L2 (Department Head):

Bepaiwoou 611 L1 media amobnkeutnkav — Escalate — Finish. Service Level autépata L2. ETikoivwvia ye
EMOKETTTN €vTOG 4 wpwv. / Verify L1 fields saved — Escalate — Finish. Service Level auto-updates to L2.
Contact guest within 4 hours.

Case

O 000271 39 ( <+ Follow )( Edit | Escalate
Status Case Classification Booking Parent Case Case Origin
In Progress [ ] PL5148010052517P26 ™
. Email
Details Related
~ Case Information
Most Rece
Case Number 00027139 Parent Case
Account Name Panagiotis Kourentas 4 Recepient Name vchas < Q. Sear
Booking PL5148010052517P26 #  Status n Progress L
Hotel Veoulizgmeni Suites s Type Complaint <
- ; Va
Actual Room Type DXS Case Origin Reception Vajia
Booked Room DXS Responsible Housekeeping e W 2ma
Type Deparment @ C
Room 027 s Case Category Roams e Status: Ope
rd
Classification High Level P Case Subcategory Room Cleanliness -
Recepient Front Office I @e Level D
Deparment Case Owner The Roc Club Fyd Vajia
s Additional Information
Case Source 4 Responsible Hotel The Roc Club 4
Case Handler Wchas g Escalated
Case Resolution The Department Head conducts a full 4
———— inspection of all rooms on the floor to identify
any systemic cleanliness issues, communicates
with the guest within four hours to
acknowledge the situation and discuss
possible sclutions, and offers either an
upgraded room or additional cleaning
services to ensure the guest's comfort and
satisfaction.
s Guest Feedback
Guest Feedback Guest remains concerned 4 Guest Satisfaction Low Level 4
L]
- Level
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BApa 3 — L3 (Hotel Manager):

Escalate — Finish (L3). Case Resolution: «Hotel Manager contacted guest personally and offered dining
voucher» | Satisfaction: Medium — Save. / Escalate — Finish (L3). Update resolution & medium satisfaction
— Save.

O 056027139 <+ FOIIow)(Edit | Escalate | Add

Status Case Classification Booking Parent Case Case Origin

In Progress [ ) PL5148010052517P26 o

Email

.

Most Recent Ac

Details Related

~ Case Information

Case Number 00027139 Parent Case
Account Name Panagiotis Kourentas g Recepient Name vchas s Q. Search thi
Booking PL5148010052517P26 £ sutws In Progress ’
Hotel pa Type Complaint 4
igi 4
Actual Room Type ~ DXS Case Origin reception ) Vajia Chasi
Booked Room DXS Responsible Housekeeping 4 v Smago
Type Deparment () Casest
Room 027 s Case Category Rooms s Status: Open to
. Room Cleanliness 4
Classification High Level 4 Case Subcategory ”
Recepient Front Office r
Deparment Case Owner The Roc Club Iy Vajia Chasi
- > 1imaac
Case Handler Escalated
Vchas
y
&
Case Resolution
The Hotel Manager contacts the guest personally to apologize and e
assess their level of satisfaction, and offers compensation, such as
" e s M . . p
s Guest Feedback
2 2
Guest Feedback Guest Satisfaction [ Medium Level v ]
. Level
Guest partially satisfied —
g
O Case Compensation Configurations (0)
~ System Information
Created By ) Vajia Chasioti, 20/2/2026, 2:04 PM Last Modified By ) vajia Chasioti, 20/2/2028, 2:16 PM

eal--
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BApa 4 — L4 (Corporate/HQ):

Escalate — Finish. Status aAAd@el autéuata o€ «Escalated». Mapapével péxpr TEAIKO EAEYXO Kal ETTIONKO
kAgiolgo. / Status auto-changes to "Escalated". Remains until final review and official closure.

2nueiwoe 611 o€ auTo To level, n kaBodriynan Tng AUoNG yiveTal atmd Toug apuodIoUg HECW PIAG
OuyKekpIPévNG diadikaaiag, n otroia egnyeital avaAuTikd Tapakdatw. (BA. 10. AIAXEIPIZH OAHIQON
EMIAYZHZ) / Please note that at this level, the guidance of the resolution is provided by the responsible
parties through a specific process, which is explained in detail below (10.RESOLUTION GUIDANCE
MANAGEMENT)

A H k\pdkwaon Sev pmopei var akupwBei 1 va Staypopel etd Ty korroxwpnon . Mo tov Adyo autd,
OTOUTELTOL TIPOTEKTIKOG EAEYXOG TIPLV £V Case XOPOKTNPLOTEL we KAbkwon./ Once an escalation is
registered, it cannot be cancelled or deleted. For this reason, careful review is required before marking a case as
escalated.
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8. KATATPA®H ANA®OPAZ YMBANTOZ | INCIDENT REPORT
ENTRY

H diadikacia Incident Report epapudletal yia VOUIKA Kal a0@AAICTIKN TEKUNPiwan copapwy cuuBavtwy (TT.x.
Tpo@IKA dnAnTnpiacn, TpaupaTiopog). Karaypagn péow kouutriod «New Incident» oto Booking Profile. / The
Incident Report procedure applies for legal and insurance documentation of serious incidents (e.g. food
poisoning, injury). Record via "New Incident" button in the Booking Profile.

@ pL5152145262516P11

19/6/2025 20/6/2025

o

A KPIZIMO / CRITICAL: KaBe véo Incident Report kAipakwveTal autépara o€ Level 5 (Sales
Director, Finance, Legal Department, QHSS Director) yia aGueon emotrteia. / Every new Incident
Report auto-escalates to Level 5 for immediate oversight.

Mépog / Part Medio / Field Mepiypaepn / Description Znpeiwon / Note
A —Baoikd/  Recipient/ Tunpa 1ou éAafe & xelpietal Ao EexwpioTtd edia / Two
Basic Responsible 10 TrepIoTaTIKG / Dept that separate fields
Department received & handles the
incident
Case Origin & Mnyn avagopdg & ovépara YmoxpewTtiké / Mandatory
Handler xeipioTwy / Report source &
handler names
Means of Tpotrog Aqwng TTAnpogopiag  1.x. Personal, Phone

B —
Tagivéunon /
Classification

Receiving Data

Incident Date &
Time

/ How info was received

AKpIBAG nuepounvia & wpa /
Exact date and time

Kpioipo yia vouikn
Tekunpiwon / Critical for legal

documentation
Subject TitAog/@uon TrepioTaTikoU / ZUvTopog & TrEPIypa@Ikog /
Title/nature of incident Brief & descriptive
— Next

Case Category (*)

Case Subcategory

Classification /

evikn katnyopia / General
category (e.g. Emergency
Medical Service)

E&eidikeupévn treprypagr) /
Specific description (e.g.
Food Poisoning)

Emritredo & emreiyov / Level &

YmroxpewTiké (*) / Mandatory
)

Dropdown Aiota / Dropdown
list

Etmnpedder xpbévoug

Priority (*) urgency (e.g. High Level / ammokpiong / Impacts
Critical) response times
— Next
C— ) Description AVTIKEIJEVIKT KaTaypa@r / m.X. «Guest claims food
Nepiypagny / Obijective account of what poisoning after dining at a la
Description happened carte restaurant»
— Next
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D—
TomoBeoia /
Location &
Conditions

E—
Emokémng /
Guest Info

Exact Location

Weather / Surface
/ Lighting
Area Condition

Warning Signs
Exist

— Next

Guest's version of
event

Guest Reaction

Medical
Assistance
Needed

Visible Injuries

AvoAuTIKA ToTT0BE0ia /
Detailed location

Kaipég, darmedo, oparétnta /
Weather, floor, visibility

KaraoTaon trepiBaAAovTog /
Environment state

YTRpxav TTPOEIBOTTOINTIKES
TMvakioeg; / Were warning
signs present?

AuUTOAEEEI OAWON ETTIOKETTTN
/ Guest's exact words as
reported

YuyxoAoyikA katdoTtaon /
Psychological state

Atraitienke 1atpdg; / Was a
doctor required?

Oparoi TpauuaTicuoi; /
Visible injuries?

1.X. A la carte restaurant

Dropdown emiAoyég /
Dropdown selections

.. Clean, Wet Floor

Checkbox — anuavTiké yia
VOUIKA TTpooTaaia /
Important for legal protection

MapabéTouue autouaia /
Quote verbatim — never
paraphrase

m.X. Upset, Calm, Distressed

Dropdown etmiAoyn) /
Dropdown

Yes / No

— Next (F: Witnesses, G&K: Actions, I: Documentation, Upload Files — Next)

8.1 Xpovoi Arékpiong | Response & Resolution Standards

Etreiyouoa /
Urgency

High —

YynAi

Medium —
Métpia

Low —
XapnAn

Amokpion /
Response

5-10 Aetrtda /
minutes

10-20 Aetrtdr /
minutes

2040 Aetrtdd /
minutes

EtriAuon / Resolution

2—10 gpydoipeg / business
days

Mepiexoépevo / Scope

>oBapd atuxAuaTta, KAOTTEG,
VOUIKG / Serious accidents,
thefts, legal

EAagppd Tpaduata, UAkég
¢nuiEG / Minor injuries,
property damage

Xwpig dueoo Kivduvo 1
aglwoelg / No immediate
danger or claims

v Metd amé Save/Finalize, To TrepioTaTikd epgavidetal oto Guest Account (Incidents/Cases).
Emegepyaaia avd mdoa oTiyun kdvovTag KAIK atov aplBud Incident. / After Save/Finalize, incident
appears in Guest Account. Edit anytime by clicking the Incident Number.
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9. AITHZH AIATPA®HX CASE | CASE DELETION REQUEST

H diaypagn case gival yoviun Kai un avaoTpéWiun evépyeia. ATraitei aimloAdynaon Kai €ykKpion TOTITEVOVTA.
XpnoIuoTrolEiTal ATTOKAEICTIKA O KATAAANAQ aITioAoyNUEVEG TTEPITITWOEIG (TT.X. OITTAR Kataxwpnon). / Case
deletion is permanent and irreversible. Requires justification and supervisor approval. Used exclusively in
appropriately justified cases (e.g. double entry).

BApa Evépyeia / Action AetrTopépeia / Detail
/
Step
1 ‘Evapén / Initiate 210 case file — Delete Case Request (toolbar). / In case file —
Delete Case Request (toolbar).
2 ZuuTtAnpwon / Reason for deletion (11.x. «Double Entry») + Deletion Requested
Complete form by + Case Handler — Next.
3 MapakoAhouBnon / Bell icon — kékkivo indicator — «Archive Request» epgavicetai
Monitor oTig eidotroinoelg. / Bell icon — red indicator — "Archive Request”
in notifications.
4a Amoppiyn / Rejection = Status — Reject. EpgaviCetal aimioAéynan. Case mapapével
evepyo. / Status — Reject. Reason displayed. Case remains
active.

4b ‘Eykpion / Approval MONIMH agaipeon — dev epgpavidetal oute avagnreital. /
PERMANENT removal — no longer visible or searchable.

| Edit Escalate Add Compensation Change Status Mew Child Case Deleli Case Request

Dalate Case Request

Delete Case Request

Reason for deletion 9
| Double Entry |
Deletion Requested by ! Case Handler S

| VCHAS | NIKALEX ‘
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2Tn ouvéxEla UTTAPXOoUV €1I60TTOINCEIS yia TNV TTp6odo Tou aithipatog: O xpriotng Aaupdvel 1dotroinon Yéow
Tou eikovidiou koudouviou (bell icon) étav uttdpyel evnuépwan yia Tnv uttoBoAr. / The system tracks request
progress: The user receives a bell icon naotification when there is an update regarding the submission.

1. Bellicon — dvoige notifications list — de¢ «Archive Request» entry — gvnuépwan yia utrtoBoAn. /
Bell icon — open notifications list — check “Archive Request” entry — submission update.

> @ 2 252

Notifications Mark all as read X

o Archive Request
You have an update for your archive request
Eva Aemto nipv @ @

2. Av amogaon Supervisor = ATtoppiyn (Reject): Status — Reject — deg Adyo amméppiyng (11.X., «Agv
uTTapXEl OITTAR KaTayxwpion») — case Tmapauével evepyo. / If Supervisor decision = Reject: Status —
Reject — view reason (e.g., “No double entry”) — case remains active.

Case

Reject
Reazson for delation Dealetion Reguasted by Reject Archive Reason
Double Entry VCHAS There is no double entry

3. Av amégaon Supervisor = ‘Eykpion (Accept): Afpn e1dotroinong empepaiwong — Case Number
agaipeital opioTiKG atrd TePIBAANOV xprRoTn — dev ep@avideTal/avadnreital. / If Supervisor decision
= Accept: Receive confirmation notification — Case Number permanently removed from user
environment — no longer visible/searchable.

Notifications Mark all as read X

o Archive Request Approved
Your Request for Archival of Case 00001343 has been
approved!

Eva AETITO TPV Q)

New Request for Case Deletion

atus New Ch
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10. AIAXEIPIZH OAHT'IQN ENIAYZHZ | RESOLUTION GUIDANCE

MANAGEMENT

Ortav Quality Manager i avwTepn apxr TTapéxel odnyieg mAUCNG Yia KAIWOKWUEVO case, 0 XpNoTng
AapBavel eidotroinon péow ikovidiou koudouviou (bell icon) pe TiTAo «Resolution Guidance» kai apiBuo6
case. / When a Quality Manager or higher authority provides resolution instructions, the user receives a bell
icon notification titled "Resolution Guidance" with the case number.

1. Bellicon — dvoige case — Resolution Guidance section — didface TTPOTEIVOPEVN
Abon/atrolnuiwon. Karaypdgeeral autépata wg Internal Note oto Case Feed. / Open case —
Resolution Guidance — read proposed solution. Auto-logged as Internal Note in Case Feed.

Case )
\-
L5 ( Client Reject Resolution )
-
Service Level R:solution Guidance
LS Provide a compensation

voucher for the A La
Carte restaurant for the
remaining days of the

stay!
Email Log a Call New Task  New Event
( . (DN
Latest Posts w Q. Search this feed... || (o)
\ AN N
N
\c)
o
P
Panagiotis Kourentas =)
~ 1mago
© Case updated
Casa Owner: Grecotel Management Queue to LUXME Kos
"
Panagiotis Kourentas (;;u
~ Imageo

© @ To:Internal
Provide a compensation voucher for the A La Carte restaurant for the remaining days of the
stay!
L
-

Alexandros Nikolaou (Y)
» 6mago N
© Hello, We wanted to provide you with the latest information on Escalated Case 00...

Alexandros Nikolaou (;;'
» 6mago
© Case created

2. Emxoivwvnoe pe emokéntn — evnuépwoe: New Case Resolution, Guest Feedback
(atrodoyry/atréppiwn), Guest Satisfaction Level. / Communicate with guest — update: Resolution,
Feedback (acceptance/rejection), Satisfaction Level.
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3. Av ikavotroinuévog: Change Status — Resolved. / If satisfied: Change Status — Resolved.

4. Av amoppitrtel: «Client Reject Resolution» — Guest Rejection window — avaAuTikr aimioAéynon —

Submit. ATréppipn Kataypdeetal ato I0TopIKO. / If rejects: "Client Reject Resolution” — detailed
reasons — Submit. Rejection logged.

Case

A - . ™y
L5 | Client Reject Resclution ).

Client Reject Resolution

Guest Rejection

The guest is quite upset, claiming that he lost several days of his vacation due to the food poisoning and that neither he nor
his wife have fully recovered \feli

r

5. Néa odnyia akoAouBei / New guidance follows.

Case :
c L5 ( Client Reject Resolution )
Service Level Resolution Guidance
LS Provide compensation n

the form of a night refund

for the remaining three

days of their stay, as well 13
as an A La Carte voucher

for those days.

A Av ekd00Bei atmolnpiwan Bdaoel odnyiag: YIIOXPEQTIKA xprion Add Compensation EMIMAEON
NG TrEPIypa®ng oto Case Resolution. / If compensation issued via guidance: MANDATORY use
of Add Compensation IN ADDITION TO Case Resolution description.

v Kdbe véa odnyia kataypdg@etal autopata oto Case Feed — TARPNG IxvnAaciyoTnTa
amo@doewv. / Every new guidance auto-logs in Case Feed — full decision traceability.
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11. APXEZ & KANONEZX

v Na Fiverai / DO

v ZupmAfnpwaoe NMANTA TTAApn aToIxEia TTpIv
Save/Submit. / ALWAYS complete full details
before Save/Submit.

v ZUvdeae KGBe case e TN cwoTA Kpdtnon. /
Link every case to the correct booking.

v XpnaoigoTtroinoe owaoTéG Katnyopieg &
utrokarnyopieg. / Use correct categories &
subcategories.

v Katéypawe mavta Guest Feedback kai
emitedo IkavoTroinang. / Always record Guest
Feedback and satisfaction level.

v KAegiog Child Cases 1piv 10 Parent Case. /
Close Child Cases before the Parent Case.

v Ta uttnpeaieg ava (elyog/oikoyEvela
katayxwpnoe PAX=1. / For per-couple/family
services enter PAX=1.

v XpnoiyoTtroinae Email Templates yia
ouolopopYia eTTiKoIVwviag. / Use Email
Templates for communication consistency.

v New Task = ekkpepeic evépyeieg. New Event
= ouvavtAoelg. / New Task = pending actions.
New Event = meetings.

v Save mravta Tipiv Escalate — Finish. / Always
Save before Escalate — Finish.

v Kataypaeeig Incident Report auéowg yia
vouIkn KaAuwn. / Record Incident Report
immediately for legal coverage.

v MopaBéTeig auToAegei TN ONAWON ETTIOKETTTN
aTo Incident. / Quote guest's words verbatim in
the Incident.

v Amro¢nuiwaon >500 EUR: Approval +
KaTtaypan eykpivovrta. / Compensation >500
EUR: Approval + record authorizer.

v/ Add Compensation EMITMAEON Ttepiypagng
oT1o Case Resolution. / Add Compensation IN
ADDITION TO Case Resolution description.

v Case Deletion:; yévo yia Tekunpiwpévn
avaykn (11.x. double entry). / Case Deletion:
only for documented need (e.g. double entry).

KEY PRINCIPLES & RULES

X Na AmrogeUyetail / DON'T

X Y1roBdAeIg case pe eANITTA i avakpifni
aToixeia. / Submit a case with incomplete or
inaccurate data.

X Anpioupyeic case xwpig booking link av
MTTOPEl Va atro@euxBei. / Create a case without
booking link if avoidable.

X ETIAEYEIG YEVIKEG KATNYOPIES YIa
e€oikovounan xpovou. / Select generic
categories to save time.

X Aogrveig Guest Feedback kevo 1y pe eAdyioTeg
TTAnpo@opics. / Leave Guest Feedback empty
or minimal.

X MpootaBeic va kAcioeig Parent Case pe
avoikTég Child Cases. / Try to close Parent with
open Child Cases.

X Katayxwpeic PAX = apiBuog peAwy yia
uttnpeoieg ava povada. / Enter PAX = number
of members for per-unit services.

X ZT€AveEIg emails EKTOG CUCTAUATOG XWPIG
kataypa@r. / Send emails outside the system
without logging.

X Mmrepdeveic New Task kal New Event. /
Confuse New Task and New Event.

X KAIJoKWVEIG Xwpig atroBrkeuon TpEXOVTOG
emmédou. / Escalate without saving current
level fields.

X KaBuoTtepeig kataypa@r TepIOTATIKOU A
TrapaAcitreig edia. / Delay incident recording or
omit fields.

X Mapagpddeig i epunvelelg TN dAAwWON
emokKETTN. / Paraphrase or interpret the guest's
statement.

X Mpoxwpdg oe amolnuiwon >500 EUR xwpig
kartayeypappévn éykpion. / Proceed with >500
EUR compensation without recorded
authorization.

X Avagépeig ammolnuiwon JOvo aTOo KEiEVO,
Xwpi¢ Add Compensation. / Mention
compensation only in text without Add
Compensation.

X Aloypa@eig cases yia BeATiwoN OTATIOTIKWY N
amroguyn avagopwv. / Delete cases to improve
statistics or avoid reporting.
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12. 2ZYNTOMOZ OAHI'OX | QUICK REFERENCE GUIDE

12.1 Karaxwpnon Case | Case Entry

Zevapio / Scenario

Emokémtng dev BupdTal dwpdrio /
Guest doesn't remember room

Submit dev evepyoTrolgital / Submit
button inactive

Mapdatrovo eoTiatopiou / Restaurant
complaint

BAGBn dwpatiou / Room
maintenance issue

O¢TIKG OoXOAIa / Positive guest
feedback

Evépyeia / Action

Karaxwpnoe ovopa KpAtnong A guest name, oUvOEOE e
booking evtég Salesforce. / Enter booking name or guest
name, link to booking inside Salesforce.

‘EAeyée booking link — 1o cuotnua amaitei booking link
mpIv Submit. / Check booking link — system requires it
before Submit.

Responsible Dept: F&B | Category: A la Carte | Priority:
avéAoya / accordingly.

Responsible Dept: Maintenance | Priority: High |
Classification: High Level.

Type: Compliment | Classification: Low Level | Priority:
Low.

12.2 Alaxeipion Case & Activity Tabs | Case Management & Tabs

Zevdpio / Scenario

20oTtnua dev emiTpéTTel Resolved /
System won't allow Resolved

ATtrooToAr) email atré case / Send
email from case

Kataypagr) TRAEQWVIKAG KARong /
Log a phone call

AvaBeon epyaoiag / Assign task to
colleague

MpoypappaTiopdg ouvavtnong /
Schedule a meeting

MpooBAKN QWTOYPAPIWV/EYYPAPWV
/ Add photos or docs

Evépyeia / Action

‘EAey€e OTI OAQ TO UTTOXPEWTIKA TTEDIA £XOUV OUUTTANPWOEI,
16iwg Guest Feedback. / Check all mandatory fields,
especially Guest Feedback.

Email Tab — From — To — Template ({ }) — Preview
(Eye) — Send.

Log a Call - Subject — Comments (avaAuTikd / detailed)
— Save.

New Task — Subject — Assigned To (arouo/person) —
Due Date — Save.

New Event — Subject — Start/End Date & Time —
Location — Save.

Related — Files — Upload — Add files.

12.3 Parent & Child Cases | Parent & Child Cases

Zevaplo / Scenario

Emokémtng pe 3 mapdmova / Guest
with 3 complaints

>UoTnua Oev EMITPETTEI KAEICIYO
Parent / System won't close Parent

Evépyeia / Action

1 Parent Case + 2 Child Cases. KAgioe Child Cases mpwta
— ueTd Parent. / Close Child Cases first — then Parent.

‘EAeyée yia avoikTég Child Cases — rpémmel va KAgioouv
mpwra. / Check for open Child Cases — must close first.
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12.4 Arolnuiwoeig | Compensations

Zevdapio / Scenario

Amronuiwon pe otaBepod Tooo /
Fixed-amount compensation

Refund / xwpig otaBepd moad /
Without pre-defined amount

Atrolnuiwon >500 EUR

Room upgrade yia {eiyog — 11 PAX;
/ For couple — what PAX?

12.5 Escalation

Evépyeia / Action

Add Compensation — Type — PAX — Days — Authorized
by — Next (Troo6 autéuarto / auto amount).

Add Compensation — Refund — PAX — Days — Next —
gIofyaye Tooo xelpokivnta / enter amount manually.

Approval — Next — kataypdyTe eykpivovTa. / Approval —
Next — record authorizer.

PAX = 1. Mia uttnpeoia yia 1o {euyog. / One service for the
couple.

Zevaplo / Scenario

Mwg yivetal kKAiydkwaon; / How to
escalate?

Status autéuara «Escalated» / Auto
status Escalated

EmokémTng dAutog o€ L1 evidg 2
wpwv / Unresolved at L1 in 2 hrs

Evépyeia / Action

Save media TpéxovTog emiTrédou — Escalate (Travw de€1d)
— Finish o1o pop-up. / Save current level fields — Escalate
(top right) — Finish in pop-up.

To case £xel gT1ao¢€l L4. Mapapével péxpr TEAIKN eTTiAuon. /
Case reached L4. Remains until final resolution.

Save L1 fields — Escalate — Finish — L2 autéuara. /
Save L1 fields — Escalate — Finish — L2 auto.

12.6 Incident Report & Aoitrd | Incident & Other

Zevdpio / Scenario

Moéte kataypdew Incident Report; /
When to record?

Resolution Guidance €idotroinon /
notification

N&Bog/dITTAA kaTaxwpnon /
Duplicate entry

EmokémTng atmmoppitrtel rpdéTtacn /
Guest rejects proposal

Evépyeia / Action

lNa coBapd cupBdavTa (TpauuaTIoNdG, TPOPIKA
onAnTnpiacon KAT.) — apéowg. / For serious incidents —
immediately.

Bell icon — dvoi¢e case — Resolution Guidance —
ETTIKOIVWVNOE — evnuépwoe Tedia — Resolved r Client
Reject. / Bell - open — communicate — update —
Resolved or Client Reject.

Delete Case Request — Reason — Requested by — Case
Handler — Next — avapovn éykpiong. / Delete Case
Request — fields — Next — await approval.

Client Reject Resolution — Guest Rejection window —
avaAUTIKA aITioAdynon — Submit. Néa odnyia akoAouBei. /
Detailed reasons — Submit. New guidance follows.
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Baoikég YmevBupiosig / Key Reminders

v Kataxwpnoe NMANTA ARpnN oToixeia Tpiv Save 3 Submit — eANITTAG Tekunpiwaon dgv yiveTal
atrodekTr). / ALWAYS complete full details before Save or Submit.

Vv Z0vdeoe kKABe case ue Tn OwaoTr KpdTtnon (Booking). / Link every case to the correct booking.

v KAgioe Child Cases 1rpiv 10 Parent. KAcioe cases povo petd amd mAfpn emiAuon. / Close Child
Cases before Parent. Close cases only after full resolution.

v KdaBe Incident Report KAlpakwveTal autopaTa o L5 — kataypdeetal ayéowg. / Every Incident
Report auto-escalates to L5 — record immediately.

v Atrolnuiwaon >500 EUR atraitei éykpion (Approval) + Add Compensation. / Compensation >500
EUR requires Approval + Add Compensation.
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