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#° ToAhupeBodohoyia DYSODEDD

63 Xaptoypagnon Tou Operator

AvaAuan Twv Leverage Points

[TpoTtaoeic MeTaoxnNuaTiouou

L1 2upTtrepaouara
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Airport Authority

Aviation Security

Customs

Vendors

Passengers

|

SRR

Travel Retail Operator

D_TY FREE SHOPS

A ©® DUFRY Store

CH
&
V4

. MAPOYZIATH
1 B asoy

To kardoTnua Travel Retail oTnVv TEPIOXN Intra Schengen Tou A.A.A. nyn:
https://www.avoltaworld.com/en/news/2017-06-01/dufry-opens-its-newly-refurbished-hel
lenic-duty-free-shops-stores-athens
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https://www.google.com/url?q=https://www.avoltaworld.com/en/news/2017-06-01/dufry-opens-its-newly-refurbished-hellenic-duty-free-shops-stores-athens&sa=D&source=editors&ust=1791977936979600&usg=AOvVaw0XZYENFmMlSOnjNYLlOhR0
https://www.google.com/url?q=https://www.avoltaworld.com/en/news/2017-06-01/dufry-opens-its-newly-refurbished-hellenic-duty-free-shops-stores-athens&sa=D&source=editors&ust=1791977936979784&usg=AOvVaw1ZM5DmEwee8l032x_rFN1i
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IS101TEPOTNTEG TOU Travel Retail

YynAn pon emipatwyv (Passenger Flow)
‘Eva 101aiTepa atraITnTIKO
ETTIXEIPNOIAKO KOl pUOULICTIKO
TEPIBAAAOV, OTO OTTOIO I
avalnTnon onueiwv UPnAng
HOXAEUONG ATTOKTA 101AITEPN
onuaaoia.

Walk-through store concept
Passenger profiling

MeplopICUEVOG EUTTOPIKOG XWPOS

200TNua TTOPAXWPROEWYV (concessions)

AmraiTRoEIg agp. ao@aAelog LAGS & STEBS (Liquids, Tamper-Evident Bags)

EvaioBnoia Tou kKAddou o¢ e§wyeveic (PUOIKOUG | YEWTTOAITIKOUG) TTOPAYOVTEG

NG

2
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& Avaykn Anuioupyiag 2uotnuikng NMoAuugBodoAoyiag
“ DYSODEDD

NaTi gival arapaiTnTn;

e Avaykn Xaptoypa@nong Tou opyaviouou Kal TwV s liens
ETTIKOIVWVIOKWYV OXECEWV - DCSYM T
 Katavénon péow SSM [CATWOE, Rich Picture] e

e Ofomion TTAAICiou Kal TTOAITIKWY Yia dlaxEipion ouddwv
Epyaciag

« EkKAoyikeuon- lepapxnon A&ITOUPYKWYV EuTTOOiWV

EAENH E. TEQPTIAAH CSAP25
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OuoAs&iToupyia;

DCSYM

XapToypapuw

Kpiolueg &
TTPORANUATIKES
YPOAUUES

ETTIKOIVWVIAG

\_ J

lNwc¢ Biwverai
Kai
gpunveueTal;

SSM

Ve

Katavow

EANTTAG )
Katavonon
OIAPOPETIKWV

OTITIKWV Kal

#” MoAupeBodoloyia DYSODEDD

Ti rpémrel va
Osomiorei;

Delphi Method

\ avayKwV - Silos /

Oseomidw lNAaicio

ATTouCia
KaOvVOvwyV &
interfaces

ETTIKOIVWVIQG

* AVTIKPOUOLEVEG

Ti eutrodidei
Kai 11
mponyeEirai;

SDD

Vs

EK)\owKsOw
/ lepapxw

o

QAVAYKEG KAl
TTPOTEPAIOTNTES

\_ J
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[Fi ] : P : Legal
Accounting ; i 1 Business Department
13s | Data Analy {t
T
9
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( ) Brand-
............................. e Owners
[Human i Internal
Resources i ds \Audit
Sales {1 Marketing : iProcurement;
i Director :: Director :: Director ;
18s ] 16s
12s
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[ $ |
Marketing IT [Procurement, Category Management
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- 14s | 1
H T H
9T )9 9T Acohol | F
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8s 11s
Logistics I—— [Sales Dept
(Warehouses
Vehicies' e e g [Bs] g i S SR S,
Fleet : : @ J v g i i
Central oPS | : H Network
Pl H Coordinati
3] i WH il Warehouses 9 | [tAreat it Area2 ii Area3 ;! Coordinaion
9.1s
7s
I Operations ‘
g
Channel 1 Channel 2 | [Channel 3 Channel 4 9
Passengers Airports Ports Border Ferries’
> Stations Lines
Customers g —
10.1s | 10.2s | 10.3s | 10.4s |
10s l

Xaprtoypagnon Operator y¢ DCSYM & CATWOE

‘m Egappoyn oto Travel Retail

C Customers

A Actors

T Transformation

W Worldview

O Owners

E Environment

EniBaTec - kaTtavaA wrec. ASUTEPEUOVTWCG: O
operator sival 0 "neAatng” Kal cuvenmg
anodEKTNC Tou procurement kal Twv diEpyac v

TOU.
Buyers / Category Managers, Operations, Sales ‘Q
Dept, Masterdata, Vendors. &g
Ano pn BeAmioTonoinuévo procurement pe silos /
Kar eAAinf nAnpopopia, o cuoTNUIKT anodoan Oseuds Ve
Karnyopiag IJS'O(:O oAokAnpwpuEvng diaxsipiang . Lo NAPOVEIATH
poric NAnpogopiac, xmwpou, Kal anoBEparoc. " T KknAnoy
ZnuavTikn napadoxr: o buyer opsiAsl va £xel 2. ONYMEOOAONOTIA
- . . . 7 DYSODEDD
apeon kar BeopoBsTnueEvn npooBaon oTo onusio
nwAnong. MPOKsITal yiIa EUNEIPIKO TEKVHAPIO TNG 3t (T STPAME
ypagpouaac TNV napoloa PeAETn, Kal N

o o . o i F ANAAYIH
s(pappoyn Tou odriynos o auEnaon NwAnaswv 4. & |EVERAGE POINTS
Kara +13,6% [7b] . nPOTASEID

wn

METAZIXHMATIZMOY
To procurement dev cival yovo ayopa
npoiovTow aAAd kar diaxeipion cuoThuaroc. H
anoTEAEOPATIKOTNTA EYKEITAl OTNV IKAVOTNTAa
svTonmopoU Kai evepyonoinong leverage points
o= 0Ao TO €UpoOC TWV BIEPYACICV NOU Napday ouv
atia.
H &ioiknon Tou Operator (General Manager,
BEC), o1 onoiol £ouv TNV £¢oucia va opicouv
TN Sopr EMKOIVWVIAC Kal va ykpivouv aAAayeg
oTtn dopr Tou cUCTARATOC.

6. L) IYMMEPAIMATA

Concession agreements Aspodpopiuw,
Kavoviguoi Duty Free, enoxikOTnNTa, anaitnosiq
sustainability, Kavoveg asponopikric acpaAsiac.

EAENH E. TEQPI'TAAH CSAP25




65 Xaproypagnon kai epapuoyn DYSODEDD

Fleet .
i Cental ! OPS

Marketing T Procurement, Category Management
-------------------------- .—g.__. p— ) —t~ Romeens S e g = o e
14s l

’ ' v|sual e @ Y . ’ . . .

| Adv& ! !Merchan' ! Visual Commu 9 l g [_‘ 9= ' Food, Luxury ! Travel

L .".’P.".‘?i .: i dising ::Cr ??.‘9(5.. ;.P.'Q'.‘?! .4 { Rication ; Masterdata i .T.???PF.‘?. Jro O Y 99.5.".‘?."9.5.‘ _Fashion ; Impuise
8s 11s
Logistics

Warehouses [-—
A AIIOEE T || o mit ey e b e o e e g |15s

925 ] Wi Warshousss
9s 015 ]
Replenishment

Policy &

% e General Communication
e Apeon tragr) buyer pe 10
operation
e [MpwTOKOAAO ETTIKOIVWVIOG

x« LP2 Open-To-Buy

Governance

e General Communication

* 4 DIAPOPETIKEG OTITIKEG

e Opiopévo TTapadupo 15D

® 2 UYXPOVIOUOG UE
assortment optimization

In-Store
Communication

% » General Communication
e 2 DIAPOPETIKOI TPOTTOI
TTPOPBOANC
(Mktg/Procurement)
o Kavoveg Totto0£TNONG
e Ownership EKTEAEONG

e Baoikd Eptrédio

EAENH E. TEQPTIAAH CSAP25




XapTtoypapnon Kail epapuoyn DYSODEDD

Demand Visibility
&

Feedback Loop
#° * Purposeful Communication Procurement, Category Management
e Silos TUNUATWYV . """" . """" . """" . """"" . '
e Kavoveg avagopdag | AORol, | Food, :Perumes,i Luxury | Travel
; . ‘ | Tobacco | _Deli_iCosmetcs  Fashion | impuise
e Apean por) TTAnpogopiag B
s 9
Sales Dept
OperatlonS/ ;.'3{99-1_.: 1_6@9.2._.5 i..Are?.é_.E Cx‘m:m
Procurement —
Interface [omm
%' Kdel‘]uaplvr'] GUV6£0I‘], | [Channel 1 ghannelz (Bigfannels Channel 4 . 9
, , J Airports orts der Ferries'
(idla ypappn pe LP3) L Siafons | [tines
° ZUYKpouo-r] O'ITTIK(bV [10.1s 10.2s | 10.3s | 10.4s J—
o MPpwWTAKOANO NUEPATIWV =]
avaeo.
+——erafepoladiKacio————
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XapTtoypapnon Kail epapuoyn DYSODEDD

Assortment
Optimization

#° * Purposeful gUvdeon pe BEC
e CATWOE yia kavova 80/20
* 3unviaiog KUKAOG

Business Executive Committee
= BeATIOTOTTOINGNG TTPOIOVT.
""" . ST . .@ YKAuag
: Sales : Marketing . Procurement ° Real Tlme 6860Héva
L..Diechor_ i---P.'E??‘?.'---.ﬁ ?___‘?!'S'F.‘?_'-.-?
12s | — X
[ u 1
(i Procurement, Category Management

1 :9: ------------------------------
= (@) | ¢3) | () | () | (0) |
(]

g ] Alcohol, : Food, | Perfumes, | Luxury i Travel
1 ' N
Masterdata | Tobacco : Dell & ?9.5.’!‘?!’9§.L-’.’??.’!'9‘?--;-'."3?9.'??-.
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( Authortes |

Procurement, Category Management

XapTtoypd@non Kai e:(papuoyn DYSODEDD

Alcohol, | Food, | Perfumes, | Luxury : Travel
| Tobacco J Deli kCosme!xcs : Fashion 1 Impuise
11s

Brand Channel
Allocation Policy

e Purposeful oTta 6pia Tou

OUCTAUATOG

e Rich Picture (Vendor)

e Eviaia B€éon mTpIv TNV
dlatrpayudrteuon

e Alao@paAlion Ala@aveiag

o 5 * CATWOE, Environment
[ | G\ 1) e Win-Win dlammpayudreuon
o D.m—.ﬁa i o (TTpogToIpaTia, eubuypdupion)

Concession
LP8 Agreement Structure

A2 Purposeful oTa 6pia TOU
OuUOTAUATOGC (Airport)

e Data-backed emixeiprjpara

EAENH E. TEQPTIAAH CSAP25




= AvaAuon Znueiwv YPnAng MoxAguong
< [Leverage Points]

AT1TO Tn XopTOoypA®non oTn OUVAUIKK TOU CUCTAUOTOG

Katavonan Tou TPOTTOU u€E TOV OTTOIO OI UETARBANTEG AAANAETTIOPOUV ool

2. A9 MOAYME©OAOAOTIA

KAl TTapAyouV TN CUUTTEPIPOPA TOU CUCTHUATOC.  verom

Causal Loop Diagrams (CLD)
AvAdEILN AITIWOWY OXECEWV Kal BPOXwV avadpaong

Stock & Flow Diagram (SFD)
ATTOTUTTWON TG CUUTTEPIPOPAC TOU CUCTAUATOC OTOV XPOVO

EAENH E. TEQPTIAAH CSAP25



AvaAuon Leverage Points

CLDA

PeraaTs £ LP1, Replenishment Policy.
EowrTtepikn diepyaaia.
. SRR ¥ 2.UxvoTnTa avatrAnpwaong.
‘g Demand Signal
/ \
St , @ ) £ LP2, Open-To-Buy Governance.
AEIEER LTS TIEEIS EcwTepikn digpyaaia.
a1 amdooen aTmodeuaTog S\tock Leva erlemshm.h XPOoVIKO & TTO0OTIKO TTAQiCI0
e s i OTB.
"Evag pnXaviouog pe TToAAG %
aAANAEVOETA onueia UWPNARG l" )
noxAguong | (DJ ) LP3 + LP6, Demand Visibility &
\ / 5 Feedback Interface
Purposeful communication (u)
o RS Procurement <> Operations
Cemw 1P4(CLD B)

EA.E.TEQPITAAH CSAP25



Assortment Optimization
A1rédoon Karnyopiag
KOl CUUTTEPIPOPA TTEAGT

AvaAuon Leverage Points

LSM (Linear

Opening Space Complexi
Shelf Meters) / / y \
+
\ +
Newness
(R) (8)
Assortment Delistings
+
+
F |
Sales Closure
+
-
+
-
Replenishment
Promos

Seasonality

EAENH E. TEQPI'TAAH CSAP25




._» CLD B.
Assortment Optimization

A1édoon Karnyopiag
KOl CULTTEPIPOPA TTEAATN

eeeeeeeeeeeeee
iy, 0 RS Smag 0 L aRRTOWES

Newness
Assortment

ssssss

Replenishment ——

eeeeeeeee

Delistings

' AvaAuon Leverage Points

& LP4, Assortment Optimization.
Purposeful communication (u)
BEC <> Procurement & Category Management
80/20 Contribution Decision Rule

& LP5, In-Store Communication Design.
Eocwrtepikn diepyaaia.
Floor Minder and Shelf Runner

LP4 + LP5:
ATTOTEAEOUATIKOTEPN ACIOTTOINON TOU XWPEOU TTWANONG
Xwpic aucnon Twv LSM

EAENH E. TEQPTIAAH CSAP25
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Leverage points Kal
aAAnAeTtTidpaon
UE POPEIC OTA OpIa
TOU OUCTAUATOC

MepiBaAAov:
Concession Authority
Vendors

cor
Category Performance,
Brand Channel Allocation,
Concession Pushback
Investment Capacity

LP8

Investment
Capacity
Vvendor Fill-Rate -
+
Concession

i Category B Pushback
Performance
+

+
Brand Channel / \ Concession
' Negotiating Position

Allocation
LP7

EAENH E. TEQPI'TAAH CSAP25




Leverage points Kal
aAANAETTIOpOON UE POPEIC OTA
OpIa TOU CUCTAUOTOC

MepiIBAAAoV TOU ZUOTHUATOG:
- Concession Authority
- Vendors

AvaAuon Leverage Points

& LP7, Vendor/Brand Channels Allocation Policy
Purposeful communication (u)
Vendor / Brand Owner <> Procurement & Category Management
EcwTepIKOG TTEPIOPIOUOG: O Operator dev EAEYXEI TNV KATAVOUN.

LP8, Concession Agreement Structure
& Purposeful communication (u)
Airport / Port Authority <> BIZ-OPS
ECwTEPIKOC TTEPIOPIOUOG: KaBOopPIlel TO TTAQICIO AEITOUPYIAG TOU
Operator.

LP7 + LP8:
270 OPIA TOU CUCTIUATOG O operator TTAUEI VA ATToPaailel povog
TOU.

EAENH E. TEQPTIAAH CSAP25
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‘ JEVApPLO Shelf Replenishment
3‘ A (otaBepo) 1,2
E B (aotaBsc) 9,4737
— = o .. . I (€opaiuvon) 9,4737
Auvauikr TTpooopoiwan Tou Assortment Optimization

]

Initial ,, ; . Optimized
sortment A | el
( s == Assortment == Stagéi\ —S'—;;[t_rﬂ:?t = Assortment = 5
_ Stage1 2B Stage4 | ,
Opening Value —c

‘Sales “‘Newness Delistings.__ —Elosure
e SRS
100 100 200
Month \

—

A

Seasonality
s Linear Shelf Space Clearance
I -
—Compexity—
e ks = e MEtERs Promos
Month Promotions Replenishment @
B ] — -10 1.1 2 -4 B. "
-10 1.2 20 ’
o - e Month
Dmnl

S&F 2evapio A, Shelf Replenishment: 1,2
2100¢epn, EAeyxOuevn ZuuTtrepipopa

2evapla Auvauikng lNpooouoiwaong

LSM Jupmepupopa
1T OpaAn mrwon
1l TaAdvtwon / mison
EkBeTIkn dvodo
3,0435 g 1 3 &
Kapia TaAaviwon
F’NE‘ E(l\(”’v‘le-m Options  Window
Assortment Stage3
200
of = —
-200 e
\\
T
-400 e
-600
2 4 6 8 10 12
Time (Month)

—— 8@ 20260507 RUN ASSORTMENT OPTIM
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2.evapla Auvauikng Npoocouolwong
Jupmepupopa

JEVApPLO Shelf Replenishment
1,2 1T OpaAn mrwon

A (otaBepo)
TaAdvtwon / ison

AvaAuon Leverage Points

~ B(aotabig)
9,4737 3,0435 . .
Kapia TaAaviwon

i I (e€opauvon)

7 S&F Diagram

ment Stage3

File Edit View
Assortment Stage3

]Assortmentl Asgortmenﬁ'l - Optimviz:g 1‘)\ _
Staged |
\_;405ﬂf€\/“' 200000
|
|
A |
N
A /‘ v" \'
AN / : ‘.‘ ki
\vf

= Stage3

Initial
=
tagez / 7
ewness / _aehsgmgg A

( ) = ssortment

Stage‘l

Opening Value Sa}es

1 00
Month
helf Space Clearance
Shelf Linear She —compexity
e Meters Promos -200000
. 0 2 4 6 8
-1 8 2 Time (Month)
—— @ 20260507 RUN ASSORTMENT OPTIM

Seasonality
2

Replenlshment

Morth _1ﬁ ] 20 -10 9.4737 20
W S&F 2evapio B, Shelf Replenishment: 9,4737

AoTaONC ZupuTrepipopd, TaAdvTwon

EAENH E. TEQPI'TAAH CSAP25



xevapia Auvauikng Npoocopoiwong

AvaAuon Leverage Points b oo~ e Repeninment | ——ism—— | Suuncpopi

{ A (oTabepo) 1,2 1,1 Opahr TTwon
L B (aotabéc) 9,4737 11 TaAdvtwon / ison
“ S&F Diagram ' R EaE
I (e§opaiuvaon) 9,4737 3,0435 7 5
Kapia TaAaviwon
_ Initial | Assortmentl Assortmentl Optimized |
ASSsortment =3 Stage2 — Stage3 ‘,' — Assortment | — 5
) Stage1 I l |" age I Staged I | Assortment Stage3
Opening Value \, Sates Newness | Delistings | - Closure | —
-100 100 200
Month 408
Seasonali
- Li Shelf Space Clearance .
inear She :
@ compexi
2t P g Shelf Meters pexity Promos
M Promotions Replemshment‘ —@ e ) 05 5 i s 5 ~5
— . 4 10 3.0435 2 -1 8 2 S—
-10 1.1 20 i S 2 —— @ 20260507 RUN ASSORTMENT OPTIM
2 Month
Dmnl

' S&F Zevapio I, Shelf Replenishment: 9,4737, LSM: 3,0435
EkOeTIK Avodog, Xwpic TaAavTwaon

2nueiwon: H aovénon twv LSM dev amoreAei diabéaiun mapéuBaacn tou Operator, KaBwg eéapraral arro 10
Concession Agreement ue Tov @opéa Tou Agpodpouiou N Tou Niuéva.
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MNpotdoeic MeTaoXnuaTtiouou

XdpTtng TpoTepalotroinong leverage points

Leverage Point ‘EAgy)OCG ‘ Mpotaon Apaong ‘ MpoTtepaioTnTa

LP1 Replenishment Policy EvTtog AvwtaTto 6plo évtaong avanAnpwong (onueio Aueon
avatporric SR=4,3)

LP3 Demand Visibility Evtog Emwonuomnoi{non apeidpoung emKowwviag Aueon

buyer-operations (+13,6% NWARoCELg)
LP6 EvTocg JUYKEKPLUEVO TIPWTOKOAAO ETILKO VWG ‘ Augon Oseuos cl/afems
Procurement-Operations procurement-operations 1 LLEA‘XZ&'“”
Interface

© MOAYMEGOAOAOTIA
LR DYSODEDD

| s, XAPTOTPA®HIH
LP2 OTB Governance Evtog EvBuypaupon napadipov OTB pe tov KOKAO Tov LP4 MeoonpdBeoun 3 & Toy opERATOR

4 P ANAAYIH
. LEVERAGE POINTS

LP4 Assortment EvTtoég Tpwnvaia meptodikéTnTa Kavova 80/20, £ykplon MeoomnpdBeapun

i 5 £ MPOTAZEIX
Optimization (80/20) euBOAoL optimization " 2 METAZXHMATIZMOY
| 6. LLL)IYMMEPAIMATA
LP5 In-Store EvTtog Alaywplopog péAwv floor minder/shelf-runner, MeoonpdBeoun
Communication MPOTUNA DALKWV
LP7 Brand Channel ITa 6pLa Eviaia eowTePIKR BE0n TP TN dlanpaypaTevon UE MakponpdBeopun,
Allocation Tov vendor OXEOLUKI
LP8 Concession Agreement ITa opla TEKUNPLWUEDN TIPOETOHAC{X HLATPAYUATELONG MakponpdBeoun,
Structure TP WPNONG OXEOLAKN

¢ Apeon: Process Intervention. ¢ Meootmrp60soun: Governance.
v Makpotrpo0eopun: Negotiation & Relationship Management

EAENH E. TEQPTIAAH CSAP25




L) XupTtrepdopara
L R R

[MoAupeBodoAoyia APXETUTTO ATTO TOV éAEyX0 OTNV
DYSODEDD Limits to Growth TTOU aAAnAeTmTidpaon

~ ATTOTUTIWGN SUCAEITOUPYILV EQAPLIOGETAI GE TPia ETTITTESQ:

e LP1-LP6: Gueon

Evromoudg 8 Leverage Points v Am..eg““ ' ’ mopéuBaon & governance
~ Katavénon, @éomon ¢ lpoiovTikA 'kapa
MAaigiou, lepdpxnon v Ecwrtepikoi Popeic e LP7-LP8: negotiation &
- , , relationship management
2TOXEUUEVEG TTAPEUPBACEIC
1 t— t—
&
/)
iriesc
H atroteAeopaTtiki poxAeuon dev atraiTei avadiopyavwon 2 polpsosorons
TOU OUCTHUATOG. S
ATtraitei Trapéuacn ota KATAAANAQ onueia pe dlaxEipIon TWV OXECTEWV e b
KOl TWV dAANAETIOPACEWV. —
EAENH E. FTEQPTIAAH CSAP25 gn)ﬁ@“‘\(:/



2\ TupTtrepdopara
ApIOTOTEANG

0 avOpwWITOG PUOEI TTOAITIKOV {WOoV

[O avBpwrtro¢ voeital yéoa oTn oxéan/Koivornraj.
[MoAiTika, (A, 1253a)

@iAwvVv pév ovTwy oudév d¢i dikaloouvng, dikalol &' ovTeg
mpoodEovTal PIAiag

[ Orav o1 avBpwrroi givai gilol, oev xpeialovral dikaioouvn,.
Evw orav givar amAwce dikaiol, eEakoAouBouv va xpeidlovral Tn @ilial.

HOika Nikouayeia (H, 1155a)

0 %

Me tnv NoAupeBodoAoyia DYSODEDD ota Leverage Points, dev BeATIWVOVTal ATTAWG Ol

Oopuég Kal o1 SIEpYacies, AAAA KUPIWG EEUYIAIVOVTAI Ol AVOPWTITIVEG OXECEIG.

o tv

( o

EAENH E. TEQPTIAAH CSAP25 “M



"'«_ EAAnVIKA Etalpeia
¥ Zuotnuikwv MeAetwv

EAENH E. TEQPIIAAH, CSAP25

- o

>

CSAP Mastering in Systemic Management
EnayyeApatiki Motonoinon Metantuxiakou Emnédou

1SO 9001 Certified

European Union s

For Systemics [S[Sei=0LS




