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ITS NAME WAS COCO-M
COCO-FIBRE A
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HEADQUARTERS: INDUSTR

U PRIVATELY OWNED FACTORIES OF 26.000 |
0 123.000 M2 OF LAND
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VISION

U ATTAIN THE TOP POSITION WORLDWIDE IN T
NATURAL SLEEP PRODUCTS
U PROMOTE A WORKING CULTURE OF SUSTAIN
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NATURAL PROC

COCO-MAT’s policy |
development

UNATURAL - QUALLI
UCUSTOMER SATISF
UEMPLOYEE SATISF
USOCIAL CONTRIBU
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U 34 COCO-MAT retail outlets in Greece
U 7 shops in Europe (Limasol, Nicosia, Madrid, Amsterc
Antwerben)

U 3 shops in China, 1 corner shop in Jeddah.
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FINANCIAL INDICATORS
aPOPULATION
aGROUTH RATE

AaWORKING CAPITAL

aRATE OF
UNEMPLOYMENT
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COTTON

DOWN NATURAL RUBER
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NATURAL RUBE

The juice from a tree called H
foamy layer of natural rubber
processing
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COCO-FIBRE

The fibres covering the cocon
after suitable processing toget
natural rubber, produce elastic
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SEAWEED

Used to provid
customers with
. breathing probl



sleep on nature

HORSEHAIR

Regulates humi
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PRODUCTS

;
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TURNOVER IN GREECE IN MILLION EUROS
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TURNOVER IN CHINA IN MILLION EUROS
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4. INNOVATION
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D.
SUSTAINABILITY
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USE DIRECT
ADVERTISMENT

CUSTO
SATISFA

ANALYSE THE
COMPLAINTS FORM
ON A REGULAR BASIS
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PROVIDE AFTER SALES SUPPORT
(call the customers, one week, one
month, one year after the
purchase)

CUST
SATISF

HAVE FEEDBACK FROM
YOUR PARTNERS (stores’
monthly report)
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Wi thank woii wmmmyj Iowands axcsl lan e il 1}
1. COCE-MATS cdlalugm“d representathe: ——— 7 7 .08

| &=
Lo
{aa)

2. The shop | visited:

-Was clean y B OO0c
-Dlsplayed all COCO-MAT products —=———— =% OO0 orc
- Was nice decoraled —_— OO EOEL
- have a sense of guality — o 0 6 e A

3. alesmens

- Wera well informed about arthopedic matters —— — 11 ] OO 1
- Were polite _ L 5 EE
- Their advice was scientific . W HYBEIEEEREE
- They devoted encagh 1me in erder 1o hislp ma —— OO O0O0L
4, COCO-MAT s public image is good in malters of: "
- Quality L OO0 B EEE
Com petitiveness T | 1 O 1
- Boclal contribution —_— OO O0OE
- Sustainability —_ WD EJHEOED
5. | think it is important and necessary:
- Te equally employ disabled peaple (“special skilked peunle’}- g OO0 AaOcC
- Ta equally employ foreigners {10 ]
-To use natural raw materials {1 O
6. COCO-MATE products in comparisan with the products of -Iw-ﬂs
- Have a better relation of price - guality —_— OO0O0O0n
= Are more beautitul and have 2 special style — —— EEEEE S
- Are different because of their lite time E EE BN EE
7. Isthe range of products satistactory for my requitem ghfss — OO0CO0OC
&. Delivery was done: ;
- With consistency - —_— I EEEE
- With kindness - _— =080 E
- With knowledgs - —_— {1 C .00

Are there any suggestions, prnp-ns,'a_ﬂ_lg:_f:: mip i
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Form MAB-023

STORES'
STORE:
DATE:
1. Which products sold more last month
a) mattresses
b) furniture

c)bedlinen

2. Were there any customer complaints concernini
a) mattresses

b) bed mattresses
c) top mattresses
d) furniture
e) bed linen

f) other complaints

3. What should be done by you in order to have al

4. What should be done by COCO-MAT in order t

5. What was your turnover last month and what w:

6. How many customers visited your shop last mo
year?

7. Which are the 5 most important suggestions / r
general?

8. Please, mention your complaints from COCO-

This report is sent to TQM department via e-mail the 5t



)
COCO-MAT | COCO-MAT CUSTOMER COMPLAINT

SIEEDGnnature 'I DATE OF CONPILAINT.
| CUATOMIER"T HANE -
i3 | ADDRELL) TELEFHDNE Ho
:4 | ATDRE: IDATE OF DELIVERY:
(6 | DERRER 2 Mo
(2 | PRODUCT/PROELEN! DEXCRFTION
E
;? PROPDAL FDR MEETING THE CUITONER:
-El DATE OF EEHDING TD THE AFIER 24LES IUPPORT DEPARTMENT.

(8 | THE CAMTIOMIER TALKED TO:

%Iﬂﬂm-lﬂ.m

A0 | PERICH FEXFCHIIELE FOR THE MIEE TIRG:
A1 | DATE OF NEETING THE CLETIOMIER:
A% | IDE S CRIP T

A% | CORCLUACH - PROPOSAL:

A4 | ACTHIEM:

16 | DATE OF FiKAL 3R UMRIM:

MLMEEEME“EW

SIOMATURE DATE:
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FORM FOL-041

CObO-MAT DAILY LOGISTICS TIMETABLE
STORE: DATE: / [/ START TIME: FINISH: CAR’S No:
|
CUSTOMERS TIME | orpER's |aRRv| DEPA RECVEDEI RETURN | PAY- | RETURN OF CUSTOMEE
NAME ADDRESS  [TELEPHONE) DEEIN Ne P THE TP | orcase| oFf | proDUCTS NOTES COMPLAINTS

10

NOTES AMD COMPLAINTS DURING THE DAY ARE WRITIEN BACK

30’ BEFORE THE DEFINED TIME EXPIRES
WE INFORM THE CUST OMER THAT WE WILL BE LATE
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SHOP NEWS

...................................................................................
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EMPLOYEE
SATISFACTION
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This is our biggest inves
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CREATE A FAMILY
ENVIRONMENT

EMPL
SATISF

PROVIDE
QUESTIONAIRES

(giving the possibility
to keep the anonimity)
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INCREASE PARTICIPATION IN
DECISION MAKING PROCESS AND
TARGETS SETTING

APPLY TOQM SEMINARS
(Saturday at 6 o’clock in
the morning)



EMPLOYEES’ SATISF

HOW YOU ASSESS THE COMPANY AT T

COCO-MAT

FORM DP-021

10

11

12

13

14

15

16

17

18

19

20

21

22

Health conditions

Safety conditions

Working hours

Salary

Facilities and extra benefits

Education

Career development

Taking initiatives

Participation in decision making processes

Communication with the leadership

Handling complaints

Cooperation with colleagues

Access to information

I e T s T o TR e T o T s T oy T s T

Creativity

Use of innovation

Fair processes

Recognition from the company

Organization of cultural events

Company'’s role to the society

Company’s environmental action

Company’s products

Company'’s services

DATE:

DEPARTMENT / STORE:

NAME (optionally):
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Name: ..................
Department: ..........
Date: ...... [ ...... /..

PROBLEM:

PROPOSAL:

All your proposals are collected by the TQ
are given to the Board of Directors

YOUR COOPERATI
IN ORDER TO R
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COLLECTING
EMPLOYEES’
IDEAS

MONTHLY MEETINGS MONITORING
OF THE HEADS OF PROBLEMS
THE DEPARTMENTS SET NEW IDEAS

IMPLEMENTING EVALUATION OF

THE NEW IDEAS
BY THE B.O.D.

NEW IDEAS

TRANSFORM
POLICY AND
STRATEGY
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Proposal of the
Head of the
Department

B.O.D.s
Proposal

Department’s Performance
results Indicators

PROMOTION

Colleagues’
attitude

Number /
realisation of
innovative ideas
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SOCI
CONTRIB
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SUSTAINABLE PHILOSC

Eugenia LIANOU l
COCO-MAT |

Eurochambres, Cambridge University,
United Nations, WWF, E.F.Q.M, various u
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DONATIO!
54% REFUGIES AND SUPP(

12% SPECIAL
SKILLED

PERSONS
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The First Award by the Ministry of Development for
the pioneer production methods and environmentally
friendly products in 1996, the Henry Ford European
Conservation Award for the “Research on the use of
natural, innovative raw Materials” in 1997, the Quality
Award of Greece in 1998, also by the Ministry of
Development, the Ecology Award in 1998 by the
Athens Chamber of Commerce and Industry, the
International Award “Environment and Peace” in
Istanbul, and the Industry Week Award by companies
outside USA in 2001, price and award winner in
EFQM competition for three consecutive years, the
Best Human Resources Initiative Award for the
initiative in the area of Resourcing Strategy by KPMG
in 2006 and the National Quality Award of Business
Excellence by the Ministry of Development in 2008
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Leadership

ENABLERS

h People P

Policy &
Strategy

Partne hp
& Res

.

The EFQM Excellence Model

h People Results P
Key
Processes .Custnmar Results Performance
Results
F Society Results h

NNOVATION AND LEARNI
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RADAR LOGIC

DETERMINE RESULTS
REQUIRED

ASSESS AND IMPROVE
APPROACHES AND

THEIR DEPLOYMENT PLAM AND
DEVELOP

APPROACHES

DEPLOY APPROACHES



