
ȕȫȵȯȫ 

ȼɅȲȯȫȯȫȭȫȷȰ

ôȭȰȻȸȳõ 

ȵȶȳȰȸȽȳ



BG ȵȹȸȼȾȶȽȫȸȽȳ ȼɅȹȬɄȫȭȫȽòȲȫȬȻȫȭȰȽȰ 

òȯȹȭȹȶȸȳȽȰó ȵȶȳȰȸȽȳ ȳ ȲȫȺȹɂȸȰȽȰ ȯȫ 

ȷȳȼȶȳȽȰ Ȳȫ ôȭȰȻȸȳõ ȵȶȳȰȸȽȳó 



ôȍȰȻȸȳõ ȵȶȳȰȸȽȳ?



ȸȰôȯȹȭȹȶȸȳõ ȵȶȳȰȸȽȳ



ȘȰ ȯȹȻȳôȭȺȰɂȫȽȶȰȸȳõ ȵȶȳȰȸȽȳ





% ȵȶȳȰȸȽȳȽȰ ȵȹȳȽȹ ȵȾȺȾȭȫȽ ȹȽ ȸȫȼ ȳȲȻaȲɊȭȫȽȲȫȯȹȭȹȶȼȽȭȹȹȽ 

ȺȻȰȯȳɃȸȳɊȽ ȼȳ ȯȹȼȽȫȭɂȳȵ

Frederick Reicheld ïôthe loyalty effectõ



ȝȫȵȫ 

ɂȰ



ȒȫȬȻȫȭȰȽȰ

ôȒȫȯȹȭȹȶȼȽȭ

ȹȽȹõ

ȗȳȼȶȰȽȰ Ȳȫ

ôȍȰȻȸȹȼȽȽȫõ



ȘɊȵȹȳ ȵȶȳȰȸȽȳ ȳȷȫȽ



ȍȳȼȹȵȳ ȹɂȫȵȭȫȸȳɊ



ȘɊȵȹȳ ȵȶȳȰȸȽȳ ȳȷȫȽ



Șȳȼȵȳ ȹɂȫȵȭȫȸȳɊ



Șȹ ȭȼȳɂȵȳ ȵȶȳȰȸȽȳ ȳȷȫȽ



ôȵȫɂȰȼȽȭȰȸȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ 

ȺȻȳ ȺȹȵȾȺȵȫ



ȳȶȳ



ôȶȹɃȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ

ȺȻȳ ȺȹȵȾȺȵȫ



ȍȼȳɂȵȹ 

ȳȲȮȶȰȱȯȫ 

Ƚȫȵȫ:



ȭȳȼȹȵȳ ȹɂȫȵȭȫȸȳɊ

Șȳȼȵȳ ȹɂȫȵȭȫȸȳɊ

ôȶȹɃȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ

ȺȻȳ ȺȹȵȾȺȵȫ

ôȵȫɂȰȼȽȭȰȸȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ 

ȺȻȳ ȺȹȵȾȺȵȫ



ȭȳȼȹȵȳ ȹɂȫȵȭȫȸȳɊ

Șȳȼȵȳ ȹɂȫȵȭȫȸȳɊ

ôȶȹɃȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ

ȺȻȳ ȺȹȵȾȺȵȫ

ôȵȫɂȰȼȽȭȰȸȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ 

ȺȻȳ ȺȹȵȾȺȵȫ

ôȯȹȭȹȶȸȳõ



ôȯȹȭȹȶȸȳȽȰõ ȵȶȳȰȸȽȳ



ȼȫ ȳȲȸȰȸȫȯȫȸȳ ȹȽ ȸȳȭȹȽȹ ȸȫ ȹȬȼȶȾȱȭȫȸȰ 

ȵȹȰȽȹ ȺȻȰȯȹȼȽȫȭɊȽȰ



ȼȫ ȳȲȸȰȸȫȯȫȸȳ ȹȽ ȸȳȭȹȽȹ ȸȫ ȹȬȼȶȾȱȭȫȸȰ 

ȵȹȰȽȹ ȺȻȰȯȹȼȽȫȭɊȽȰ

( ȺȹȶȹȱȳȽȰȶȸȹ ȳȲȸȰȸȫȯȫȸȳ ȻȫȲȬȳȻȫ ȼȰ!)



ȝȫȵȫ 

ɂȰ



ôȯȹȭȹȶȸȳȽȰõ 

ȵȶȳȰȸȽȳ ȼȫ

ôȯȹȬȻȹ ȸȫɂȫȶȹõ





ȭ ȽȰɂȰȸȳȰ ȸȫ ȭȻȰȷȰȽȹ



ȹɂȫȵȭȫȸȳɊȽȫ ȳȷ ɄȰ ȸȫȻȫȼȽȭȫȽ



(ȵȹȰȽȹ Ȱ 

ȯȹȬȻȰ)



ȚȻȰȯȳȲȭȳȵȫȽȰȶȼȽȭȹȽȹ Ȱ ȺȹȼȽȹɊȸȸȹ ȯȫ 

ȯȹȼȽȫȭɊɃ



ôȵȫɂȰȼȽȭȰȸȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ 

ȺȻȳ ȺȹȵȾȺȵȫ



ȭȳȼȹȵȳ ȹɂȫȵȭȫȸȳɊ

Șȳȼȵȳ ȹɂȫȵȭȫȸȳɊ

ôȶȹɃȹ

ȺȻȰȱȳȭɊȭȫȸȰ

ȺȻȳ ȺȹȵȾȺȵȫ

ôȵȫɂȰȼȽȭȰȸȹõ 

ȺȻȰȱȳȭɊȭȫȸȰ 

ȺȻȳ ȺȹȵȾȺȵȫ

ôȭȰȻȸȳõ





ôȭȰȻȸȳȽȰõ ȵȶȳȰȸȽȳ



ȤȰ ȼȰ ȲȫȶȰȺɊȽ Ȳȫ ȭȫȼ



ȤȰ ɀȫȻɂȫȽ ȺȹȭȰɂȰ



ȤȰ 

ȻȫȲȵȫȲȭȫȽ 

Ȳȫ ȭȫȼ ȸȫ 

ȹȼȽȫȸȫȶȳȽȰ



ȡȰȶȽȫ Ȳȫ Ƚȹȭȫ Ȱ ȯȫ ȼɅȲȯȫȯȰȷ



ôȭȰȻȸȳõ ȵȶȳȰȸȽȳ





ò ȵȹȶȵȹȽȹ ȺȹȭȰɂȰ ȼȽȰ ȫȸȮȫȱȳȻȫȸȳ ȼ 

ȵȶȳȰȸȽȼȵȳȽȰ ȳȲȳȼȵȭȫȸȳɊ, Ƚȹȶȵȹȭȫ 

Ⱥȹ-ȶȰȼȸȹ ȼȽȫȭȫ ȯȫ ȹȺȻȰȯȰȶȳȽȰ 

ȵȫȵȭȹ ȽȻɊȬȭȫ ȯȫ ȺȻȫȭȳȽȰó

ȏȱȹȸ țɅȼȰȶ, ȺȻȰȲȳȯȰȸȽ, Harley-Davidson Europe



ȝȫȵȫ 

ɂȰ



ȢȾȴȽȰ 

ȭȫɃȳȽȰ 

ȵȶȳȰȸȽȳ



66% ȹȽ ȵȶȳȰȸȽȳȽȰ 

ȵȫȲȭȫȽ, ɂȰ 

ȷȸȹȲȳȸȼȽȭȹȽȹ ȹȽ 

ȺȹȵȾȺȵȳȽȰ ȳȷ ȼȫ 

ȯȹȼȫȯȸȳ


