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Vad vill du? -

Exchanges occur when

Ola Feurst: ”an economizing individual A, has a
Kundvard i tiden certain quantity of a good at his
) . disposal which has a smaller value to
ger relationer for livet? him than a given quantity of another

good in the possession of another
economizing individual B, who estimates
www.bat.se the values of the same quantities of
goods in the reverse fashion.”

Menger, 1871, p. 179

Relationsvarde: Metafor
Resurs Kvmng c?r%h man
’ kopare och séljare
Process
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Varden

som séljs och kops:
=Fysisk skonhet, attraktivitet

=Intelligens
=Pengar
= Séllskap, underhallning
= Statusyrke
= Statusutbildning
=Personlighet
=Karlek
=Ras, Nationalitet, Alder

Varden
som saljs och kops:

Mannen Kvinnan
=Siljer: $$ = Siljer: Skonhet
=Koper: Skonhet eKoper: $$

Séljare &r kopare
KOpare ar saljare

Vad ett avslut betyder...

Séljare -  Kopare

< Det &r over... < Nu borjar det...
 Vinst = Medel att na vinst
= Forsaljningen slut = Shopping fortsatter
< Nytt fokus = Soker bekréftelse

« Spanningen slapper = Spanningen okar
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Emotionell

Funktionell

Relationens karaktéar

Ytlig Djup

give a damn!

Frankly my dear, | don’t

Drivkraft;
- Latta fotter

Vem litar pa dig?

One to One Marketing:

1. Kundens basta
2. Larande relation
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1. Kundens bhasta

T e ey
Sbawdleirra

Valkommen til
Skattebetalarni

Organisation for kundens basta?

2. Larande relation

Lyssna och lar steg for steg

= Fraga forsiktigt — inga enkater

= Minns at kunden — inte "bra att veta”
< Skona kunden — lamna henne ifred

= Forenkla och forbattra — at kunden!

(c) Ola.Feurst@bat.se



Relationsmarknadsféring & kundorienterad
e-handel. Siebel Data Executive Seminar.
Stockholm, Sweden

2001-03-05

Lojalitetens matt

=Kdper om och om igen
«Qver 50% kundandel
= Motstar battre alternativ

= Ar ngjd - Tycker mycket om
=Rekommenderar till andra
=Engagerad i relationen

Lojalitetens drivkrafter

«Tvang, inlasning
=Bargain, bonus

=\/ana, bekvamlighet
=Engagemang

Neal Elzenga from
www.netsage.com calls
Toyspot automated
hotline

Drivkrafter:
- Latta fotter
- IT-drdmmen
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Ar Fort bra?

Ar stor bra?

Ar Mycket bra?

Tt world is too big for us. Too much going on, oo many
erimes, b mech violence and exctement, Try as you
will, you will pet behind in the sace, in spite of yoursell
[F< an incessant strain o keep pace... and still you loose
ground, $cience enipties its discoveries on you so fast
that vou stagger beneath thern in hapeless bewilderment
The pofitical world is news seen so rapiidly you're out of
breath trving lo keep pace with wha's in and wha's oul.
Everything is high pressure.

Human nature can't endure much more,

Forsta klass
aratt
sova hemma.

Fri o 101 e g 200 trvree. 380 ODET

Hur kan du forenkla
ditt liv?
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...bara bra?
=Privatliv, integritet
=Diskriminering
= Tidstjuvar

Drivkrafter:

- Latta fotter

- [T-drémmen

- Brattomkulturen

Tips: E-mail-maran

<Aldrig cc
=Aldrig upprord
=Bilagor separat
=Svara ej spam
=Sist in forst ut

Tips: Tidssvalten

=Andas nér det ringer
=Ge dig sjalv en stund
=| dgg ner kameran
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