
                

Toekomstbestendig merkmeerwaarde bouwen, meten
en beheren in een duurzaam verbonden wereld

Kevin Lane Keller, Erik Schoppen,  
Ruud Heijenga en Vanitha Swaminathan

E DITIE V

Strategisch merkenmanagement gaat over merken: waarom 
merken voor mensen, organisaties en de maatschappĳ 
belangrĳk zĳn, wat ze betekenen voor consumenten en 
professionals, en wat organisaties moeten doen om ze op de 
goede manier te beheren, zowel op economisch als sociaal 
en ecologisch vlak. Het boek bestrĳkt het complete vakgebied 
en maakt door de vele modellen, stappenplannen, cases en 
voorbeelden de alledaagse praktĳk van (digital, social & 
sustainable) branding inzichtelĳk. 

Nu we in een tĳdperk leven waarin merken en mensen 
verbonden zĳn met alles en iedereen, is branding in de digitale, 
mentale en fysieke wereld relevanter dan ooit voor organisaties. 
Een sterk merk vormt een van de meest waardevolle assets 
die een bedrĳf kan hebben om vertrouwen en betrokken 
merkrelaties te bouwen. Het creëren van toekomstbestendige 
merkmeerwaarde zou dan ook een prioriteit moeten zĳn 
voor iedereen die zich bezighoudt met het bouwen, meten en 
beheren van merken in een duurzaam verbonden wereld. 

Een van de belangrĳke doelstellingen van dit boek is studenten, 
managers en bestuurders te voorzien van concepten, theorieën, 
modellen en andere instrumenten om betere merkgerelateerde 
beslissingen te kunnen nemen en om de winstgevendheid 
van merkstrategieën op de lange termĳn te verbeteren. In het 
bĳzonder geven de auteurs inzicht in de manier waarop je 
toekomstbestendige netto-positieve merkstrategieën creëert 
door merkmeerwaarde op te bouwen, te meten en te beheren. 
Dit boek geeft antwoord op drie belangrĳke vragen:  
1.  Hoe kun je merkmeerwaarde creëren?  
2.  Hoe kun je merkmeerwaarde meten?  
3.  Hoe kun je merkmeerwaarde consolideren om zakelĳke 

mogelĳkheden te vergroten? 

Strategisch merkenmanagement is het standaardwerk 
voor (toekomstig) leidinggevenden, bestuurders, 
merkontwikkelaars, brand managers en marketeers. Het 
is geschreven voor studenten in het hoger economisch 
onderwĳs en voor professionals in de beroepspraktĳk van 
het design en management van merken, marketing en 
marketingcommunicatie.

Deze publicatie biedt een multimediale ervaring door de 
QR-codes en vele verwĳzingen naar video’s en verdiepingen. 

KEVIN LANE KELLER  is hoogleraar 
marketing aan de Tuck School of 
Business aan het Dartmouth College 
in New Hampshire en hee� veel 

gepubliceerd over merkstrategie.

ERIK SCHOPPEN doceert brand 
management, design innovation, 
neuroscience, psychologie en duurzame 
gedragsverandering aan onder andere 

de Hanzehogeschool Groningen.

RUUD HEIJENGA  is consultant 
organisatieontwikkeling en hee� 
onderzoek gedaan naar identiteit-  
en positioneringstoepassingen vanuit 

de dieptepsychologie bij merken.

VANITHA SWAMINATHAN  is Thomas 
Marshall-hoogleraar marketing aan 
de Katz Graduate School of Business, 
University of Pittsburgh. Zij was presi-

dent van de Academische Raad AMA.

www.pearsonmylab.nl
www.pearsonmylab.be
www.pearson.com/nl
www.pearson.com/be

Dit boek bevat een toegangscode voor 
MyLab, een online leer omgeving met 
ondersteunend studie- en lesmateriaal, 
zoals:

 ▶ Het volledige boek in digitale vorm 
(eText)

 ▶ Toetsvragen
 ▶ Begrippentrainer 
 ▶ Cases
 ▶ Video’s
 ▶ Verdiepingen

 
Studeren waar en wanneer jij wilt?  
MyLab is ook beschikbaar in de 
LearningPlace-app.
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7UHIZ��PDUNHWLQJ��PHUNHQPDQDJHPHQW��SV\FKRORJLH��GXXU]DDPKHLG��PDQDJHPHQW��EUDQGLQJ��HFRQRPLH

'LW�LV�HHQ�XLWJDYH�YDQ�3HDUVRQ�%HQHOX[�EY��$PVWHUGDP
:HEVLWH��ZZZ�SHDUVRQ�FRP�QO�ɝ�H�PDLO��DPVWHUGDP#SHDUVRQ�FRP

2SPDDN��&ULXV
2PVODJ��6WXGLR�3HDUVRQ��$PVWHUGDP�  
2PVODJLOOXVWUDWLH��(ULN�6FKRSSHQ

9DNLQKRXGHOõNH�EHRRUGHOLQJ��3HWHU�-DQVVHQ��̣̑�/HXYHQ�/LPEXUJ���$QRXN�YDQ�'õN��+RJHVFKRRO�8WUHFKW���0DUWLQH�$QWKXHQLV�
�(UDVPXVKRJHVFKRRO�%UXVVHO��HQ�-XGLWK�9RV��  

Dit boek is gedrukt op een papiersoort die niet met chloorhoudende chemicaliën is gebleekt. Hierdoor is de productie van dit 
boek minder belastend voor het milieu.
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(ULN�6FKRSSHQ�DQG�5XXG�+HõHQJD��

$OO�ULJKWV�UHVHUYHG��1R�SDUW�RI�WKLV�ERRN�PD\�EH�UHSURGXFHG�RU�WUDQVPLWWHG�LQ�DQ\�IRUP�RU�E\�DQ\�PHDQV��HOHFWURQLF�RU�PHFKDQLFDO��LQFOXGLQJ�

SKRWRFRS\LQJ��UHFRUGLQJ�RU�E\�DQ\�LQIRUPDWLRQ�VWRUDJH�UHWULHYDO�V\VWHP��ZLWKRXW�SHUPLVVLRQ�IURP�3HDUVRQ�(GXFDWLRQ��,QF�

 

$OOH�UHFKWHQ�YRRUEHKRXGHQ��1LHWV�XLW�GH]H�XLWJDYH�PDJ�ZRUGHQ�YHUYHHOYRXGLJG��RSJHVODJHQ�LQ�HHQ�JHDXWRPDWLVHHUG�JHJHYHQVEHVWDQG��RI�RSHQ�

EDDU�JHPDDNW��LQ�HQLJH�YRUP�RI�RS�HQLJH�Zõ]H��KHW]õ�HOHNWURQLVFK��PHFKDQLVFK��GRRU�IRWRNRSLH­Q��RSQDPHQ��RI�HQLJH�DQGHUH�PDQLHU��]RQGHU�

YRRUDIJDDQGH�WRHVWHPPLQJ�YDQ�GH�XLWJHYHU�

9RRU�]RYHU�KHW�PDNHQ�YDQ�NRSLH­Q�XLW�GH]H�XLWJDYH�LV�WRHJHVWDDQ�RS�JURQG�YDQ�DUWLNHO���%�$XWHXUVZHW������Mr�KHW�%HVOXLW�YDQ����MXQL�������6W�E��

�����]RDOV�JHZõ]LJG�Eõ�%HVOXLW�YDQ����DXJXVWXV�������6W�E������HQ�DUWLNHO����$XWHXUVZHW�������GLHQW�PHQ�GH�GDDUYRRU�ZHWWHOõN�YHUVFKXOGLJGH�

YHUJRHGLQJHQ�WH�YROGRHQ�DDQ�GH�6WLFKWLQJ�5HSURUHFKW��9RRU�KHW�RYHUQHPHQ�YDQ�JHGHHOWH�Q��XLW�GH]H�XLWJDYH�LQ�EORHPOH]LQJHQ��UHDGHUV�HQ�DQGHUH�

FRPSLODWLH��RI�DQGHUH�ZHUNHQ��DUWLNHO����$XWHXUVZHW��������LQ�ZHONH�YRUP�GDQ�RRN��GLHQW�PHQ�]LFK�WRW�GH�XLWJHYHU�WH�ZHQGHQ�

2QGDQNV� DOOH� DDQ� GH� VDPHQVWHOOLQJ� YDQ� GLW� ERHN� EHVWHGH� ]RUJ� NDQ� QRFK� GH� UHGDFWLH�� QRFK� GH� DXWHXU�� QRFK� GH� XLWJHYHU� DDQVSUDNHOõNKHLG�

DDQYDDUGHQ�YRRU�VFKDGH�GLH�KHW�JHYROJ�LV�YDQ�HQLJH�IRXW�LQ�GH]H�XLWJDYH�

'H�XLWJHYHU�KHHҪ�]LFK�DOOH�PRHLWH�JHWURRVW�GH�UHFKWKHEEHQGHQ�YDQ�GH� LQ�GH]H�XLWJDYH�JHEUXLNWH�DҜHHOGLQJHQ�WH�DFKWHUKDOHQ��=õ�GLH�PHQHQ�

DOVQRJ�UHFKWHQ�WH�NXQQHQ�GRHQ�JHOGHQ�ZRUGW�YHU]RFKW�FRQWDFW�RS�WH�QHPHQ�PHW�GH�XLWJHYHU�
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'LW�ERHN�JDDW�RYHU�PHUNHQ��:DDURP�PHUNHQ�EHODQJUõN�]õQ��ZDW�]H�YRRU�FRQVXPHQWHQ�HQ�
GH�PDDWVFKDSSõ�EHWHNHQHQ�HQ�KRH�PHUNRUJDQLVDWLHV�]H�KHW�EHVWH�NXQQHQ�RQWZLNNHOHQ�HQ�
EHKHUHQ��:H�ZRUGHQ�LQ�RQ]H�VWHHGV�FRPSOH[HU�ZRUGHQGH�ZHUHOG�PHW�VWHHGV�PHHU�NHX]HPR�
JHOõNKHGHQ�JHFRQIURQWHHUG�WHUZõO�ZH�VWHHGV�PLQGHU�WõG�KHEEHQ�RP�WH�NLH]HQ��'DDURP�LV�
HHQ�VWHUN�PHUN�GDW�GH�EHVOXLWYRUPLQJ�YDQ�GH�FRQVXPHQW�YHUHHQYRXGLJW��KHW�ULVLFR�YHUNOHLQW�
HQ�YHUZDFKWLQJHQ�ZHNW��YDQ�VWHHGV�JURWHUH�ZDDUGH��+HW�FUH­UHQ�YDQ�VWHUNH�PHUNHQ�GLH�GH]H�
EHORҪH�QDNRPHQ�HQ�KHW�KDQGKDYHQ�HQ�YHUVWHUNHQ�YDQ�GH�NUDFKW�YDQ�]XONH�PHUNHQ�LQ�GH�ORRS�
YDQ�GH�WõG�LV�GDDURP�HHQ�DEVROXWH�QRRG]DDN�YRRU�KHW�PDQDJHPHQW��,Q�GLW�ERHN�NRPHQ�DOOH�
EHODQJUõNH�NZHVWLHV�Eõ�KHW�SODQQHQ��LPSOHPHQWHUHQ�HQ�HYDOXHUHQ�YDQ�PHUNVWUDWHJLH­Q�DDQ�
ERG�

&RQFXUUHQWHQ�NXQQHQ�YDDN�ZHO�IDEULFDJHSURFHVVHQ�HQ�IDEULHNVRQWZHUSHQ�NRSL­UHQ��PDDU�
KHW�LV�QLHW�]R�HHQYRXGLJ�RP�VWHUN�JHZRUWHOGH�PHQLQJHQ�HQ�RSYDWWLQJHQ�LQ�GH�KRRIGHQ�
YDQ�FRQVXPHQWHQ�WH�UHSURGXFHUHQ��'H�KLQGHUQLVVHQ�HQ�NRVWHQ�YDQ�KHW�LQWURGXFHUHQ�YDQ�
QLHXZH�SURGXFWHQ�OHJW�HFKWHU�PHHU�GUXN�GDQ�RRLW�RS�EHGUõYHQ�RP�KXQ�QLHXZH�SURGXFWHQ�
RS�HHQ�GHVNXQGLJH�PDQLHU�RS�GH�PDUNW�WH�EUHQJHQ�HQ�RP�KXQ�EHVWDDQGH�PHUNHQ�GXXU]DDP�
WH�EHKHUHQ��'DDURP�]LHQ�VWHHGV�PHHU�EHGUõYHQ�HQ�DQGHUH�RUJDQLVDWLHV�LQ�GDW�GH�PHW�KXQ�
SURGXFWHQ�RI�VHUYLFH�JH�DVVRFLHHUGH�PHUNQDPHQ�WRW�KXQ�PHHVW�ZDDUGHYROOH�EH]LWWLQJHQ�
EHKRUHQ�
+RHZHO�PHUNHQ�XLWHUVW�NRVWEDUH�LPPDWHUL­OH�JRHGHUHQ�NXQQHQ�]õQ��EUHQJW�KHW�ERXZHQ�HQ�
EHKHUHQ�YDQ�HHQ�VWHUN�PHUN�EHKRRUOõNH�XLWGDJLQJHQ�PHW�]LFK�PHH��*HOXNNLJ�NDQ�KHW�FRQFHSW�
YDQ�EUDQG�HTXLW\��RIZHO�PHUNPHHUZDDUGH��KHW�EHODQJUõNVWH�RQGHUZHUS�LQ�GLW�ERHN��PHUNHQ�
ERXZHUV�HQ�PDUNHWHHUV�ZDDUGHYROOH�SHUVSHFWLHYHQ�HQ�HHQ�JHPHHQVFKDSSHOõNH�QRHPHU�
DDQUHLNHQ�RP�GH�PRJHOõNH�HҝHFWHQ�HQ�WUDGH�RҝV�YDQ�YHUVFKLOOHQGH�VWUDWHJLH­Q�HQ�WDFWLHNHQ�
YRRU�KXQ�PHUNHQ�WH�LQWHUSUHWHUHQ��=LH�PHUNPHHUZDDUGH�DOV�GH�WRHJHYRHJGH�ZDDUGH�GLH�SXXU�
HQ�DOOHHQ�WRH�WH�VFKUõYHQ�LV�DDQ�KHW�PHUN��

Merkmeerwaardecreatie
,Q�SUDNWLVFK�RS]LFKW�LV�PHUNPHHUZDDUGH�GH�H[WUD�ZDDUGH�GLH�HHQ�PHUNSURGXFW�NUõJW�DOV�HHQ�
JHYROJ�YDQ�HHQ�VWHUNHUH�UHSXWDWLH�HQ�GH�NHQQLV�GLH�PHQ�RYHU�KHW�PHUN�KHHҪ��+LHUGRRU�RQWVWDDW�
HU�HHQ�ɠH]HOVEUXJJHWMHɡ��RRN�ZHO�shortcut�JHQRHPG��LQ�KHW�KRRIG�YDQ�HHQ�FRQVXPHQW��ZDDUGRRU�
GH]H�VQHOOHU�YRRU�KHW�PHUN�NLHVW��(HQ�RQGHUVFKHLGHQG�PHUNSURGXFW�YHUJHPDNNHOõNW�KHW�NHX]H�
SURFHV��0DDU�KHW�NRVW�WõG�HQ�LQYHVWHULQJHQ�RP�GLW�WH�YRRU�HONDDU�WH�NUõJHQ��:DQW�MH�PRHW�KHW�
PHUN�ERXZHQ�HQ�PHUNSURGXFWHQ�RS�GH�PDUNW�EUHQJHQ��+LHUYRRU�PRHW�MH�PHUNFRPPXQLFDWLH�HQ�
DQGHUH�PDUNHWLQJDFWLYLWHLWHQ�RQWZLNNHOHQ�GLH�GH�DDQGDFKW�WUHNNHQ�YDQ�SRWHQWL­OH�JHEUXLNHUV��
'XV�GDDU�EHVWHGHQ�ZH�XLWHUDDUG�DDQGDFKW�DDQ��

'LW�ERHN�ZLO�YRRUDO�YRRU]LHQ�LQ�HHQ�XLWJHEUHLGH�HQ�XS�WR�GDWH�YHUKDQGHOLQJ�YDQ�GH�RQGHU�
ZHUSHQ�PHUNHQ��PHUNPHHUZDDUGH�HQ�VWUDWHJLVFK�PHUNHQPDQDJHPHQW�ɝ�KHW�RQWZHUS�HQ�GH�
LPSOHPHQWDWLH�YDQ�PHUNFRPPXQLFDWLH�HQ�PDUNHWLQJDFWLYLWHLWHQ�RP�PHUNPHHUZDDUGH�RS�WH�
ERXZHQ��WH�PHWHQ�HQ�WH�EHKHUHQ��+HW�ERXZHQ�HQ�EHKHUHQ�YDQ�HHQ�PHUN�PHW�DOV�GRHO�PHUN�
PHHUZDDUGH�RS�WH�ERXZHQ��QRHPHQ�ZH�branding�

(HQ�YDQ�GH�EHODQJUõNH�GRHOVWHOOLQJHQ�YDQ�KHW�ERHN�LV�VWXGHQWHQ��PDQDJHUV�HQ�EHVWXXUGHUV�
WH�YRRU]LHQ�YDQ�FRQFHSWHQ��WKHRULH­Q��PRGHOOHQ�HQ�DQGHUH�LQVWUXPHQWHQ�RP�EHWHUH�PHUN�
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JHUHODWHHUGH�EHVOLVVLQJHQ�WH�NXQQHQ�QHPHQ�HQ�RP�GH�ZLQVWJHYHQGKHLG�YDQ�PHUNVWUDWHJLH­Q�
RS�GH�ODQJH�WHUPõQ�WH�YHUEHWHUHQ��,Q�KHW�Eõ]RQGHU�]XOOHQ�ZH�LQ]LFKW�JHYHQ�LQ�GH�PDQLHU�
ZDDURS�MH�WRHNRPVWEHVWHQGLJ�QHWWR�SRVLWLHYH�PHUNVWUDWHJLH­Q�FUH­HUW�GRRU�PHUNPHHUZDDUGH�
RS�WH�ERXZHQ��WH�PHWHQ�HQ�WH�EHKHUHQ��:H�JHYHQ�KHW�DQWZRRUG�RS�GULH�EHODQJUõNH�YUDJHQ�
��� +RH�NXQQHQ�ZH�PHUNPHHUZDDUGH�FUH­UHQ"
��� +RH�NXQQHQ�ZH�PHUNPHHUZDDUGH�PHWHQ"
��� +RH�NXQQHQ�ZH�PHUNPHHUZDDUGH�FRQVROLGHUHQ�RP�]DNHOõNH�PRJHOõNKHGHQ�WH�YHUJURWHQ"

2Q]H�NõN�RS�GH�]DNHQ�LV�UHOHYDQW�YRRU�HON�VRRUW�RUJDQLVDWLH��SXEOLHN�RI�SDUWLFXOLHU��JURRW�RI�
NOHLQ��HQ�LQ�GH�YRRUEHHOGHQ�NRPHQ�YHUVFKLOOHQGH�LQGXVWULH­Q��RQOLQH�HQ�HFRORJLVFKH�HFRV\V�
WHPHQ�HQ�JHRJUDҦVFKH�ORFDWLHV�DDQ�ERG��2P�RQV�OLFKW�WH�ODWHQ�VFKõQHQ�RS�EUDQGLQJFRQFHSWHQ�
LQ�YHUVFKLOOHQGH�VHWWLQJV��EHVSUHNHQ�ZH�LQ�GLW�ERHN�VSHFLҦHNH�E�E��HQ�E�F�WRHSDVVLQJHQ�YRRU�
LQGXVWUL­OH��KLJKWHFK��RQOLQH��VHUYLFH�HQ��UHWDLO�SURGXFWHQ�

1LHXZH�LQGHOLQJ�PHW�KHW�PHUNPHHUZDDUGHNRPSDV
'H�LQKRXG�YDQ�GLW�ERHN�LV�JHUDQJVFKLNW�YLD�KHW�PHUNPHHUZDDUGHNRPSDV��ZDDUGRRU�LQIRUPDWLH�
ORJLVFKHU�LV�JHUXEULFHHUG�HQ�GDDUGRRU�EHWHU�YLQGEDDU�LV��'RRU�KHW�NRPSDV�ZRUGW�GH�WKHRULH�
RRN�JUDҦVFK�JHSUHVHQWHHUG��9LD�GXLGHOõNH�NOHXUFRGHV��V\PEROHQ�HQ�KHOGHUH�NRSSHQ�NXQ�MH�
QX�PDNNHOõNHU�GRRU�KHW�ERHN�QDYLJHUHQ��:H�EHKDQGHOHQ�LQ�GLW�ERHN�]RZHO�GH�WKHRULH�DOV�GH�
SUDNWõN��+LHUGRRU�LV�GLW�ERHN�QLHW�DOOHHQ�EUXLNEDDU�DOV�QDVODJZHUN�PDDU�RRN�DOV�SUDNWLVFK�
KDQGERHN�YRRU�LHGHUHHQ�GLH�DO�VWUDWHJLVFK�PHW�PHUNHQ�ZHUNW�RI�KLHURYHU�ZLO�OHUHQ���PHW�KHW�
PHUNPHHUZDDUGH�NRPSDV�DOV�URXWHJLGV�

0HHU�IRFXV�RS�YHUWURXZHQ��LPSDFW�HQ�GXXU]DDPKHLG
,Q������ULHS�RQGHU]RHNVEXUHDX�*DUWQHU�PHUNVWUDWHJLH�XLW�WRW�GH�PHHVW�EHODQJUõNVWH�YDDUGLJ�
KHGHQ�YRRU�PDUNHWHHUV��+RH�VWHUNHU�MH�PHUN��KRH�KRJHU�KHW�LQWHUQH�HQ�H[WHUQH�YHUWURXZHQ�LQ�
KHW�PHUN�HQ�KRH�KRJHU�KHW�JHEUXLN�YDQ�GDW�PHUN��,Q������NRQGLJGH�GH�LQWHUQDWLRQDOH�DFFRXQ�
WDQWV��HQ�EHODVWLQJRUJDQLVDWLH�3ULFHZDWHUKRXVH&RRSHUV��3Z&��DDQ�]LFK�PHHU�WH�ZLOOHQ�ULFKWHQ�
RS�(QYLURQPHQWDO��6RFLDO��HQ�*RYHUQDQFH��̡̓̕��DGYLHV�RPGDW�GLW�YRRU�VWHHGV�PHHU�RUJDQLVD�
WLHV�HQ�VWDNHKROGHUV�EHODQJUõNHU�ZRUGW��=H�ZLO�PHW�KDDU�QLHXZH�VWUDWHJLH�LQ�ɠHHQ�ZHUHOG�YDQ�
WHFKQRORJLVFKH�RQWZULFKWLQJ��YHUGHHOGH�JHRSROLWLHN��NOLPDDWYHUDQGHULQJ�HQ�GH�ODQJGXULJH�
JHYROJHQ�YDQ�GH�̝̤̗̑̒����SDQGHPLHɡ�GH�QDGUXN�OHJJHQ�RS�KHW�ERXZHQ�YDQ�YHUWURXZHQ�HQ�KHW�
OHYHUHQ�YDQ�GXXU]DPH�UHVXOWDWHQ�1�=H�VSHHOW�KLHUPHH�LQ�RS�GH�YHUDQGHUHQGH�UHJHOJHYLQJ�RS�
̡̓̕�JHELHG��=R�KHHҪ�GH�(XURSHVH�&RPPLVVLH�LQ�KDDU�ɠ(XURSHDQ�*UHHQ�'HDOɡ�QLHXZH�ULFKWOõQHQ�
DDQJHQRPHQ�RS�KHW�JHELHG�YDQ�ELRGLYHUVLWHLW�HQ�GXXU]DDPKHLG�HQ�ZLO�LQ������NOLPDDWQHXWUDDO�
]õQ��'LW�JDDW�JHYROJHQ�KHEEHQ�YRRU�YHHO�PHUNRUJDQLVDWLHV��KXQ�SURGXFWHQ��KXQ�GLHQVWYHUOH�
QLQJ�HQ�KXQ�PHUNSRUWIROLR��'DDURP�ZLOOHQ�ZH�LQ�GH]H�YõIGH�HGLWLH�KDQGYDWWHQ�JHYHQ�RP�RS�
HHQ�VRFLDOH�HQ�GXXU]DPH�Zõ]H�PHUNPHHUZDDUGH�HQ�YHUWURXZHQ�WH�FUH­UHQ��'DW�EHJLQW�Eõ�HHQ�
VROLGH�HQ�PHQVHOõNH�EDVLV��KHW�ERXZHQ�HQ�EHKHUHQ�YDQ�WRHNRPVWEHVWHQGLJH��EHWURXZEDUH�HQ�
ҦQDQFLHHO�VWHUNH�PHUNHQ�LQ�GXXU]DDP�YHUERQGHQ�ZHUHOG�
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'H�LQKRXG�XLW�GH�YRULJH�HGLWLH�LV�JHUHGLJHHUG�RSJHQRPHQ�LQ�GH]H�XLWJDYH�HQ�YLQGEDDU�YLD�GH�
QLHXZH�LQGHOLQJ�ELQQHQ�KHW�PHUNPHHUZDDUGHNRPSDV��'LW�ZõVW�]LFK�EõQD�YDQ]HOI�Eõ�GH�XLWOHJ�
HUYDQ�LQ�KRRIGVWXN����2RN�ZRUGW�GRRU�KHW�UDDPZHUN�GH�WKHRULH�YLVXHOHU�JHSUHVHQWHHUG��2P�KHW�
ERHN�FRPSDFWHU�WH�ODWHQ�]õQ��KHEEHQ�ZH�WHNVWHQ�ERQGLJHU�JHVFKUHYHQ�HQ�PHHU�RS�VWUDWHJLVFK�
QLYHDX��+LHUGRRU�NXQQHQ�ZH�PHHU�DVSHFWHQ�YDQXLW�GH�NHUQ�EHKDQGHOHQ�HQ�NXQ�MH�DOV�OH]HU�YLD�
KHOGHUH�NRSSHQ��V\PEROHQ�HQ�NOHXUFRGHV�VQHOOHU�GRRU�KHW�ERHN�QDYLJHUHQ��2RN�]õQ�HU�YHHO�
RQOLQH�YHUZõ]LQJHQ�RSJHQRPHQ�QDDU�0\/DE�HQ�RI�YLGHRɡV�

$OV�ZH�RQGHUZHUSHQ�EHVSUHNHQ�ZDDUYRRU�PHHU�GLHSJDQJ�YHUHLVW�LV�GDQ�ZH�LQ�GLW�QDVODJZHUN�
NXQQHQ�ELHGHQ��GDQ�YHUZõ]HQ�ZH�ZDDU�QRGLJ�GRRU�QDDU�DDQYXOOHQGH�EURQQHQ��%HVFKRXZ�GLW�
ERHN�YRRUDO�DOV�HHQ�KDQG]DPH�ZHJZõ]HU�GDW�YHHO�DVSHFWHQ�YDQ�PHUNHQPDQDJHPHQW�SUREHHUW�
WH�EHKDQGHOHQ�RP�]R�HHQ�JRHG�RYHU]LFKW�WH�ELHGHQ��9RRU�RSHUDWLRQHOH�LQYXOOLQJHQ�LV�VSHFLҦHNH�
OLWHUDWXXU�YDDN�XLWJHEUHLGHU��,HWV�ZDW�RQPRJHOõN�DOOHPDDO�RS�WH�QHPHQ�LV�LQ�GH]H�XLWJDYH��+HW�
ERHN�ELHGW�ZDDU�GH�WLWHO�YRRU�VWDDW��(HQ�KHOGHUH�YLVLH�ELHGHQ�RS�VWUDWHJLVFK�PHUNHQPDQDJH�
PHQW��

6WUDWHJLVFK�PHUNHQPDQDJHPHQW�LQ�YõI�GHOHQ
$DQ�GH�KDQG�YDQ�KHW�PHUNPHHUZDDUGHNRPSDV�ELHGHQ�ZH�HHQ�UDDPZHUN�YRRU�KHW�VWUDWHJLVFK�
PDQDJHQ�YDQ�PHUNHQ�HQ�PHUN�PHHU�ZDDUGH��ZDW�GLW�EHWHNHQW�YRRU�PHQVHQ�HQ�RUJDQLVDWLHV��
HQ�ZDW�GH�LPSDFW�YDQ�PHUNHQ�LV�RS�VDPHQOHYLQJ�HQ�PLOLHX��+HW�PHUNPHHUZDDUGHNRPSDV�
JDDW�XLW�YDQ�HHQ�PHUNNHUQ��EHVWDDQGH�XLW�brand equity & trust���5RQGRP�GH]H�NHUQ��GHHO�
���EHYLQGHQ�]LFK�GH�NHQQLVGRPHLQHQ��GH�YLHU�DQGHUH�GHOHQ��GLH�QRGLJ�]õQ�RP�HHQ�NUDFKWLJ�
PHUN�HFRV\VWHHP��WH�ERXZHQ��WH�YHUVWHUNHQ�HQ�WH�EHKHUHQ��,Q�HON�GHHO�SUREHUHQ�ZH�GH�OLQN�WH�
OHJJHQ�PHW�DVSHFWHQ�ZDDUPHH�HHQ�PHUN�RUJDQLVDWLH��KDDU�LPSDFW�NDQ�YHUJURWHQ��LQ�GLW�ERHN�
VSUHNHQ�ZH�YDQ�LPSDFWFDWHJRUL­Q���+LHURQGHU�VWDDQ�GH�YõI�GHOHQ�NRUW�RPVFKUHYHQ�

%UDQG�9DOXH�&UHDWLRQ��GHHO����VWDUW�PHW�HHQ�LQWURGXFWLH�YDQ�ZDW�HHQ�PHUN�QRX�HLJHQOõN�LV�HQ�
ZDW�KDDU�]R�EHWHNHQLV��HQ�ZDDUGHYRO�PDDNW�YRRU�PHQVHQ�HQ�RUJDQLVDWLHV��:H�GRRUORSHQ�GH�
JHVFKLHGHQLV�HQ�GH�WRHNRPVW�YDQ�PHUNHQ�LQ�HHQ�VWHHGV�YHUDQGHUHQGH�ZHUHOG��2RN�EHVSUHNHQ�
ZH�KHW�PHUNPHHUZDDUGHNRPSDV��7HQVORWWH�GXLNHQ�ZH�LQ�GH�PHUNSV\FKRORJLVFKH�DVSHFWHQ�DOV�
�NODQW�OR\DOLWHLW�HQ�GHҦQL­UHQ�ZH�GH�ZDDUGH�YDQ��PHUN�YHUWURXZHQ��,Q�GLW�GHHO�OHJJHQ�ZH�GH�
YHUELQGLQJHQ�QDDU�GH�RPULQJHQGH�NHQQLVGRPHLQHQ�
%UDQG�(TXLW\�0DQDJHPHQW��GHHO����EHKDQGHOG�PHUNRQWZLNNHOLQJ�HQ�brand owner value 
creation�YDQXLW�HFRQRPLVFK�SHUVSHFWLHI��ZDDURQGHU�PHUNPHHUZDDUGH�PHWHQ�HQ�KHW�PHUNHQ�
PDQDJHPHQWSURFHV��=R�NRPHQ�PHUNNHQQLV��PHUNLPDJR�HQ�PHUNDVVRFLDWLHV�DDQ�ERG��+RH�
RQWZLNNHO�MH�GH�PHUNSRVLWLRQHULQJ�RS�EDVLV�YDQ�RYHUHHQNRPVWHQ�HQ�YHUVFKLOOHQ��HQ�GH�PHUN�
EHORҪH��brand promise�"�,Q�GLW�GHHO�OHJJHQ�ZH�GH�OLQN�WXVVHQ�GH�PHUNRUJDQLVDWLH�HQ�KRH�]õ�
ZDDUGH�NDQ�FUH­UHQ�PHW�KHW�MXLVWH�PHUN�SURGXFW�SRUWIROLR�
%UDQG�'HVLJQ�0DQDJHPHQW��GHHO��� IRFXVW�RS�GHVLJQ��SV\FKRORJLH�HQ�PHQVHOõN�JHGUDJ��
'LW�GHHO�JDDW�GLHSHU�LQ�RS�ɠPHUNSHUFHSWLHɡ�HQ�customer value creation��2RN�NõNHQ�ZH�QDDU�
KHW�RQWZLNNHOHQ�HQ�RQWZHUSHQ�YDQ�GH�PHUNLGHQWLWHLW�HQ�EUDQGLQJ��ZDDURQGHU�SDFNDJLQJ��
LQWHUIDFHV��FXVWRPHU�MRXUQH\�HQ�WRXFK�SRLQWV���9HUGHU�NRPHQ�GHVLJQ�WKLQNLQJ��PHUNEHOHYLQJ��
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VWRU\WHOOLQJ�HQ�VHPLRWLHN�DDQ�ERG��,Q�GLW�GHHO�OHJJHQ�GH�OLQN�WXVVHQ�KHW�PHUN��KHW�GHVLJQ�YDQ�
SURGXFWHQ�HQ�GLHQVWHQ��HQ�KRH�JHEUXLNHUV�KLHURS�UHDJHUHQ�HQ�GH]H�JHEUXLNHQ�
%UDQG�5HODWLRQ�0DQDJHPHQW��GHHO����ULFKW�]LFK�RS�KRH�GH�PHUNRUJDQLVDWLH�VRFLDDO�HQ�HFRQR�
PLVFK�LQ�YHUELQGLQJ�EOõҪ�PHW�KDDU�VWDNHKROGHUV��0HW�JRHG�UHODWLHEHKHHU ERXZ�MH�HQ�RQGHU�
KRXG�MH��RQOLQH��GXXU]DPH�NODQWUHODWLHV�GLH�YHUGHU�JDDQ�GDQ�HQNHO�WUDQVDFWLRQHOH�UHODWLHV��
PDDU�RRN�OHLGHQ�WRW��E�E�HQ�E�F��SDUWQHUVFKDSSHQ�HQ�FR�FUHDWLH�YLD�PHUNLQWHUDFWLH��collabora-
tive value creation)��,Q�GLW�GHHO�OHJJHQ�ZH�GH�OLQN�WXVVHQ�GH�PHQV�HQ�KDDU�SOHN�LQ�GH�I\VLHNH�HQ�
GLJLWDOH�ZHUHOG��
%UDQG�5HSXWDWLRQ�0DQDJHPHQW��GHHO����GUDDLW�RP�public value creation��KHW�EH±QYORHGHQ�
HQ�EHKHUHQ�ZDW�HQ�KRH�HHQ�LQGLYLGX�RI�HHQ�JURHS�GHQNW�RYHU�HHQ�PHUN�RUJDQLVDWLH���:H�NõNHQ�
QDDU�GH�JHGHHOGH�ZDDUGHQ��shared values��HQ�KHW�ɠPDDWVFKDSSHOõNɡ�JHGUDJ�HQ�LPDJR�YDQ�
GH�PHUN�RUJDQLVDWLH��PDDU�RRN�QDDU�GXXU]DDPKHLGVFRPPXQLFDWLH��sustainability branding��
DDQJH]LHQ�GLW�YRRU�PHUNUHSXWDWLH�VWHHGV�EHODQJUõNHU�ZRUGW��,Q�GLW�GHHO�OHJJHQ�ZH�GH�OLQN�
WXVVHQ�GH�SODQHHW�HQ�GH�LPSDFW�GLH�GH�PHUNRUJDQLVDWLH�KLHURS�KHHҪ�

2P�KHW�ERHN�HHQ�EUHHG�HQ�FRPSOHHW��PDDU�RRN�HHQ�RYHU]LFKWHOõN�QDVODJZHUN�WH�PDNHQ�GDW�
PLQGHU�VQHO�YHURXGHUW��KHEEHQ�ZH�EHVORWHQ�GH�YHUGLHSLQJHQ�HQ�FDVX±VWLHN�JURWHQGHHOV�GLJLWDDO�
WH�GRHQ�RS�0\/DE��+LHUGRRU�]õQ�PDNNHOõNHU�XSGDWHV�PRJHOõN��,Q�KHW�ERHN�ZRUGHQ�XLWHUDDUG�
YRRUEHHOGHQ�JHEUXLNW��PDDU�XLWJHEUHLGHUH�PHUNFDVHV�YLQG�MH�RRN�RQOLQH��(ON�KRRIGVWXN�NUõJW�
PHW�3HDUVRQ�0\/DE�HHQ�OHHURPJHYLQJ�PHW�GDDULQ�GH�FDVHV��YLGHRɡV��WHPSODWHV��PRGHOOHQ�HQ�
DQGHUH�GLJLWDOH�EURQQHQ��'H�PRGHOOHQ�LQ�KHW�ERHN��ZDDURQGHU�KHW�PHUNPHHUZDDUGHNRPSDV��
]õQ�WH�GRZQORDGHQ�YRRU�OHVPDWHULDDO�HQ�SUHVHQWDWLHV�

'LW�ERHN�LV�HHQ�K\EULGH�XLWJDYH�ɝ�HHQ�LQQRYDWLHYH�FRPELQDWLH�YDQ�I\VLHN�HQ�GLJLWDDO��'H�YHUGLH�
SLQJHQ�]õQ�JURWHQGHHOV�GLJLWDDO��LQ�YHUEDQG�PHW�GH�DFWXDOLWHLW��HQ�QX�HHQYRXGLJ�HQ�VQHO�GRRU�
WH�OH]HQ�LQ�3HDUVRQ�0\/DE��GRRU�KHW�VFDQQHQ�YDQ�HHQ�̟̠�FRGH�RSHQW�KHW�DUWLNHO�PHWHHQ��2RN�
YLGHRPDWHULDDO�LV�QX�WH�EHNõNHQ�YLD�̟̠�FRGHV��'H]H�YLGHRɡV�]õQ�PHW�]RUJ�JHVHOHFWHHUG��+HODDV�
NDQ�KHW�LQ�HHQ�HQNHO�JHYDO�YRRUNRPHQ�GDW�SDUWQHUV�GH�YLGHRɡV�QD�YHUORRS�YDQ�WõG�YHUZõ�
GHUHQ��,Q�GDW�JHYDO�]DO�3HDUVRQ�LQ�GH�0\/DE�RPJHYLQJ�YDQ�GLW�ERHN�HHQ�YHUYDQJHQGH�YLGHR�
DDQELHGHQ� 
7RW�VORW�LV�RңLQH�WRHJDQJ�WRW�0\/DE�PRJHOõN�YLD�GH�/HDUQLQJ3ODFH�DSS�YDQ�3HDUVRQ��

9RRU�ZLH�LV�GLW�ERHN�EHGRHOG"
• 6WXGHQWHQ�ELQQHQ�KHW�KRJHU�RQGHUZõV�
• 0DQDJHUV�HQ�DQDOLVWHQ�GLH�]LFK�EH]LJKRXGHQ�PHW�GH�HҝHFWHQ�YDQ�GDJHOõNVH�EHVOLVVLQJHQ�

RS�KHW�JHELHG�YDQ�PHUNXLWLQJHQ�
• 6HQLRU�EHOHLGVDGYLVHXUV��EHVWXXUGHUV�HQ�PHUNVWUDWHJHQ�GLH�EHODVW�]õQ�PHW�GH�NUDFKW�YDQ�

KXQ�PHUN�HQ�KXQ��SURGXFW�HQ�GLHQVWHQ��PHUNSRUWIROLRɡV�
• $OOH�PHUNHQERXZHUV��GHVLJQHUV�HQ�PDUNHWHHUV�PHW�EHODQJVWHOOLQJ�YRRU�QLHXZH�LGHH­Q�PHW�

EHWUHNNLQJ�WRW�PHUNVWUDWHJLH­Q�

6XSSOHPHQWDLU�PDWHULDDO��FDVX±VWLHN�
6WUDWHJLVFK�PHUNHQPDQDJHPHQW�JDDW�YHUJH]HOG�YDQ�HHQ�0\/DE��HHQ�GLJLWDOH�OHHURPJHYLQJ�
ZDDU�VWXGHQWHQ�YHUGLHSLQJVPDWHULDDO�HQ�FDVHV�NXQQHQ�YLQGHQ��HQ�ZDDU�DOOH�PRGHOOHQ�HQ�
DQGHUH�ҦJXUHQ�XLW�KHW�ERHN�RYHU]LFKWHOõN�WH�UDDGSOHJHQ�]õQ��9RRU�GRFHQWHQ�]õQ�HU�RQGHU�
DQGHUH�RSHQ�WHQWDPHQYUDJHQ��GLVFXVVLHYUDJHQ�HQ�ZRUNVKRSV�EHVFKLNEDDU�

2P�DFWXHOH�XSGDWHV�HQ�RQOLQH�YHUZõ]LQJHQ�PRJHOõN�WH�PDNHQ�KHEEHQ�ZH�EHVORWHQ�RP�GH�
FDVX±VWLHN�PHHU�GLJLWDDO�WH�GRHQ��(ON�KRRIGVWXN�NUõJW�PHW�0\/DE�HHQ�OHHURPJHYLQJ�PHW�GDDULQ�
GH�FDVHV�HQ�DQGHUH�GLJLWDOH�EURQQHQ��,Q�KHW�ERHN�ZRUGHQ�XLWHUDDUG�YRRUEHHOGHQ�HQ�NRUWH�FDVHV�
JHEUXLNW��PDDU�XLWJHEUHLGH�FDVX±VWLHN�YLQG�MH�LQ�0\/DE�

2S�GH�ZHEVLWH�ZZZ�VWUDWHJLVFKPHUNHQPDQDJHPHQW�QO�NXQ�MH�EõEHKRUHQG��VWXGLH�PDWH�
ULDDO�YHUNUõJHQ��ZDDURQGHU��GLJLWDOH��SRVWHUV�YDQ�KHW�PHUNPHHUZDDUGHNRPSDV�DOV�LQIRJUDSKLF�
PHW�XLWOHJ��
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̇�̃ �̄� 7õGOõQ�YDQ�GH�PHUN�PHHU�ZDDUGH ��������������̉̅
̇�̃ �̅ � 'H�HHUVWH�EUDQG�HTXLW\�GHѷQLWLHV ���������������̉̇
̇�̃ �̆� 6WXULQJVPHFKDQLVPH�PHW�KHW�NRPSDV� 

YDQXLW�KHW�FHQWUXP ������������������������������������̊̂
̇�̄� (FRQRPLVFKH�PHUN�PHHU�ZDDUGH�PHWHQ������ ̊̃
̇�̄�̃ � )LQDQFL­OH�DFKWHUJURQGHQ ��������������������������̊̆
̇�̄�̄� 'H�LQWHUQDWLRQDOH�SUDNWõN ��������������������������̊̈
̇�̄�̅ � -XULGLVFK�ɞ�LQWHOOHFWXHHO�HLJHQGRPVUHFKW ����̊̉
̇�̄�̆� (YHQZLFKW�YDQ�PDWHUL­OH�HQ�LPPDWHUL­OH�

WRHJHYRHJGH�ZDDUGH ���������������������������������̊̊
̇�̅ � 'H�ZHHUEDUVWLJH�SUDNWõN�YDQ�GH�ѸQDQFL­OH�

YRRUVSHOOLQJHQ�������������������������������������������̊̊
̇�̅ �̃ � +LVWRULVFKH�SHUVSHFWLHYHQ �������������������������̊̋
̇�̅ �̄� 'ULH�UHNHQPHWKRGHV�YRRU�EHSDOHQ�YDQ�

PHUNZDDUGH ����������������������������������������������̋̂
̇�̅ �̅ � 'H�ɡEUDQG�VSHFLѷFɢ�KROLVWLVFKH�PHWKRGHQ ���̋̃
̇�̅ �̆� 3URMHFWLH�YDQ�WRHNRPVWLJH�RSEUHQJVWHQ ������̋̄
̇�̅ �̇� 0HUNZDDUGHULQJ�EOõѺ�VXEMHFWLHI ����������������̋̄
̇�̅ �̈� ,QWHUEUDQG �������������������������������������������������̋̄
̇�̆� 'H�]RHNWRFKW�QDDU�GH�SHUIHFWH�RSORVVLQJ���� ̋̅

̧̧̠̞̜̫̬̭̣�̈�  
̜̝�̥̝̦̬̙̤̝�̯̙̙̪̜̝�̮̙̦�̝̝̦�̥̝̪̣�̮̝̪̣̤̙̙̪̜�
̡̮̙̦̭̬�̠̝̬�̛̝̚̚�̧̥̜̝̤���������������������������������̋̇
̈�̃� .ODQWJHULFKWH�PHUNPHHUZDDUGH��FXVWRPHU�

EDVHG�EUDQG�HTXLW\������������������������������������ ̋̇
̈�̃ �̃ � $WWLWXGH�JDDW�YRRUDI�DDQ�JHGUDJ �����������������̋̈
̈�̃ �̄� ,QJUHGL­QWHQ ���������������������������������������������̋̊
̈�̄� 0HUNPHHUZDDUGH�DOV�EUXJ��������������������������̋̊
̈�̅ � (HQ�VWHUN�PHUN�PDNHQ��PHUNNHQQLV������������̋̋
̈�̆� %URQQHQ�YDQ�PHQWDOH�PHUNPHHUZDDUGH���� ̃̂̂
̈�̆�̃ � 0HUNEHNHQGKHLG �������������������������������������̃̂̂
̈�̆�̄� 0HUNLPDJR�HQ��UHSXWDWLH �������������������������̃̂̃

̈�̇� (HQ�VWHUN�PHUN�ERXZHQ�LQ�YLHU�VWDSSHQ����� ̃̂̆
̈�̇�̃ � 0HUNVDLOODQWLH �����������������������������������������̃̂̇
̈�̇�̄� 0HUNSUHVWDWLH �����������������������������������������̃̂̈
̈�̇�̅ � 0HUNEHHOGYRUPLQJ ���������������������������������� ̃̃̃
̈�̇�̆� 0HUNRRUGHOHQ ������������������������������������������̃̃̅
̈�̇�̇� 0HUNJHYRHOHQV ���������������������������������������̃̃̆
̈�̇�̈� 0HUNUHVRQDQWLH ���������������������������������������̃̃̇
̈�̇�̉� 6DPHQYDWWLQJ�YDQ�KHW�̛̝̚̚�PRGHO �����������̃̃̈
̈�̈� ,PSOLFDWLHV�YDQ�KHW�ERXZHQ�YDQ�PHUNHQ��� ̃̃̊
̈�̉� 'H�PDUNHWLQJYRRUGHOHQ�YDQ�VWHUNH��

PHUNHQ����������������������������������������������������� ̃̄̂
̈� �̉̃ � 0HHU�OR\DOLWHLW�HQ�PLQGHU�JHYRHOLJ� 

YRRU�FRPSHWLWLHYH�PDUNHWLQJDFWLHV� 
HQ�FULVLVVHQ ���������������������������������������������̃̄̂

̈�̊� :DW�PDDNW�HHQ�PHUN�VWHUN"����������������������� ̃̄̄

̧̧̠̞̜̫̬̭̣�̉�  
̡̥̝̪̣̫̬̪̙̬̝̟̝̦̀�̧̨̫̬̝̤̤̝̦�	�
̥̝̪̣̯̙̙̪̜̝̣̝̬̝̦��������������������������������������̃̄̅
�̉̃� 6WUDWHJLVFK�PHUNHQPDQDJHPHQWSURFHV���� ̃̄̅
�̉̃ �̃ � 0HUNSRVLWLRQHULQJ�LGHQWLѷFHUHQ� 

HQ�EHSDOHQ ����������������������������������������������̃̄̆
�̉̃ �̄� 0HUNPDUNHWLQJSURJUDPPDɢV�SODQQHQ�HQ�

LPSOHPHQWHUHQ ����������������������������������������̃̄̆
�̉̃ �̅ � 0HWHQ�HQ�LQWHUSUHWHUHQ�YDQ� 

PHUNSUHVWDWLHV ����������������������������������������̃̄̇
�̉̃ �̆� 0HUNPHHUZDDUGH�RQWZLNNHOHQ� 

HQ�KDQGKDYHQ �����������������������������������������̃̄̈
�̉̄� 0HUNPHHUZDDUGH�PHWHQ��������������������������� ̃̄̉
�̉̅ � 5HVXOWDWHQ�YDQ�PHUNPHHUZDDUGH�PHWHQ��� ̃̄̋
�̉̅ �̃ � 9HUJHOõNHQGH�PHWKRGHQ� �������������������������̃̄̋
�̉̅ �̄� +ROLVWLVFKH�PHWKRGHQ� �����������������������������̃̅̅
�̉̅ �̅ � 0HUNZDDUGHULQJ ��������������������������������������̃̅̆
�̉̅ �̆� :DDUGHEHSDOLQJHQ�YRRU�EUDQG�HTXLW\� 

ɞ�HHQ�RYHU]LFKW ����������������������������������������̃̅̇
�̉̅ �̇� 0HHWZDDUGHQ�YRRU�HLJHQ�RQGHU]RHN ���������̃̅̉
�̉̆� 0HUNDXGLWV����������������������������������������������� ̃̅̊
�̉̆�̃ � 0HUNLQYHQWDULVDWLH ����������������������������������̃̅̊
�̉̆�̄� 0HUNYHUNHQQLQJ ��������������������������������������̃̅̋
�̉̇� (HQ�PHUNPHHUZDDUGH�YROJ��HQ�

PDQDJHPHQWV\VWHHP�RQWZHUSHQ�ELQQHQ��
HHQ�PHUNZDDUGHNHWHQ������������������������������ ̃̆̂

�̉̇�̃ � :DDUGHIDVHQ�HQ�NZDOLWHLW�YDQ�PHUN�� 
DFWLYDWLH�HQ�PDUNHWLQJSURJUDPPDɢV ���������̃̆̄

�̉̇�̄� 0DUNWSUHVWDWLH ����������������������������������������̃̆̅
�̉̇�̅ � 'H�IDFWRU�LQYHVWHHUGHUVHQWLPHQW ��������������̃̆̅
�̉̇�̆� $DQGHHOKRXGHUVZDDUGH ���������������������������̃̆̆
�̉̈� 0HUNYROJVWXGLH����������������������������������������̃̆̆
�̉̉� (HQ�PDQDJHPHQWV\VWHHP�YRRU�

PHUNPHHUZDDUGH�RQWZHUSHQ�������������������� ̃̆̇
�̉ �̉̃ � +HW�KDQGYHVW�PHUNPHHUZDDUGH ���������������̃̆̈
�̉ �̉̄� +HW�UDSSRUW�PHUNPHHUZDDUGH ������������������̃̆̈
�̉ �̉̅ � 0HUNPHHUZDDUGH�YHUDQWZRRUGHOõNKHGHQ ̃̆̉
�̉ �̉̆� 2UJDQLVDWRULVFK�RQWZHUS�HQ�VWUXFWXXU ������̃̆̊
�̉̊� ̄̚̚�PHUNVWUDWHJLH­Q������������������������������� ̃̆̋
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�̉̊�̃ � ,Q]LFKW�LQ�ĒE�EUDQGLQJ�YRRU�PNE�HQ�
LQGXVWUL­OH�RQGHUQHPLQJHQ�DOV�̙̫̥̤  
RI�̜̫̥  ���������������������������������������������������̃̆̋

�̉̊�̄� 6WDUW�XS�HQ�VFDOH�XS�PHUNVWUDWHJLH­Q ������̃̇̃
�̉̊�̅ � 5HWDLOPHUNVWUDWHJLH­Q �����������������������������̃̇̄
�̉̊�̆� 'LHQVWHQPHUNVWUDWHJLH­Q ������������������������̃̇̅

̧̧̠̞̜̫̬̭̣�̊�  
̨̧̡̡̧̡̥̝̪̣̫̬̦̝̪̦̟�	�̡̛̛̙̪̠̬̝̬̭̭̪���������� ̃̇̇
̊�̃� 0HUNSRVLWLRQHULQJVVWUDWHJLH�������������������� ̃̇̇
̊�̃ �̃ � 3RVLWLRQHUHQ�GUDDLW�RP�NHQPHUNHQ�

EHQDGUXNNHQ �������������������������������������������̃̇̈
̊�̃ �̄� 0HUNZDDUGHQ�YHUVXV�SURGXFWZDDUGHQ ������̃̇̊
̊�̄� 2QGHUVFKHLGHQGH�SRVLWLRQHULQJHQ�

RQWZLNNHOHQ��������������������������������������������� ̃̈̂
̊�̄�̃ � 3RVLWLRQHUHQ�PHW�YHUVFKLO�HQ�RYHUHHQ� 

NRPVW��̨̧̜ & ̨̧̨� ����������������������������������̃̈̅
̊�̄�̄� 5LFKWOõQHQ�YRRU�SRVLWLRQHULQJ ������������������̃̈̇
̊�̄�̅ � .HUQ�PHUNDVVRFLDWLHV ������������������������������̃̉̂
̊�̄�̆� 0HUNPDQWUD ��������������������������������������������̃̉̃
̊�̄�̇� 3RVLWLRQHUHQ�RS�PHQVHOõNH�HQ�GXXU]DPH�

ZDDUGHQ ��������������������������������������������������̃̉̄
̊�̄�̈� 0HUNVXSHULRULWHLW�GRRU�VWHUNH�DVVRFLDWLHV ̃̉̆
̊�̄�̉� 3ULPDLUH�HQ�VHFXQGDLUH�PHUNDVVRFLDWLHV ��̃̉̈
̊�̅ � 0HUNDUFKLWHFWXXU�������������������������������������� ̃̉̊
̊�̅ �̃ � 0HUNDUFKLWHFWXXUPRGHO ���������������������������̃̉̋
̊�̅ �̄� %UHHGWH�YDQ�HHQ�PHUNDUFKLWHFWXXU ������������̃̊̆
̊�̅ �̅ � 'LHSWH�YDQ�HHQ�PHUNDUFKLWHFWXXU ��������������̃̊̇
̊�̅ �̆� 0HUNSRUWIROLRVWUDWHJLH ����������������������������̃̊̈
̊�̅ �̇� 0HUNKL­UDUFKLH ����������������������������������������̃̊̋
̊�̅ �̈� 2SERXZHQ�YDQ�PHHUZDDUGH�RS�YHUVFKLO� 

OHQGH�KL­UDUFKLHQLYHDXV ��������������������������̃̋̄
̊�̅ �̉� (HQ�PHUNKL­UDUFKLHVWUDWHJLH�RSVWHOOHQ �����̃̋̇
̊�̆� 1LHXZH�SURGXFWHQ�HQ�PHUNXLWEUHLGLQJ������ ̃̋̊
̊�̆�̃ � 3URGXFW�HQ�FDWHJRULH�XLWEUHLGLQJHQ ����������̃̋̊
̊�̆�̄� 9RRUGHOHQ�YDQ�XLWEUHLGLQJ ������������������������̄̂̂
̊�̆�̅ � 1DGHOHQ�YDQ�XLWEUHLGLQJ ���������������������������̄̂̅
̊�̆�̆� +RH�NODQWHQ�PHUNXLWEUHLGLQJ�EHRRUGHOHQ ��̄̂̇
̊�̆�̇� 0RJHOõNKHGHQ�YRRU�PHUNXLWEUHLGLQJ�

EHRRUGHOHQ ���������������������������������������������̄̂̊
̊�̇� 0HUNHQ�EHKHUHQ�HQ�YHUVWHUNHQ�RS�WHUPõQ�̄ ̂̋
̊�̇�̃ � 0HUNYHUVWHUNLQJ�GRRU�FRQVLVWHQWLH �����������̄̂̋
̊�̇�̄� 0HUNYHUVWHUNLQJ�YDQXLW�HHQ�YHUGHGLJLQJ ���̄̃̂
̊�̇�̅ � 0HUNYHUVWHUNLQJ�YDQXLW�NHUQ�PHUN�

DVVRFLDWLHV ���������������������������������������������̄̃̃
̊�̇�̆� 0HUNYHUVWHUNLQJ�YDQXLW�PHUNUHYLWDOLVDWLH �̄̃̄
̊�̇�̇� 0HUNPLJUDWLHVWUDWHJLH­Q �������������������������̄̃̇

̜̝̝̤�̅�  
̪̙̦̜̚�̡̜̝̫̟̦�̥̙̦̙̟̝̥̝̦̬��������������� ̄̃̉

̧̧̠̞̜̫̬̭̣�̋�  
̠̝̬�̧̮̪̥̟̝̮̝̦�̝̦�̧̭̯̝̦̚�̮̙̦�̥̝̪̣̝̦������̄̃̋
̋�̃� 0HUNEDUH�ZDDUGH������������������������������������� ̄̃̋
̋�̃ �̃ � 0HUNSHUFHSWLH �����������������������������������������̄̄̃

̋�̃ �̄� 9RRURQGHUVWHOOLQJHQ��ELDVHV� �������������������̄̄̆
̋�̃ �̅ � +HXULVWLHNHQ��JHVWDOWSULQFLSHV� ����������������̄̄̋
̋�̄� +HW�PDQDJHQ�YDQ�RQWZHUSSURFHVVHQ�������� ̄̅̃
̋�̄�̃ � +HW�PDQDJHQ�YDQ�PHUNLGHQWLWHLW ��������������̄̅̇
̋�̄�̄� 2QWZHUSGHQNHQ��GHVLJQ�WKLQNLQJ� ������������̄̅̉
̋�̄�̅ � 6WUDWHJLVFK�RQWZHUSGHQNHQ ���������������������̄̅̋
̋�̄�̆� ɡ'HVLJQ�WKLQNLQJɢ�F\FOXV ��������������������������̄̆̂
̋�̅ � 0HUNLGHQWLWHLW�RQWZLNNHOHQ�	�LQ]HWWHQ������̄̆̆
̋�̅ �̃ � 'HѷQLWLHV ������������������������������������������������̄̆̆
̋�̅ �̄� +HW�RQWZLNNHOHQ�YDQ�HHQ�PHUNLGHQWLWHLW ���̄̆̇
̋�̅ �̅ � :H�]RHNHQ�KHW�OLHIVW�QDDU�ZDW�RQV��VDPHQ��

SDVW ��������������������������������������������������������̄̆̈
̋�̅ �̆� (HUOõNH�VRFLDOH�HQ�GXXU]DPH�PLVVLH�ZHNW�

PHHU�YHUWURXZHQ �������������������������������������̄̆̈

̧̧̠̞̜̫̬̭̣�̃̂�  
̡̞̱̫̝̣̝�̝̦�̥̝̦̬̙̤̝�̡̡̡̜̝̦̬̬̝̬���������������������̄̆̉
̃̂�̃� 0HUNVDLOODQWLH������������������������������������������ ̄̆̉
̃̂�̄� 0HUNFRPSHWHQWLH�ZDDUPDNHQ�YDQXLW�MH�

LGHQWLWHLW�������������������������������������������������� ̄̆̋
̃̂�̅ � 0HUNEHORѻH�UHDOLVHUHQ����������������������������� ̄̇̃
̃̂�̆� 6HFXQGDLUH�DVVRFLDWLHV�EHQXWWHQ�������������� ̄̇̄
̃̂�̇� 0HW�GH�PHUNLGHQWLWHLW�HHQ�SRVLWLH��

LQQHPHQ��������������������������������������������������� ̄̇̆
̃̂�̈� &R�EUDQGLQJ��������������������������������������������� ̄̇̈
̃̂�̉� ,QJUHGL­QWEUDQGLQJ��,QEUDQGLQJ��������������� ̄̇̉
̃̂�̊� &DXVH�PDUNHWLQJ�������������������������������������� ̄̇̋
̃̂�̋� &HOHEULW\�HQGRUVHPHQW�	�WHVWLPRQLDOV������ ̄̇̋
̃̂�̃̂� ,QIOXHQFHUV����������������������������������������������� ̄̈̃

̧̧̠̞̜̫̬̭̣�̃̃�  
̧̨̥̝̪̣̦̬̯̝̪�̥ ̙̦̙̟̝̥̝̦̬�	�
̧̡̡̛̛̥̝̪̣̥̥̭̦̙̬̝�������������������������������������̄̈̇
̃̃�̃� 3URGXFWGHVLJQPDQDJHPHQW��GH�VWUDWH��

JLVFKH�UHODWLH�WXVVHQ�PHUN��PDUNHWLQJ�HQ�
YRUPJHYLQJ���������������������������������������������� ̄̈̇

̃̃�̄� 'HVLJQ�YDQ�PDUNHWLQJHOHPHQWHQ�������������� ̄̈̉
̃̃�̅ � 6WRU\WHOOLQJ�YRRU�PHUNHQ��������������������������̄̈̋
̃̃�̆� 0\WKLVFKH�YHUKDOHQ���������������������������������� ̄̉̃
̃̃�̆�̃ � 9HUWHOOHQ�LQ�PHWDIRUHQ �����������������������������̄̉̃
̃̃�̆�̄� 7KH�KHURɢV�MRXUQH\�YDQ�-RVHSK�&DPSEHOO ���̄̉̄
̃̃�̆�̅ � 'H�+ROO\ZRRG�UHFHSWXXU ��������������������������̄̉̅
̃̃�̇� 6WRU\WHOOLQJ�DOV�LQVWUXPHQW�YRRU�PHUN�

FRPPXQLFDWLH�	�PDUNHWLQJSURJUDPPDɢV��� ̄̉̆
̃̃�̇�̃ � 6WRU\WHOOLQJ�WRHJHSDVW�ULFKWLQJ�ɡLQWHUQDO�

EUDQGLQJɢ ������������������������������������������������̄̉̆
̃̃�̇�̄� 'H�SRSXODULWHLW�YDQ�VWRU\WHOOLQJ� 

ɡLQ�PDUNHWLQJɢ ������������������������������������������̄̉̇
̃̃�̇�̅ � &RQVXPHQWHQYHUKDOHQ�RYHU�PHUNHQ����������̄̉̈
̃̃�̈� 6HPLRWLHN�ʥ�GH�WDDO�YDQ�WHNHQV��

HQ�V\PEROHQ��������������������������������������������� ̄̉̉
̃̃�̈�̃ � 7HNHQV��QDPHQ�HQ�PHUNHQ� �����������������������̄̉̉
̃̃�̈�̄� %UDQGLQJ�DOV�ZHWHQVFKDS" �����������������������̄̉̊
̃̃�̉� 0HUNFRPPXQLFDWLH��PHUN�DOV�

LGHQWLWHLWVGUDJHU�������������������������������������� ̄̉̊



̡̧̡̡̡̦̠̭̜̮

̃̃�̊� 0HUNHOHPHQWHQ�NLH]HQ�RP�PHUNPHHU��
ZDDUGH�RS�WH�ERXZHQ�������������������������������� ̄̊̃

̃̃�̊�̃ � &ULWHULD�YRRU�PHUNHOHPHQWHQ ��������������������̄̊̃
̃̃�̊�̄� .HX]HPRJHOõNKHGHQ�HQ�WDFWLHNHQ�YRRU�

PHUNHOHPHQWHQ ���������������������������������������̄̊̅
̃̃�̋� +HW�RQWZLNNHOHQ�YDQ�PHUNQDPHQ��

ORJRɢV��WDJOLQHV��VRXQGV�HQ��GXXU]DPH��
YHUSDNNLQJHQ�������������������������������������������̄̊̅

̃̃�̋�̃ � 'H�PHUNQDDP�PRHW�EõGUDJHQ�DDQ�
EHNHQGKHLG�HQ�SRVLWLRQHULQJ �������������������̄̊̅

̃̃�̋�̄� 0HUNQDDPRQWZLNNHOLQJ��GLYHUJHUHQ�
FRQYHUJHUHQ ��������������������������������������������̄̊̆

̃̃�̋�̅ � 'RPHLQQDDP�HQ�NHX]H�YDQ�GH�
GRPHLQH[WHQVLH���������������������������������������̄̊̇

̧̧̠̞̜̫̬̭̣�̃̄�  
̧̪̦̦̝̦̚�̮̙̦�̥̝̪̣̥̝̝̪̯̙̙̪̜̝�̧̧̧̜̪̟̪̦̜̝̦�
̝̦�̥̝̬̝̦�����������������������������������������������������̄̊̉
̃̄�̃� +HW�LUUDWLRQHOH�EUHLQ���������������������������������̄̊̊
̃̄�̃ �̃ � 0HHU�DDQGDFKW�YRRU�KHW�NRUWGHQNHQGH� 

EUHLQ�HQ�KHW�ɡVOLPPH�RQEHZXVWHɢ ��������������̄̊̊
̃̄�̃ �̄� +HW�PRGHUQH�RQEHZXVWH� �������������������������̄̊̊
̃̄�̄� +HW�PHQVHOõNH�PHUN��������������������������������� ̄̋̃
̃̄�̄�̃ � +HW�PHUN�PHW�HHQ�PHQVHOõNH� 

SHUVRRQOõNKHLG ���������������������������������������̄̋̃
̃̄�̄�̄� +HW�]HOIFRQFHSW ���������������������������������������̄̋̅
̃̄�̄�̅ � 0HUNSHUVRRQOõNKHLG�HQ�VWUDWHJLVFK�

PHUNPDQDJHPHQW �����������������������������������̄̋̆
̃̄�̄�̆� 'H�URO�YDQ�PHUNSHUVRQDOLWHLW�ɞ�LGHQWLWHLW� 

RS�EDVLV�YDQ�]HOѱHHOG�HQ�JHGUDJ �������������̄̋̈
̃̄�̄�̇� 3URMHFWLH�YDQ�HHQ�SHUVRRQOõNKHLG�ʥ�

LPDJRWUDQVIHU �����������������������������������������̄̋̈
̃̄�̅ � 3HUVRRQOõNKHLGVNHQPHUNHQ���������������������̄̋̋
̃̄�̅ �̃ � ,QWURYHUWH�HQ�H[WUDYHUWH�PHUNHQ ���������������̄̋̋
̃̄�̅ �̄� 7KH�%LJ�)LYH�SHUVRRQOõNKHLGVNHQPHUNHQ� ̅̂̃
̃̄�̅ �̅ � 'H�YLHU�SHUVRRQOõNKHLGVFOXVWHUV� �������������̅̂̄
̃̄�̅ �̆� 0HHWLQVWUXPHQW�YRRU�PHUNSRVLWLRQHULQJ ��̅̂̇
̃̄�̆� 0HUNSHUVRRQOõNKHLG��������������������������������̅̂̈
̃̄�̇� 0HUNSHUVRRQOõNKHLG�PHWHQ��������������������� ̅̂̉
̃̄�̇�̃ � 2QWZLNNHO��HQ�PHHWPHWKRGHQ ������������������̅̂̊
̃̄�̇�̄� 'H�%LJ�)LYH�YDQ�PHUNSHUVRRQOõNKHLG�YDQ�

-HQQLIHU�$DNHU ������������������������������������������̅̃̂
̃̄�̈� 'H�PHUNDUFKHW\SHQEHQDGHULQJ���������������� ̅̃̄
̃̄�̈�̃ � +HW�LGHH�YDQ�PHUNDUFKHW\SHQ�������������������̅̃̄
̃̄�̈�̄� 'H�WKHRULH�DFKWHU�GH�PHUNDUFKHW\SHQ �������̅̃̆
̃̄�̈�̅ � 'H�WZDDOI�DUFKHW\SLVFKH�PHUNSHUVRRQOõN�

KHGHQ�YROJHQV�3HDUVRQ�HQ�0DUN ���������������̅̃̇
̃̄�̈�̆� $UFKHW\SLVFK�SRVLWLRQHUHQ �����������������������̅̃̈
̃̄�̈�̇� 0HHU�FRQFUHWH�WRHSDVVLQJHQ�PHW�

PHUNDUFKHW\SHQ ��������������������������������������̅̃̊
̃̄�̈�̈� $UFKHW\SH�RQGHU]RHNVWRRO ����������������������̅̄̃
̃̄�̉� 'H�PLQGVHW�LQ�NDDUW�EUHQJHQ��������������������� ̅̄̃
̃̄�̊� .ZDOLWDWLHYH�RQGHU]RHNVWHFKQLHNHQ��������� ̅̄̄
̃̄�̊�̃ � )RFXVJURHSHQ �����������������������������������������̅̄̅
̃̄�̊�̄� 'H�ɡYUõH�DVVRFLDWLHɢ�PHWKRGH �������������������̅̄̅
̃̄�̊�̅ � 3URMHFWLHWHFKQLHNHQ���������������������������������̅̄̆

̃̄�̊�̆� 'H�=DOWPDQ�0HWDSKRU�(OLFLWDWLRQ�7HFKQLTXH�
�̲̥̝̬������������������������������������������������������̅̄̇

̃̄�̊�̇� :DDUGHSURSRVLWLH�RQGHU]RHN �������������������̅̄̈
̃̄�̊�̈� (UYDULQJVPHWKRGHQ ���������������������������������̅̄̉
̃̄�̋� .ZDQWLWDWLHYH�RQGHU]RHNVWHFKQLHNHQ�������̅̄̊
̃̄�̋�̃ � 2QOLQH�RQGHU]RHN ������������������������������������̅̄̊
̃̄�̋�̄� 0HUNEHNHQGKHLGRQGHU]RHN ���������������������̅̄̋
̃̄�̋�̅ � 0HUNLPDJR�RQGHU]RHN ����������������������������̅̅̂
̃̄�̋�̆� 0HUNUHVSRQV�RQGHU]RHN� �������������������������̅̅̃
̃̄�̋�̇� 0HUNUHODWLH�RQGHU]RHN� ���������������������������̅̅̄

̜̝̝̤�̆ 
̪̙̦̜̚�̡̧̪̝̤̙̬̦�̥̙̦̙̟̝̥̝̦̬������������ ̅̅̇

̧̧̠̞̜̫̬̭̣�̃̅�  
̠̝̬�̧̡̦̬̯̣̣̝̤̝̦�̮̙̦�̜̭̭̪̲̙̥̝��̥̝̪̣�
̡̡̮̝̪̦̜̦̟̝̦̚����������������������������������������������̅̅̉
̃̅�̃� 6WDNHKROGHU�UHODWLH�PDQDJHPHQW������������� ̅̅̉
̃̅�̃ �̃ � %HQDGHULQJHQ�YDQ�NODQWUHODWLHPDQDJH� 

PHQW��FUP� �����������������������������������������������̅̆̃
̃̅�̃ �̄� 9DQ�SURGXFW��HQ�FRQVXPHQWJHGUHYHQ�QDDU�

UHODWLHJHGUHYHQ�EHQDGHULQJHQ �����������������̅̆̄
̃̅�̄� 3DUWLFLSDWLH��SDUWDNLQJ�����������������������������̅̆̊
̃̅�̅ � %H±QYORHGLQJ�������������������������������������������� ̅̇̅
̃̅�̅ �̃ � 1XGJLQJ ��������������������������������������������������̅̇̈
̃̅�̅ �̄� 'XXU]DPH�JHGUDJVEH±QYORHGLQJ ���������������̅̇̊
̃̅�̅ �̅ � +HW�JHKHXJHQV\VWHHP �����������������������������̅̈̂

̧̧̠̞̜̫̬̭̣�̃̆�  
̧̡̥̝̪̣̝̥̬̝̫���̡̝̤̝̮̦̟̚���̡̙̬̬̬̭̜̝̫����������̅̈̅
̃̆�̃� 0HUNHPRWLHV�������������������������������������������� ̅̈̅
̃̆�̃ �̃ � (PRWLHV�PRHWHQ�PHUNERRGVFKDS�SRVLWLHI�

YHUVWHUNHQ� ����������������������������������������������̅̈̅
̃̆�̃ �̄� (PRWLHV�LQ�PHUNPDQDJHPHQW �������������������̅̈̅
̃̆�̃ �̅ � (PRWLHV�]õQ�UHVSRQVHQ�RS�RQ]H�LQWHUQH�HQ�

H[WHUQH�EHOHYLQJVZHUHOG �������������������������̅̈̇
̃̆�̄� 0HUNEHOHYLQJ�������������������������������������������̅̈̈
̃̆�̄�̃ � %HOHYLQJ�NDQ�IXQFWLRQHHO��HPRWLRQHHO�HQ�

EHWHNHQLVYRO�]õQ �������������������������������������̅̈̈
̃̆�̄�̄� %HOHYLQJ�RQWVWDDW�YDQXLW�IXQFWLRQHOH�HQ�

HPRWLRQHOH�EHKRHѺHQ ������������������������������̅̈̊
̃̆�̄�̅ � %HOHYLQJ�YDQXLW�VRFLDOH�GUõIYHUHQ ������������̅̈̋
̃̆�̄�̆� 'XXU]DPH�EHOHYLQJ� 

�VXVWDLQDEOH�H[SHULHQFH���������������������������̅̉̂
̃̆�̄�̇� :LQNHOEHOHYLQJ ���������������������������������������̅̉̂
̃̆�̄�̈� 'H�PRGHUQH�ZLQNHOVWUDDW��HHQ�I\JLWDOH�

EHOHYLQJ ��������������������������������������������������̅̉̄
̃̆�̅ � 0HUNEHWURNNHQKHLG���������������������������������� ̅̉̇
̃̆�̅ �̃ � 'H�GULH�QLYHDXV�YDQ�NODQWEHWURNNHQKHLG ���̅̉̈
̃̆�̅ �̄� 1HJDWLHYH�PHUNEHWURNNHQKHLG �����������������̅̉̉
̃̆�̆� 0HUNJHGUDJ��������������������������������������������� ̅̉̉
̃̆�̆�̃ � 7ZHH�V\VWHPHQ�YDQ�LQIRUPDWLHYHUZHUNLQJ ̅̉̉
̃̆�̆�̄� %UDLQ��EUDQG�	�EHKDYLRU�ɞ�KRH�RQV�EUHLQ� 

HHQ�PHUN�HUYDDUW �������������������������������������̅̉̋



̡̧̡̦̠̭̜̰

̧̧̠̞̜̫̬̭̣�̃̇�  
̡̡̜̟̬̙̤̝�̥̝̪̣��	��
̡̥̙̪̣̝̬̦̟�̧̛̝̫̱̫̬̝̥̝̦����������������������������̅̊̅
̃̇�̃� 'HQNHQ�YDQXLW�HHQ�PHUNEHOHYLQJ��

HFRV\VWHHP����������������������������������������������̅̊̅
̃̇�̃ �̃ � 'H�]HV�GLPHQVLHV�LQ�HHQ�PHUNEHOHYLQJ�

HFRV\VWHHP ���������������������������������������������̅̊̅
̃̇�̃ �̄� 0HUNHQ�DOV�HFRV\VWHPHQ �������������������������̅̊̈
̃̇�̄� 0HUNHQ�ERXZHQ�LQ�KHW�GLJLWDOH�WõGSHUN����� ̅̋̃
̃̇�̄�̃ � 9HUDQGHULQJHQ�LQ�KHW�EHVOXLWYRUPLQJV� 

SURFHV�YDQ�GH�FRQVXPHQW�������������������������̅̋̄
̃̇�̄�̄� *URHL�YDQ�RQOLQH�GHWDLOKDQGHO� ������������������̅̋̅
̃̇�̄�̅ � 0DUNHWLQJ�HQ�PHUNSURPRWLHV�PHW�EHKXOS� 

YDQ�GLJLWDOH�NDQDOHQ� �������������������������������̅̋̇
̃̇�̄�̆� 9DQ�RQH�WR�PDQ\�WR�PDQ\�WR�PDQ\�

FRPPXQLFDWLH �����������������������������������������̅̋̉
̃̇�̄�̇� 7RHQDPH�YDQ�FRQWDFWPRPHQWHQ��WRXFK� 

SRLQWV��PHW�FRQVXPHQWHQ ������������������������̅̋̊
̃̇�̄�̈� 7RHQDPH�YDQ�EHVFKLNEDDUKHLG�YDQ� 

JHJHYHQV ������������������������������������������������̅̋̋
̃̇�̄�̉� +HW�JHEUXLN�YDQ�GLJLWDOH�SHUVRQDOLVDWLH ����̆̂̂
̃̇�̄�̊� 9HUOLHV�YDQ�FRQWUROH�RYHU�GH�PHUNERRG� 

VFKDS�HQ�KHW�FRFUH­UHQ�YDQ�PHUNEHWHNHQLV ̆̂̄
̃̇�̄�̋� *HEUXLNHUVEHOHYLQJ��XVHU�H[SHULHQFH��LV�GH�

WRHNRPVW�YDQ�GLJLWDDO�PHUNVXFFHV �����������̆̂̇
̃̇�̄�̃ ̂� 0HUNHQ�DOV�FXOWXUHOH�V\PEROHQ ����������������̆̂̊
̃̇�̅ � 'LJLWDOH�PDUNHWLQJ�HFRV\VWHPHQ�������������� ̆̃̃
̃̇�̅ �̃ � 0DUNWSODDWVIDFWRUHQ ��������������������������������̆̃̃
̃̇�̅ �̄� 7HFKQRORJLVFKH�IDFWRUHQ ��������������������������̆̃̄
̃̇�̅ �̅ � 6RFLDDOHFRQRPLVFKH�IDFWRUHQ ������������������̆̃̅
̃̇�̅ �̆� *HRSROLWLHNH�IDFWRUHQ� �����������������������������̆̃̇
̃̇�̅ �̇� 1DWXXUOõNH�RPJHYLQJVIDFWRUHQ ����������������̆̃̉
̃̇�̅ �̈� 2QWZLNNHOLQJHQ�LQ�GLJLWDOH�PDUNHWLQJ �������̆̃̋
̃̇�̆� &XVWRPHU�MRXUQH\V�RQWZLNNHOHQ��

HQ�PHWHQ��������������������������������������������������̆̄̄
̃̇�̆�̃ � 8VHU�FHQWHUHG�LQWHUDFWLRQ� 

	�LQWHUIDFH�GHVLJQ �����������������������������������̆̄̄
̃̇�̆�̄� 'H�PHQWDOH��I\VLHNH�HQ�GLJLWDOH�NODQWUHLV ��̆̄̈
̃̇�̆�̅ � 7RXFKSRLQW�HQ�SDWWHUQ�PDQDJHPHQW ���������̆̄̉
̃̇�̇� 'H�FXVWRPHU�MRXUQH\�PDS������������������������� ̆̅̂
̃̇�̇�̃ � 'H�WLHQ�FXVWRPHU�MRXUQH\�

RQGHU]RHNVRQGHUGHOHQ ����������������������������̆̅̂
̃̇�̇�̄� :HUNHQ�PHW�GH�FXVWRPHU�MRXUQH\�PDS ������̆̅̇

̧̧̠̞̜̫̬̭̣�̃̈�  
̧̥̝̪̣̮̝̪̬̪̭̯̝̦̫�̪ ̡̝̤̙̬̝̫�̧̭̯̝̦̚����������̆̅̉
̃̈�̃� 1HXURZHWHQVFKDSSHOõN�SHUVSHFWLHI�RS�

GXXU]DPH��PHUN�YHUWURXZHQVUHODWLHV������� ̆̅̉
̃̈�̃ �̃ � 'H�ZDDUGH�YDQ�YHUWURXZHQVUHODWLHV�ɞ�

PHUNUHODWLHV�YRUPHQ�KHW�IXQGDPHQW�YRRU�
PHUNOHLGHUVFKDS� ������������������������������������̆̆̃

̃̈�̃ �̄� 0HUNUHODWLHEHKHHU�EHJUõSHQ� 
HQ�WRHSDVVHQ ������������������������������������������̆̆̅

̃̈�̄� +HW�FRQVWUXFW�YHUWURXZHQ�������������������������̆̆̇
̃̈�̄�̃ � 7KHRUHWLVFK�HQ�SUDNWLVFK� 

ɡWUXVWɢ�UDDPZHUN �������������������������������������̆̆̇

̃̈�̄�̄� 9HUWURXZHQVDWWLWXGHV ������������������������������̆̆̉
̃̈�̄�̅ � &RJQLWLHYH�YHUWURXZHQVDWWLWXGHV� 

�ɡGHQNHQɢ� ������������������������������������������������̆̆̊
̃̈�̄�̆� $ѲHFWLHYH�YHUWURXZHQVDWWLWXGHV� 

�ɡYRHOHQɢ� ������������������������������������������������̆̆̋
̃̈�̄�̇� &RQDWLHYH�YHUWURXZHQVDWWLWXGHV��ɡGRHQɢ� ��̆̇̂
̃̈�̄�̈� /DJHQ�YDQ��PHUN�YHUWURXZHQ ��������������������̆̇̃
̃̈�̅ � 6WUDWHJLH­Q�RP�YHUWURXZHQVUHODWLHV�WH�

FUH­UHQ����������������������������������������������������� ̆̇̋
̃̈�̅ �̃ � %XLOG�%ULGJH�%RQG�PHWKRGLHN ������������������̆̈̂
̃̈�̅ �̄� %XLOG�%ULGJH�%RQG�ɞ�VWUXFWXXU� 

HQ�ZHUNZõ]H �������������������������������������������̆̈̄
̃̈�̅ �̅ � %XLOG�%ULGJH�%RQG�ɞ�GH�GULH�WUDQVLWLHIDVHQ ̆ ̈̈
̃̈�̅ �̆� %XLOG�%ULGJH�%RQG�ɞ�GH�YLHU�PHUNSõOHUV ����̆̈̉
̃̈�̅ �̇� �0HUN�SV\FKRORJLVFKH�UHODWLRQHOH� 

DVSHFWHQ �������������������������������������������������̆̉̂
̃̈�̅ �̈� :HUNHQ�PHW�GH�%XLOG�%ULGJH�%RQG� 

ZHUNPDWUL[����������������������������������������������̆̉̆
̃̈�̆� ̚̚̚�ɞ�PHUNPRGDOLWHLW������������������������������� ̆̉̈
̃̈�̆�̃ � %HODQJPRGDOLWHLW��SXUSRVH� ���������������������̆̉̊
̃̈�̆�̄� %HORѺHPRGDOLWHLW��SURPLVH� ���������������������̆̉̊
̃̈�̆�̅ � %HOHYLQJPRGDOLWHLW��SDUWDNLQJ� ����������������̆̉̊

̜̝̝̤�̇ 
̪̙̦̜̚�̨̡̧̪̝̭̬̙̬̦�̥̙̦̙̟̝̥̝̦̬�������� ̆̉̋

̧̧̠̞̜̫̬̭̣�̃̉�  
̨̡̥̝̪̣̪̝̭̬̙̬̝�	�̡̨̛̥̝̪̣̥̙̬��������������������̆̊̃
̃ �̉̃� :DW�LV�UHSXWDWLH"�������������������������������������� ̆̊̃
̃ �̉̄� 3XUSRVH����������������������������������������������������̆̊̈
̃ �̉̄�̃ � 3RZHUHG�E\�SXUSRVH ��������������������������������̆̋̃
̃ �̉̄�̄� 3XUSRVH�EDVHG�EUDQG�FRPPXQLFDWLRQ� �����̆̋̆
̃ �̉̅ � 0HUNLPSDFWFDWHJRULH­Q��������������������������� ̆̋̉
̃ �̉̅ �̃ � 0HUNDFWLYDWLH� �����������������������������������������̇̂̃
̃ �̉̅ �̄� 0HUNDFWLYLVPH ����������������������������������������̇̂̈
̃ �̉̆� 6XVWDLQDELOLW\�EUDQGLQJ���������������������������� ̇̃̂
̃ �̉̇� 'XXU]DDPKHLGVFRPPXQLFDWLH������������������ ̇̃̄

̧̧̠̞̜̫̬̭̣�̃̊�  
̜̭̭̪̲̙̙̥�̡̥̝̪̣̝̤̝̜̚�	�̛̫̪���������������������� ̇̃̇
̃̊�̃� 0DDWVFKDSSHOõN�HQ�GXXU]DDP�ZDDUGH�Q��

YROOH�PHUNHQ�FUH­UHQ�������������������������������� ̇̃̇
̃̊�̄� &RUSRUDWH�VRFLDO�UHVSRQVLELOLW\��̛̫̪��������� ̇̃̋
̃̊�̅ � 'XXU]DPH�RQWZLNNHOLQJVGRHOHQ��̫̜̟ɢV����� ̇̄̅
̃̊�̆� *RYHUQDQFH�YRRU�̛̫̪�������������������������������� ̇̄̇
̃̊�̆�̃ � *URHQH�PDUNHWLQJ ������������������������������������̇̄̋
̃̊�̆�̄� 'XXU]DPH�PHUN��HQ�EHGUõIVPRGHOOHQ�

�VXVWDLQDEOH�EUDQG�	�EXVLQHVV�PRGHOOLQJ� ̇ ̅̄
̃̊�̇� +HW�PDQDJHQ�HQ�PHWHQ�YDQ��

PHUNUHSXWDWLH������������������������������������������ ̇̅̉
̃̊�̇�̃ � 0HUNUHSXWDWLHPDQDJHPHQW ���������������������̇̅̊
̃̊�̇�̄� 0HWHQ�YDQ�PHUNUHSXWDWLH �������������������������̇̆̊
̃̊�̇�̅ � :LVVHOZHUNLQJ�WXVVHQ�LGHQWLWHLW��LPDJR�HQ�

UHSXWDWLH �������������������������������������������������̇̆̊
̃̊�̇�̆� 0DQDJLQJ�FRUSRUDWH�EUDQG�HTXLW\ ������������̇̇̃



̡̧̦̠̭̜̰

̃̊�̇�̇� 0HUNLPDJR�ɞ�UHSXWDWLH�RS�EDVLV�YDQ� 
JHGHHOG�JHGUDJ ���������������������������������������̇̇̅

̧̧̠̞̜̫̬̭̣�̃̋�  
̣̝̪̦��̝̦�̥̝̪̣̯̙̙̪̜̝̦�̝̠̝̪̝̦̚�����������������̇̇̇
̃̋�̃� .HUQZDDUGHQ��ɡJHFRQWUROHHUGHɢ�ZDDUGHQ��

YDQ�ELQQHQ�QDDU�EXLWHQ����������������������������� ̇̇̇
̃̋�̄� 0HUNZDDUGHQ��ɡRQJHFRQWUROHHUGHɢ�ZDDU��

GHQ�YDQ�EXLWHQ�QDDU�ELQQHQ����������������������� ̇̇̈
̃̋�̅ � 6RFLDDO�SV\FKRORJLVFKH�ZDDUGHQ�

�LQGLYLGXHOH�HQ�FROOHFWLHYH��
ZDDUGHSDWURQHQ��������������������������������������� ̇̇̉

̃̋�̆� 0HQVHOõNH�SV\FKRORJLVFKH�ZDDUGHQ���
KXQ�PRWLYDWLRQHOH�GRHOHQ�HQ�RQGHUOLQJH�
UHODWLHV����������������������������������������������������� ̇̇̊

̃̋�̇� 0HUNFRQJUXHQW�KDQGHOHQ�YDQXLW�SURGXFHQW�
«Q�FRQVXPHQWSHUVSHFWLHYHQ��������������������� ̇̈̄

̃̋�̈� 0HQVHOõNH��PHUN�ZDDUGHQ�YHUELQGHQ������� ̇̈̇

̧̧̠̞̜̫̬̭̣�̄̂�  
̠̝̬�̥̝̪̣�̙̤̫�̧̭̯̫̬̝̝̦̚�̮̙̦�̜̝��
̧̡̡̪̟̙̦̫̙̬̝������������������������������������������������̇̈̉
̄̂�̃� 0HUNYLVLH�RQWZLNNHOHQ����������������������������� ̇̈̉
̄̂�̃ �̃ � 0HUNZDDUGHQYLVLH �����������������������������������̇̈̊
̄̂�̃ �̄� 0HUNSRUWIROLRYLVLH �����������������������������������̇̉̅
̄̂�̃ �̅ � 3RVLWLH�LQ�GH�RUJDQLVDWLH ��������������������������̇̉̇
̄̂�̄� ɡ%XLOGLQJ�WKH�EUDQGɢ���������������������������������� ̇̉̈
̄̂�̄�̃ � 0HUNLGHQWLWHLW�HQ�LQWHUQDO�EUDQGLQJ ����������̇̉̈
̄̂�̄�̄� ,GHQWLѷFDWLH�PHW�KHW�PHUN ������������������������̇̉̉
̄̂�̄�̅ � ɡ/LYLQJ�WKH�EUDQGɢ ������������������������������������̇̉̊
̄̂�̄�̆� ,QWHUQDO�EUDQGLQJ�HQ�FXOWXXUYHUDQGHULQJ ��̇̊̂

̧̧̠̞̜̫̬̭̣�̄̃�  
̧̧̡̛̙̪̠̝̤̟̝�̮̙̦�̜̝�̧̧̬̝̣̥̫̬�̡̦�
̥̝̪̣̝̦̥̙̦̙̟̝̥̝̦̬�����������������������������������̇̊̇
̄̃�̃� 2QWZLNNHOLQJ�YDQ�RUJDQLVDWLH�	��

PDQDJHPHQW�������������������������������������������� ̇̊̉
̄̃�̃ �̃ � ̞̙̫̝�̃��(HQ�IXQFWLRQHOH�NõN�RS�GH�LQWHUQH�

RUJDQLVDWLH��̃ ̋̂̂�̃̋̄̇� ��������������������������̇̊̉
̄̃�̃ �̄� ̞̙̫̝�̄��(HQ�PHHU�PHQVHOõNH�NõN� 

�̃ ̋̄̈�̃̋̇̂����������������������������������������������̇̊̊
̄̃�̃ �̅ � ̞̙̫̝�̅��(HQ�NULWLVFKH�EOLN�RS�GH�EXLWHQZHUHOG�

�̃ ̋̇̃�̃̋̉̇� ���������������������������������������������̇̊̋
̄̃�̃ �̆� ̞̙̫̝�̆��:DDUGHULQJ�YDQ�GH�NHUQZDDUGHQ�

�̃ ̋̉̈�̄̂̂̂� ��������������������������������������������̇̋̄
̄̃�̃ �̇� ̞̙̫̝�̇��3DWURQHQ�LQ�GH�FKDRV� 

�̄̂̂̃���KHGHQ� �����������������������������������������̇̋̇
̄̃�̄� 9DQ�NODVVLHNH�PDUNHWLQJ�3ɢV�QDDU�

WRHNRPVWJHULFKWH�EUDQGLQJ�3ɢV� ����������������̇̋̊
̄̃�̄�̃ � ̞̙̫̝�̃�ɞ�̃̋̈̆�̃̋̋̄��RUJDQLVDWLHEHQDGH� 

ULQJ��IRFXV�RS�GH�]HQGHU ���������������������������̈̂̂
̄̃�̄�̄� ̞̙̫̝�̄�ɞ�̃̋̋̅�̃̋̋̋��KXPDQH�EHQDGHULQJ��

IRFXV�RS�GH�RQWYDQJHU �����������������������������̈̂̅
̄̃�̄�̅ � ̞̙̫̝�̅�ɞ�̄̂̂̂�̄̂̂̈��FXOWXUHOH�EHQDGHULQJ��

IRFXV�RS�GH�FRQWH[W����������������������������������̈̂̉

̄̃�̄�̆� ̞̙̫̝�̆�ɞ�̄̂̃̇�̄̂̄̂��ELRORJLVFKH�EHQDGH�
ULQJ��IRFXV�RS�GH�]LQWXLJHQ �����������������������̈̃̅

̄̃�̅ � 6DPHQYDWWLQJ�YDQ�GH�DFKW�VWUDWHJLVFKH�
PHUNVWURPLQJHQ��������������������������������������� ̈̃̇

̄̃�̅ �̃ � 3URPRWLH�YDQ�WDFWLVFKH�PDUNHWLQJ�QDDU�HHQ�
VWUDWHJLVFKH�ɡDVVHWɢ ���������������������������������̈̃̇

̄̃�̅ �̄� ,QYORHG�YDQXLW�GH�FRJQLWLHYH�SV\FKRORJLH� 
HQ�GHVLJQPDQDJHPHQW ����������������������������̈̃̇

̄̃�̅ �̅ � :LH�YDQ�GH�DFKW" ��������������������������������������̈̃̈
̄̃�̅ �̆� 5HIOHFWLH�RS�KHW�KDQG�LQ�KDQG�JDDQ�YDQ�

RUJDQLVDWLHRQWZLNNHOLQJ�HQ� 
PHUNRQWZLNNHOLQJ �����������������������������������̈̃̈

̧̦̬̝̦ ����������������������������������������������������������̈̃̋
̡̦̜̝̰ �����������������������������������������������������������̈̆̃

Zie MyLab voor veel verdiepingsmateriaal, met 
onder andere een extra hoofdstuk:

̧̧̠̞̜̫̬̭̣�̄̄� 
̧̡̛̟̝̟̪̙̞̫̠�̥̝̪̣�̚ ̝̠̝̝̪�	�
̨̡̛̤̙̝̪̙̦̜̦̟̚
̄̄�̃� 0HUNHQ�EHKHUHQ�RYHU�JHRJUDѸVFKH�

JUHQ]HQ�HQ�PDUNWVHJPHQWHQ
̄̄�̃ �̃ � 6WDQGDDUGLVDWLH�«Q�DDQSDVVLQJHQ
̄̄�̃ �̄�� 0RQGLDOH�PHUNVWUDWHJLH­Q
̄̄�̃ �̅ �� 'H�WLHQ�JHERGHQ�YRRU�PRQGLDDO�

PHUNEHOHLG
̄̄�̄� %UDQGLQJ�YDQ�JHRJUDѸVFKH�ORFDWLHV�ɞ��

YDQ�FLW\PDUNHWLQJ�QDDU�SODFHEUDQGLQJ
̄̄�̄�̃ � &LW\PDUNHWLQJ�DDQ�KHW�ZHUN
̄̄�̄�̄� 9DQ�FLW\PDUNHWLQJ�QDDU�SODFHEUDQGLQJ
̄̄�̄�̅ �� 0DQDJHQ�YDQ�VWDG��SODDWV�HQ�UHJLR� 

DOV�PHUN
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̧̧̠̞̜̫̬̭̣��� �
̠̝̬�̥̝̪̣�̝̦�̲̦ͮ�
̯̙̙̪̜̝�̡̦�̜̝�̬̜ͮ

:H�EHJLQQHQ�LQ�GLW�ERHN�Eõ�GH�HVVHQWLH�YDQ�PHUNHQ�ERXZHQ��PHUNPHHUZDDUGHFUHDWLH��2P�
ZDDUGH�WH�FUH­UHQ�PHW�HHQ�PHUN�PRHW�MH�ZHWHQ�ZDDU�HHQ�PHUN�YRRU�VWDDW��ZDW�GLW�EHWHNHQW�
YRRU�PHQVHQ�HQ�RUJDQLVDWLHV��HQ�ZDW�GH�LPSDFW�HUYDQ�LV�RS�VDPHQOHYLQJ�HQ�PLOLHX��'DDUYRRU�
KHE�MH�HHQ�KROLVWLVFKH�PHUNYLVLH�QRGLJ��YDQGDDU�GDW�ZH�LQ�GLW�GHHO�RQV�PHUNPHHUZDDUGH-
NRPSDV�LQWURGXFHUHQ��HHQ�QLHXZ�UDDPZHUN�GDW�DO�GH]H�DVSHFWHQ�PHW�EHWUHNNLQJ�WRW�PHUNHQ-
PDQDJHPHQW�EHKDQGHOW��'H]H�QLHXZH�HGLWLH�LV�RSJHERXZG�URQGRP�GLW�UDDPZHUN��RP�MH�WH�
KHOSHQ�HHQ�PHUN�FRQVLVWHQW�RS�WH�ERXZHQ��WH�EHKHUHQ�HQ�GH�ZDDUGH�HUYDQ�WH�PHWHQ��

� ���� Introductie

,Q�GLW�KRRIGVWXN�GHҦQL­UHQ�ZH�HHUVW�ZDW�HHQ�PHUN�LV��(HQ�PHUN�LV�YRRU�YHHO�PHQVHQ�HHQ�
QDDP��ORJR��V\PERRO�RI�RQWZHUS��RI�HHQ�FRPELQDWLH�YDQ�GH]H�]RJHKHWHQ�ɠPHUNHOHPHQWHQɡ��
+HW�PHUN�ZRUGW�WRHJHYRHJG�DDQ�HHQ�SURGXFW��(HQ�SURGXFW�GHҦQL­UHQ�ZH�DOV�DOOHV�ZDW�DDQ�
HHQ�PDUNW�NDQ�ZRUGHQ�DDQJHERGHQ�YRRU�DDQGDFKW��DDQVFKDI��JHEUXLN�RI�FRQVXPSWLH��HQ�ZDW�
DDQ�HHQ�EHKRHҪH�RI�ZHQV�NDQ�YROGRHQ��(HQ�SURGXFW�NDQ�LHWV�WDVWEDDUV�]õQ��PDDU�RRN�HHQ�
GLHQVW��ZLQNHO��SHUVRRQ��RUJDQLVDWLH��SODDWV�RI�LGHH��(HQ�PHUNSURGXFW�LV�HHQ�SURGXFW�GDW�
DQGHUH�GLPHQVLHV�WRHYRHJW��ZDDUGRRU�KHW�]LFK�LQ�EHSDDOGH�RS]LFKWHQ�RQGHUVFKHLGW�YDQ�DQGHUH�
SURGXFWHQ�GLH�]õQ�RQWZRUSHQ�RP�DDQ�GH]HOIGH�EHKRHҪH�WH�YROGRHQ��'H]H�YHUVFKLOOHQ�NXQQHQ�
UDWLRQHHO�HQ�WDVWEDDU�]õQ��JHUHODWHHUG�DDQ�SURGXFWSUHVWDWLHV�YDQ�KHW�PHUN��RI�PHHU�V\PER�
OLVFK��HPRWLRQHHO�RI�LPPDWHULHHO��JHUHODWHHUG�DDQ�ZDW�KHW�PHUN�YHUWHJHQZRRUGLJW���'DDUQDDVW�
NDQ�HHQ�PHUN�PHQWDDO�WHJHQZRRUGLJ�HLJHQOõN�DOOHV�]õQ��YDUL­UHQG�YDQ�HHQ�LGHH��JHGDFKWH��
JHYRHO�RI�ULWXHHO�WRW�UHOLJLH��,Q�GHHO�YLHU�EHVWHGHQ�ZH�KLHU�DDQGDFKW�DDQ��0HUNHQ�]HOI�]õQ�
ZDDUGHYROOH�LPPDWHUL­OH�DFWLYD�ZDDUPHH�]RUJYXOGLJ�PRHW�ZRUGHQ�RPJHVSURQJHQ��RPGDW�]õ�
NODQWHQ�HQ�EHGUõYHQ�HHQ�DDQWDO�YRRUGHOHQ�ELHGHQ�

Begin
+HW�SURGXFHUHQ�HQ�YHUNRSHQ�YDQ�SURGXFWHQ�HQ�GLHQVWHQ�GUDDLW�DO�VLQGV�PHQVHQKHXJHQLV�
YRRUQDPHOõN�RP�KHW�YROGRHQ�DDQ�EHKRHҪHQ��1RJ�VWHHGV�LV�GDW�GH�NHUQ��$OV�HU�EHKRHҪHQ�]õQ�
RQWVWDDW�HU�HHQ�PDUNW�HQ�ZRUGHQ�HU�SURGXFWHQ�DDQJHERGHQ�RP�DDQ�GH�EHKRHҪH�WH�YROGRHQ��
$OV�MH�KHOH�JRHGH�SURGXFWHQ�KDG�HQ�RRN�QRJ�HHQV�NODQWJHULFKW�ZDV��YROGHHG�MH�QLHW�DOOHHQ�
DDQ�GH�EHKRHҪHQ�YDQ�PHQVHQ��PDDU�VWHHJ�RRN�GH�NODQWWHYUHGHQKHLG��-H�YRHJGH�ZDDUGH�WRH�
YRRU�GH�JHEUXLNHU��-H�ERXZGH�HHQ�ɠJRHGH�QDDPɡ�RS��WHJHQZRRUGLJ�QRHPHQ�ZH�GDW�UHSXWDWLH��HQ�
NODQWHQ�JLQJHQ�NLH]HQ�YRRU�MRX�LQ�SODDWV�YDQ�YRRU�HHQ�FRQFXUUHQW��0HQVHQ�JLQJHQ�GDDUEõ�QLHW�
DOOHHQ�RS�MH�SURGXFWHQ�YHUWURXZHQ��PDDU�RRN�RS�MH�QDDP��(U�RQWVWRQGHQ�SRVLWLHYH�DVVRFLDWLHV��
GH��PHUN�QDDP�NUHHJ�ZDDUGH��9DDN�SUREHHUGH�MH�MH�QDDPVEHNHQGKHLG�YHUGHU�WH�YHUJURWHQ�
RP�]R�QRJ�PHHU�SURGXFWHQ�RQGHU�MH�HLJHQ�QDDP�WH�YHUNRSHQ��7HJHQZRRUGLJ�QRHPHQ�ZH�GDW�
PDUNHWLQJ��

behoefteb+HW�ELRORJLVFK�QRGLJ�KHEEHQ�RI�
KHW�YHUODQJHQ�QDDU�HHQ�RQWEUHNHQG�JRHG��
GLHQVW��HPRWLH�RI�ZDDUGH��.DQ�JHDFWLYHHUG�
ZRUGHQ�GRRU�HHQ�GLVFUHSDQWLH�WXVVHQ�HHQ�
ZHUNHOõNH�HQ�HHQ�JHZHQVWH�WRHVWDQG��+HW�

LGHH�YDQ�HHQ�LQGLYLGX�GDW�KHW�KHP�DDQ�
LHWV�RQWEUHHNW�

klantgerichtb2QWZLNNHOLQJ�HQ�OHYHULQJ�YDQ�
SURGXFWHQ�HQ�GLHQVWHQ�GLH�HURS�JHULFKW�
LV�QLHXZH�PDQLHUHQ�WH�]RHNHQ�RP�NODQW-

SUREOHPHQ�RS�WH�ORVVHQ�HQ�EHYUHGLJHQGHU�
NODQWHUYDULQJHQ�WH�FUH­UHQ�

concurrentb5LYDOLVHUHQGH�DDQELHGHU�
YDQ�SURGXFWHQ�RI�GLHQVWHQ�GLH�GH]HOIGH�
NODQWEHKRHIWHQ�ELQQHQ�HHQ�VSHFL̓HN�

PDUNWVHJPHQW�EHYUHGLJHQ�

merk, brandb6DPHQVWHOOLQJ�YDQ��RQ�WDVWEDUH�
DWWULEXWHQ�GLH�HHQ�KDQGHOVPHUN�IXQFWLRQHHO��
HPRWLRQHHO�HQ�RI�V\PEROLVFK�YHUWHJHQZRRU-

GLJHQ��(HQ�PHUN�NRPW�LPPDWHULHHO�RI�PDWHULHHO�
WRW�KHUNHQEDUH�XLWGUXNNLQJ�DOV�QDDP��WHNHQ��
�NOHXU�RQWZHUS�RI�HHQ�FRPELQDWLH�YDQ�GH]H�
HOHPHQWHQ�HQ�LQGLHQ�JRHG�EHKHHUG��ZDDUGH�
FUH­HUW�HQ�LQYORHG�KHHIW��(HQ�PHUN�YHU]HNHUW�

UHODWLHV�RP�WRHNRPVWLJH�LQNRPVWHQ�WH�FUH­UHQ�
HQ�YHLOLJ�WH�VWHOOHQ�GRRU�YRRUNHXU��YHUWURXZHQ�HQ�
OR\DOLWHLW�YDQ�JHEUXLNHUV�WH�YHUJURWHQ��'RRU�KHW�
YHUHHQYRXGLJHQ�YDQ�EHVOLVVLQJHQ��VKRUWFXWV��
HHQ�PHUN�EHVWDDW�XLW�HHQ�NHQQLVQHWZHUN�YDQ�

DVVRFLDWLHV�LQ�KHW�KRRIG��RSJHERXZG�GRRU�
GLUHFWH�RI�LQGLUHFWH�HUYDULQJHQ�PHW�KHW�PHUN��
YHUWHJHQZRRUGLJHQ�PHUNHQ�HHQ�EHWURXZEDUH��

GXXU]DPH�NZDOLWHLWVJDUDQWLH��=H�ELHGHQ�
GDDUGRRU�HHQ�UHOHYDQWH��RQGHUVFKHLGHQGH��

EHWHNHQLVYROOH�HQ�JHORRIZDDUGLJH�NHX]H�WXVVHQ�
YHUJHOõNEDUH�RSWLHV�

productb$OOHV�ZDW�RQGHU�GH�DDQGDFKW�YDQ�GH�
PDUNW�NDQ�ZRUGHQ�JHEUDFKW�RI�DDQJHERGHQ�YRRU�

DDQNRRS��JHEUXLN�RI�YHUEUXLN�HQ�ZDW�YRRU]LHW�
LQ�HHQ�EHKRHIWH�RI�HHQ�ZHQV��GLW�NXQQHQ�]RZHO�
PDWHUL­OH�REMHFWHQ�]õQ�DOV�GLHQVWHQ��SHUVRQHQ��

SODDWVHQ��RUJDQLVDWLHV�HQ�LGHH­Q�

dienst, serviceb$FWLYLWHLW��EHQH̓W�RI�YRUP�YDQ�
EHKRHIWHEHYUHGLJLQJ�GLH�WH�NRRS�ZRUGW�DDQJH-
ERGHQ��RQWDVWEDDU�LV�HQ�ZDDUYDQ�GH�FRQVXPHQW�

JHHQ�HLJHQDDU�NDQ�ZRUGHQ�

organisatieb(HQ�VDPHQZHUNLQJVYHUEDQG�YDQ�
PHQVHQ�GLH�PHW�EHKXOS�YDQ�JHVFKLNWH�NHQQLV�
HQ�PLGGHOHQ�VDPHQZHUNHQ�RP�HHQ�EHSDDOG�

GRHO�WH�EHUHLNHQ�



        

˝ˢ

̧̧̠̞̜̫̬̭̣��� �
̠̝̬�̥̝̪̣̥̝̝̪̯̙̙̪̜̝�
̧̨̣̥̙̫

:H�GRRUORSHQ�LQ�GLW�KRRIGVWXN�DOOH�DVSHFWHQ�YDQ�KHW�PHUNPHHUZDDUGHNRPSDV��ZDQW�GLW�
GLHQW�RRN�WHU�QDYLJDWLH�GRRU�KHW�ERHN��,Q�HON�GHHO�NRPW�HHQ�YDQ�GH�YLHU�NHQQLVGRPHLQHQ�DDQ�
ERG��EUDQG�HTXLW\�PDQDJHPHQW��EUDQG�GHVLJQ�PDQDJHPHQW��EUDQG�UHODWLRQ�PDQDJHPHQW�
HQ�EUDQG�UHSXWDWLRQ�PDQDJHPHQW���ZDDULQ�ZH�GH�FRQQHFWLH�SUREHUHQ�WH�OHJJHQ�WXVVHQ�GH�
IDFWRUHQ�ZDDUPHH�MH�LPSDFW�NXQW�PDNHQ��RUJDQLVDWLRQ��SURGXFW��FRQVXPHU�HQ�SODQHW���+LHU-
RQGHU�OLJJHQ�RQGHUVWHXQHQGH�DVSHFWHQ�DOV�SUõV��SURPRWLH��SODDWV��SHUVRQHHO�HQ��DDQWRRQ-
EDUH��SURFHVVHQ�WHQ�JURQGVODJ��

� ���� +HW�PHUN�DOV�ULFKWLQJJHYHU

,Q�GLW�ERHN�LQWURGXFHUHQ�ZH�KHW�PHUNPHHUZDDUGHNRPSDV��RPGDW�PHUNHQPDQDJHPHQW�HHQ�
QLHXZH�PDQLHU�YDQ�ERXZHQ��YHUVWHUNHQ��EHKHUHQ�HQ�FRPPXQLFHUHQ�YHUHLVW�RP�GXXU]DPH�
PHUNPHHUZDDUGH�WH�FUH­UHQ��2RN�GH�LQKRXG�YDQ�GLW�ERHN�LV�JHUDQJVFKLNW�YLD�KHW�PHUNPHHU�
ZDDUGHNRPSDV��ZDDUGRRU�LQIRUPDWLH�ORJLVFKHU�LV�JHUXEULFHHUG�HQ�GDDUGRRU�EHWHU�YLQGEDDU�
LV��+HW�NRPSDV�ELHGW�QLHW�DOOHHQ�HHQ�VWUDWHJLVFK�PDDU�RRN�HHQ�SUDNWLVFK�KRXYDVW�RP�PHUNHQ�
WH�RQWZLNNHOHQ��+HW�LV�DDQJHSDVW�RS�KHW�ERXZHQ�HQ�EHKHUHQ�YDQ�ҦQDQFL­OH�«Q�PDDWVFKDSSH�
OõNH�PHUNPHHUZDDUGH�LQ�HHQ�FRQWLQX�YHUERQGHQ�ZHUHOG�ɝ�DQDORRJ�HQ�GLJLWDDO��(FRQRPLVFKH��
HFRORJLVFKH�HQ�VRFLDOH�ZDDUGHQ�ZRUGHQ�LPPHUV�VWHHGV�EHODQJUõNHU��'DDURP�EHYDW�KHW�UDDP�
ZHUN�NHQQLVGRPHLQHQ�HQ�LPSDFWIDFWRUHQ�RP�VWUDWHJLH­Q�HQ�HFRV\VWHPHQ�YRRU�PHHUYRXGLJH�
PHUNPHHUZDDUGHFUHDWLH�WH�RQWZLNNHOHQ��:H�KHEEHQ�YRRU�GH]H�KROLVWLVFKH�EHQDGHULQJ�JHNR]HQ�
RPGDW�VWUDWHJHQ�LQWHJUDOH�EHVOLVVLQJHQ�PRHWHQ�QHPHQ�GLH�LPSDFW�KHEEHQ�RS�PHHUGHUH�RUJD�
QLVDWRULVFKH�DVSHFWHQ��+HW�ZRUGW�QDPHOõN�VWHHGV�PRHLOõNHU�RP�HHQ�EHSDDOG�PHUNDVSHFW�QRJ�
ORV�WH�]LHQ�YDQ�DQGHUH�IDFWRUHQ��$OOHV�LV�PHW�HONDDU�YHUERQGHQ�HQ�EH±QYORHGW�GXV�RRN�HONDDU��
0HUNHQ�]XOOHQ�YHUDQWZRRUGHOõNKHLG�PRHWHQ�JDDQ�QHPHQ�YRRU�KXQ�SURGXFWLHNHWHQ��,Q�GH�
KXLGLJH�HFRQRPLH��ZDDUELQQHQ�HFRQRPLVFKH��HFRORJLVFKH�HQ�VRFLDOH�ZDDUGHQ�HYHQ�EHODQJUõN�
]õQ��ZRUGW�VDPHQZHUNLQJ�WXVVHQ�RUJDQLVDWLHV�HQ�PHQVHQ�VWHHGV�HVVHQWL­OHU��+LHUGRRU�ZRUGHQ�
PHUNHQ�VWXULQJVLQVWUXPHQWHQ�GLH�KHW�JHGUDJ�YDQ�PHGHZHUNHUV�HQ�FRQVXPHQWHQ�SRVLWLHI�
NXQQHQ�EH±QYORHGHQ�

0HUNPHHUZDDUGHNRPSDV�DOV�KXOSPLGGHO�YRRU�RUJDQLVDWLH�DOLJQPHQW
'DDUQDDVW�]XOOHQ�PHUNHQ�QRJ�HHQGXLGLJHU�PRHWHQ�FRPPXQLFHUHQ�ZLH�]H�]õQ�HQ�ZDW�]H�GRHQ��
+HW�LV�PRHLOõN�RP�HHQ�VWHUN�PHUN�WH�ZRUGHQ�HQ�WH�EOõYHQ�DOV�MH�QLHW�GXLGHOõN�XLWOHJW�ZDDU�MH�
SUHFLHV�YRRU�VWDDW��ZDW�HQ�ZLH�MH�ZLOW�YHUDQGHUHQ�HQ�ZDDU�MH�QDDUWRH�ZLOW��'LW�RQGHUVFKHLGHQG�
YHUPRJHQ�FUH­HU�MH�QLHW�PHHU�PHW�PDUNHWLQJ�DOOHHQ��(QNHO�]HQGHQ�RYHU�HHQ�SURGXFWSURSRVLWLH�
RI�GXXU]DPH�HQ�RI�VRFLDOH�PLVVLH��purpose marketing��LV�QLHW�PHHU�YROGRHQGH��*HEUXLNHUV�
ZLOOHQ�ZHWHQ�ZHONH�FRQFUHWH��EHZõVEDUH��DFWLHV�MH�RQGHUQHHPW��KHW�OLHIVW�RS�DOOH�IURQWHQ�
ZDDULQ�MH�RSHUHHUW��:H�QRHPHQ�GDW�LPSDFWIDFWRUHQ��:HONH�ZDDUGH�YRHJ�MH�DDQWRRQEDDU�WRH�HQ�
KRH�PDDN�MH�GDW�PHHWEDDU"�0DUNHWLQJDFWLYLWHLWHQ�NXQQHQ�MH�]HNHU�KHOSHQ�RP�PHUNHQ�RQGHU�GH�
DDQGDFKW�WH�EUHQJHQ�HQ�FRQVXPHQWHQ�WH�DFWLYHUHQ��0DDU�GH]H�PRHWHQ�ZHO�RQWZLNNHOG�ZRUGHQ�

merkmeerwaardekompasb+ROLVWLVFK�
UDDPZHUN�YDQ�NHQQLVGRPHLQHQ�HQ�

LPSDFWIDFWRUHQ�RP�GXXU]DPH�VWUDWHJLH­Q�
HQ�HFRV\VWHPHQ�YRRU�PHHUYRXGLJH�PHUN-

PHHUZDDUGHFUHDWLH�WH�RQWZLNNHOHQ�
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̧̧̠̞̜̫̬̭̣��� �
̜̝�̡̝̫̫̝̦̬̝�̮̙̦�
̥̝̪̣̯̙̙̪̜̝�̝̦�
̥̝̪̣̥̝̝̪̯̙̙̪̜̝�

:H�PDNHQ�LQ�GLW�ERHN�HHQ�RQGHUVFKHLG�WXVVHQ�PHUN��HQ�EHGUõIVZDDUGH�GLH�KDUG�PHHWEDDU�LV�
�REMHFWLYH�EUDQG�HTXLW\�	�FRPSDQ\�YDOXH��HQ�PHUNPHHUZDDUGH��PHQWDO�EUDQG�HTXLW\�	�WUXVW���
GH�WRHJHYRHJGH�ZDDUGH��DGGHG�YDOXH��ERYHQRS�GH�PHUNZDDUGH�GRRU�KHW�YHUWURXZHQ�HQ�GH�
SRVLWLHYH�PHUNSHUFHSWLH�LQ�GH�KRRIGHQ�YDQ�PHQVHQ��0HUNPHHUZDDUGH�NDQ�JH]LHQ�ZRUGHQ�DOV�
GH�VXEMHFWLHYH�YDOXH�FUHDWRU�GLH�NDQ�OHLGHQ�WRW�REMHFWLHYH�PHUNZDDUGH��
:H�VSUHNHQ�YDQ�PHUNZDDUGH�RI�EHGUõIVZDDUGH�LQGLHQ�GLW�GH��LQ�GH�PHHVWH�JHYDOOHQ�HFRQR-
PLVFKH��ZDDUGH�EHWUH҂�YDQ�HLJHQGRPPHQ��ZDDURQGHU�PHUNHQ�RS�GH�EDODQV��'HQN�DDQ�
I\VLHNH�EHGUõIVPLGGHOHQ��DVVHWV��DOV�IDEULHNHQ�RI�ZLQNHOJHERXZHQ��SURGXFWLHPLGGHOHQ��
ZDJHQSDUNHQ�HQ�RI�GLVWULEXWLHQHWZHUNHQ��9DDN�ZRUGW�KLHU�RRN�ZHUNJHOHJHQKHLG��OHHV�KHW�
DDQWDO�ZHUNQHPHUV��RQGHU�JHVFKDDUG��2RN�LQWHOOHFWXHOH�HLJHQGRPPHQ��LQWHOOHFWXDO�SURSHU-
WLHV�RI�̧̮��YDOOHQ�KLHURQGHU��LQFOXVLHI�GH�ZDDUGH�YDQ�HLJHQ�PHUNHQ��'HQN�DDQ�EHVFKHUPGH�
SDWHQWHQ�HQ�PHUN��HQ�KDQGHOVQDPHQ��ORJRɢV��NOHXUHQ��WDJOLQHV�RI�DQGHUH�YLVXHOH�PHUNXL-
WLQJHQ�RI��EHOHYLQJHQ�LQ�GH�EUHHGVWH�]LQ��]RDOV�ZLQNHOIRUPXOHV��YHUSDNNLQJHQ��DSSV�RI�
ZHEVLWHV��$OOH�VXEMHFWLHYH�ZDDUGH�ERYHQRS�GH�QHW�RPVFKUHYHQ�REMHFWLHYH�PHUNZDDUGH�YDOW�
RQGHU�GH�PHQWDOH�PHUNPHHUZDDUGH�

� ���� 9DQ�WDVWEDUH�ZDDUGH�QDDU�PHQWDOH�PHHUZDDUGH

9HHO�RQGHUQHPLQJHQ�KHEEHQ�RRLW�LHWV�DOV�REMHFWLHYH��PHUN�ZDDUGH�RQWZLNNHOG��HQ�JH]LHQ�
GDW�GDW�XLWHLQGHOõN�ɝ�GRRU�GH�SRVLWLHYH�SHUFHSWLH�YDQ�JHEUXLNHUV�ɝ�HHQ�YHHO�KRJHUH��PHUN�
PHHUZDDUGH�KHHҪ�RSJHOHYHUG��$PD]RQV�JHSDWHQWHHUGH�1-Click-ordering�LV�KLHU�HHQ�YRRUEHHOG�
YDQ��HHQ�RSWLH�ZDDUPHH�MH�PHW�««Q�NOLN�LHWV�NXQW�EHVWHOOHQ��(HQ�IXQFWLH�ZDDUPHH�$PD]RQ�QLHW�
DOOHHQ�MDUHQODQJ�HHQ�RQYHUYUHHPGEDUH�DVVHW��HHQ�QLHW�WH�NRSL­UHQ�HLJHQVFKDS�YDQ�HHQ�PHUN��
LQ�KDQGHQ�KDG�HQ�H[WUD��PHHWEDUH��RP]HW��REMHFWLYH�EUDQG�HTXLW\���PDDU�ZDDUPHH�KHW�EHGUõI�
RRN�HHQ�XQLHN�JHEUXLNVJHPDN�FUH­HUGH�ɝ�MH�KRHIGH�QLHW�HONH�NHHU�DO�MH�JHJHYHQV�LQ�WH�YXOOHQ�
�PHQWDO�EUDQG�HTXLW\���'H]H�WõGEHVSDUHQGH�DVVHW��GLH�ZDDUGH�WRHYRHJW�YRRU�GH�FRQVXPHQW��
KHHҪ�]HNHU�EõJHGUDJHQ�DDQ�KHW�VXFFHV�YDQ�$PD]RQ��KHW�YHUKRRJGH�YROJHQV�LQVLGHUV�]õQ�
YHUNRRS�PHW�����QDDU�����PLOMRHQ�GROODU�GDW�MDDU��1�HQ�GDDUPHH�RRN�KDDU�ODWHUH�PHUNPHHU�
ZDDUGH��PHW�����PLOMDUG�GROODU�LQ������KHW�ZDDUGHYROVWH�PHUN�WHU�ZHUHOG�YROJHQV�%UDQG=��2 Dat 
EHJRQ�DO�LQ�KHW�MDDU�������WRHQ�$SSOH�KHW�YRUVWHOõNH�EHGUDJ�YDQ���PLOMRHQ�GROODU�EHWDDOGH�YRRU�
GH�ɠ��FOLFNɡ�OLFHQWLH�YRRU�]õQ�$SSOH�6WRUH�3

%UDQG�HTXLW\�ERXZHQ�RYHU�GH�DVVHQ�LQ�KHW�NRPSDV
-H�NXQW�EUDQG�HTXLW\�GXV�]LHQ�DOV�HHQ�GHQNEHHOGLJH�SõO�QDDU�UHFKWV��QDDU�GH�FRQVXPHQW��HQ�
YHUYROJHQV�ZHHU�DOV�HHQ�SõO�QDDU�OLQNV��QDDU�GH�PHUNRUJDQLVDWLH��RYHU�GH�KRUL]RQWDOH�DV�LQ�
KHW�PHUNPHHUZDDUGHNRPSDV��(HQ�RUJDQLVDWLH�SUREHHUW�PHW�HHQ�PHUN�ZDDUGH�WH�FUH­UHQ�GRRU�

waardeb2EMHFWLHYH�ZDDUGH�LV�GH�UHNHQ-
NXQGLJH�HHQKHLG��JHWDO��GLH�NDQ�ZRUGHQ�
WRHJHNHQG�DDQ�HHQ�HLJHQVFKDS�YDQ�HHQ�
LGHH��KDQGHOLQJ��REMHFW��ZH]HQ�RI�]DDN��
6XEMHFWLHYH�ZDDUGH�LV�GH�EHRRUGHOLQJ�
YDQ�GH]H�GLQJHQ��YDDN�JHYRHOVPDWLJ�

HQ�SHUVRRQOõN�YDQ�DDUG��'H�REMHFWLHYH�
ZDDUGH�YDQ�HHQ�PHUNSURGXFW�NDQ�GDDU-

GRRU�DIZõNHQ�YDQ�GH�HPRWLRQHOH�ZDDUGH��
EõYRRUEHHOG�DOV�PHQ�HUDDQ�JHKHFKW�LV�
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̧̧̠̞̜̫̬̭̣��� �
̨̧̧̡̛̥̝̪̣̫̱̠̤̟̝��
�̧̡̡̤̱̙̤̬̝̬�	�
�̧̮̝̪̬̪̭̯̝̦

:H�NõNHQ�QX�QDDU�PHUNPHHUZDDUGHFUHDWLH�HQ�GH�WKHRULH�DFKWHU�GH�ZHUNLQJ�YDQ�YHUWURXZHQ�
HQ�PHUNOR\DOLWHLW��:H�OHYHQ�LQ�HHQ�ZHUHOG�PHW�VQHOOH�WHFKQRORJLVFKH�YHUDQGHULQJHQ��ZDDULQ�
FRQVXPHQWHQ�VWHHGV�KRJHUH�HQ�QLHXZH�YHUZDFKWLQJHQ�KHEEHQ��+HW�VWUDWHJLVFK�PDQDJHQ�YDQ�
PHUNHQ�RPYDW�GXV�EHKRRUOõN�ZDW�DVSHFWHQ�GLH�DOOHPDDO�LQYORHG�KHEEHQ�RS�GH�PHUNPHHU-
ZDDUGH��EUDQG�HTXLW\��HQ�KHW�YHUWURXZHQ�GDW�PHQVHQ�KHEEHQ�LQ�KHW�PHUN�HQ�GH�HFRV\VWHPHQ�
ZDDULQ�KHW�PHUN�RSHUHHUW��'DW�LV�GH�HVVHQWLH�YDQ�HHQ�VWHUN�PHUN��:H�EHJLQQHQ�PHW�KHW�
GHѿQL­UHQ�YDQ�HHQ�PHUN�HQ�GH�ZDDUGH�GLH�KHW�NDQ�WRHYRHJHQ�DDQ�GH�RUJDQLVDWLH��

9HUWURXZHQ�LV�LHWV�ZDDU�ZH�RQV�PHHVWDO�QLHW�YDQ�EHZXVW�]õQ��3DV�DOV�ZH�VLJQDOHQ�RQWYDQJHQ�
GDW�HU�LHWV�QLHW�NORSW��RQWVWDDW�HU�WZõIHO�RI�ZDQWURXZHQ��%õ�VRFLDDO�YHUWURXZHQ�]LHQ�ZH�
YHUWURXZHQ�YDDN�DOV�LHWV�ZDW�HHUVW��ZHGHUNHULJ��PRHW�ZRUGHQ�JHJHYHQ�RP�KHW�WH�YHUNUõJHQ��
'H]H�YXLVWUHJHO�JDDW�LQ�GH�UHJHO�RRN�RS�Eõ�PHUNHQ��1D�YHUORRS�YDQ�WõG�YHUGZõQW�KHW�ɠEHZXVWHɡ�
YHUWURXZHQ��HQ�RQWVWDDW�HU�URXWLQHPDWLJ�KHUKDOLQJVJHGUDJ��%HLGH�]õQ�YRUPHQ�YDQ�PHUNOR\D�
OLWHLW��'LW�EUHQJW�RQV�QDDU�GH�HFRQRPLVFKH�ZDDUGH�YDQ�YHUWURXZHQ�YRRU�PHUNHQ�HQ�RUJDQLVD�
WLHV��,QYHVWHUHQ�LQ�YHUWURXZHQVUHODWLHV�NDQ�ZHO�GHJHOõN�OHLGHQ�WRW�PHUNPHHUZDDUGH��(U�LV�HHQ�
GLUHFW�YHUEDQG�WXVVHQ��PHUN�YHUWURXZHQ�HQ�EHGUõIVUHVXOWDWHQ��ZDW�]LFKWEDDU�LV�LQ�YHUNRRS�
FõIHUV��UHWHQWLH��KHUKDOLQJVDDQNRSHQ���HPRWLRQHOH�OR\DOLWHLW�YDQ�JHEUXLNHUV�HQ�GXXU]DPH�
PHUNUHODWLHV��
'DDUQDDVW�KHHҪ��PHUN�YHUWURXZHQ�RRN�HHQ�EUHGHUH�PDDWVFKDSSHOõNH�IXQFWLH��0HUNRUJDQLVD�
WLHV�YHUYXOOHQ�VWHHGV�YDNHU�HHQ�VRFLDDO�PDDWVFKDSSHOõNH�URO�LQ�GH�VDPHQOHYLQJ��'H�DXWHXUV�
]LHQ�PHUNHQ�DOV�HHQ�EHODQJUõNH�EH±QYORHGLQJVIDFWRU�YRRU�GXXU]DPH�JHGUDJVYHUDQGHULQJ��
ZDQW�YHHO�RYHUWXLJLQJHQ�HQ�JHGUDJLQJHQ�YDQ�PHQVHQ�]õQ�WH�KHUOHLGHQ�QDDU�PHUNJHEUXLN�1�2S�
GLW�PRPHQW�QHPHQ�PHUNRUJDQLVDWLHV�VWHHGV�YDNHU�HHQ�OHLGHQGH�URO�LQ�YHUDQGHULQJHQ�GLH�VSHOHQ�
LQ�GH�VDPHQOHYLQJ��=H�EH±QYORHGHQ�KLHUGRRU�GH�GHQNEHHOGHQ�YDQ�KHW�SXEOLHN��'XXU]DPH�HQ�
VRFLDOH�ZDDUGHQ�ZRUGHQ�EHODQJUõNHU�YRRU�KHW�YHUWURXZHQ�GDW�PHUNHQ�ZLOOHQ�RSERXZHQ��:H�
NXQQHQ�GDDURP�YHUWURXZHQ�]LHQ�DOV�GH�PDFUR�HFRQRPLVFKH�PHUNPHHUZDDUGH�RS�GH�ODQJH�
WHUPõQ��6FKRSSHQ��������2

6WXULQJVPHFKDQLVPH
9HUWURXZHQ�ZRUGW�EHVFKRXZG�DOV�HHQ�SV\FKRORJLVFKH�VWDDW�GLH�YHUERQGHQ�LV�DDQ�SHUVRRQ�
OõNH�GUõIYHUHQ�HQ�DWWLWXGHV��HQ�DFKWHUOLJJHQGH�HPRWLHV�GLH�ZRUGHQ�RSJHURHSHQ�Eõ�QHJDWLHYH�
RI�SRVLWLHYH�HQ�YRRUVSHOEDUH�YHUZDFKWLQJHQ��5RXVVHDX�HW�DO���������RPVFKUõYHQ�YHUWURXZHQ�
DOV�ɠGH�LQWHQWLH�RP�NZHWVEDDUKHLG�WH�DFFHSWHUHQ�RS�EDVLV�YDQ�SRVLWLHYH�YHUZDFKWLQJHQ�PHW�
EHWUHNNLQJ�WRW�GH�LQWHQWLHV�RI�KHW�JHGUDJ�YDQ�GH�DQGHUɡ�3�6LQGV�PHQVHQKHXJHQLV�LV�YHUWURXZHQ�
EHSDOHQG�JHZHHVW�YRRU�RQ]H�NHX]HV��9HUWURXZHQ�LV�GDDUPHH�HHQ�RXG�PHQWDDO�HQ�HPRWLRQHHO�
VWXULQJVPHFKDQLVPH�GDW�]õQ�ZHHUVODJ�KHHҪ�RS�GH��GHHOV�RQEHZXVWH��EHVOXLWYRUPLQJVSUR�
FHVVHQ�LQ�RQV�EUHLQ��



 ˡˤ

̜̝̝̤����
̪̙̦̜̚�̡̝̩̭̬̱�
̥̙̦̙̟̝̥̝̦̬

��� ̧̧̡̛̛̝̦̥̫̠̝�	�̥̝̦̬̙̤̝�̥̝̪̣̥̝̝̪̯̙̙̪̜̝

��� ̥̝̦̬̙̤̝�̯̙̙̪̜̝�̮̙̦�̝̝̦�̥̝̪̣�̮̝̪̣̤̙̙̪̜�
̡̮̙̦̭̬�̛̝̚̚

��� ̡̥̝̪̣̫̬̪̙̬̝̟̝̦̀�̧̨̫̬̝̤̤̝̦�	�
̥̝̪̣̯̙̙̪̜̝̣̝̬̝̦

��� ̨̧̡̡̧̡̥̝̪̣̫̬̦̝̪̦̟�	�̡̛̛̙̪̠̬̝̬̭̭̪
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̧̧̡̛̛̝̦̥̫̠̝�	�̥̝̦̬̙̤̝�
̥̝̪̣̥̝̝̪̯̙̙̪̜̝

:H�EHJLQQHQ�GLW�GHHO�PHW�EUDQG�HTXLW\�RPGDW�GLW�ZRUGW�JH]LHQ�DOV�GH�FHQWUDOH�FRQVWUXFWLH�LQ�
KHW�VWUDWHJLVFK�PDQDJHQ�YDQ�PHUNHQ�HQ�LQ�KHW�RSERXZHQ�YDQ�GXXU]DDP�PHUNYHUWURXZHQ��
1DDVW�RQHQLJKHLG�RYHU�GH�GHѿQLWLH�HQ�ZHONH�IDFWRUHQ�SUHFLHV�YDQ�LQYORHG�]õQ�RS�GH�ZDDUGH�
YDQ�XLWNRPVWHQ�LV�HU�VRZLHVR�GH�YUDDJ�KRH�MH�GH�ZDDUGH�YDQ�KHW�PHUN�JH±VROHHUG�NXQW�YDVW-
VWHOOHQ��GXV�KRH�MH�KHW�PHUN�NXQW�ORVPDNHQ�XLW�GH�JHKHOH�ZDDUGHNHWHQ�YDQ�GH�RQGHUQHPLQJ��
'H�NHUQ�YDQ�PHUNPDQDJHPHQW�DQQR�QX�LV�QDPHOõN�GDW�KHW�PHUN�LQ�HHQ�WRWDOH�YHUZHYHQKHLG�
YHUNHHUW�PHW�DOOH�IXQFWLHV�LQ�GH�PHUNRUJDQLVDWLH��%RYHQGLHQ�]õQ�GH�XLWNRPVWHQ�XLW�EHUHNH-
QLQJHQ�YDQ�GH�RS�GLW�RQGHUZHUS�JHVSHFLDOLVHHUGH�EUDQG�FRQVXOWDQFLHV�HUJ�XLWHHQORSHQG��
,Q�GLW�ERHN�KDQWHUHQ�Zõ�GH�EHJULSSHQ�PHUN��HQ�EHGUõIVZDDUGH�YRRU�GH�DVSHFWHQ�GLH�KDUG�
PHHWEDDU�]õQ��REMHFWLYH�EUDQG�HTXLW\�	�FRPSDQ\�YDOXH��HQ�PHUNPHHUZDDUGH��PHQWDO�EUDQG�
HTXLW\�	�WUXVW���YRRU�KHW�YHUWURXZHQ�HQ�GH�SRVLWLHYH�PHUNSHUFHSWLH�LQ�GH�KRRIGHQ�YDQ�
PHQVHQ�1

� ���� 0HUN�PHHU�ZDDUGH

‘All our factories and facilities could burn down tomorrow but you’d hardly touch the value of 
the company; all that actually lies in the goodwill of our brand franchise and the collective 
knowledge in the company’��5REHUWR�*RL]XHWD��YRRUPDOLJ�̝̑̓�YDQ�&RFD�&ROD���

:H�JDDQ�LQ�GLW�KRRIGVWXN�YHUNHQQHQ�KRH�GH�ZDDUGHEHSDOLQJ�YDQ�HHQ�PHUNQDDP�LQ�GH�ORRS�
GHU�WõG�LV�JH­YROXHHUG�WRW�]RDOV�ZH�GDDU�QX�RYHU�GHQNHQ��+HODDV�KHHUVW�HU�RYHU�KRH�GH�XLWHLQ�
GHOõNH�ҦQDQFL­OH�ZDDUGHEHSDOLQJHQ�EHUHNHQG�PRHWHQ�ZRUGHQ�QRJ�YHHO�RQGXLGHOõNKHLG��'H�
XLWNRPVWHQ�XLW�EHUHNHQLQJHQ�YDQ�YHUVFKLOOHQGH�RS�PHUNZDDUGHEHSDOLQJHQ�JHVSHFLDOLVHHUGH�
EUDQG�FRQVXOWDQFLHV�]õQ�YDDN�HUJ�YHUVFKLOOHQG��1DDVW�YHUVFKLO�LQ�GH�ҦQDQFL­OH�UHNHQPHWKRGHQ�
HQ�XLWNRPVWHQ�LV�HU�RRN�GLVFXVVLH�RYHU�ZDW�GH�H[DFWH�GHҦQLWLH�YDQ�EUDQG�HTXLW\�LV��9HUYROJHQV�
NõNHQ�ZH�QDDU�ZHONH�IDFWRUHQ�YDQ�LQYORHG�]õQ�RS�GH�XLWNRPVWHQ��'DQ�LV�HU�RRN�QRJ�GH�YUDDJ�
RI�HQ�KRH�MH�GH�ZDDUGH�YDQ�KHW�PHUN�JH±VROHHUG�NXQW�YDVWVWHOOHQ��GXV�KRH�MH�GH�LPSDFW�YDQ�KHW�
PHUN�NXQW�ORVPDNHQ�XLW�GH�JHKHOH�ZDDUGHNHWHQ�YDQ�HHQ�RQGHUQHPLQJ��'DW�OõNW�KDDVW�RQPRJH�
OõN�ZDQW�GH�NHUQ�YDQ�PHUNPDQDJHPHQW�DQQR������LV�QDPHOõN�GDW�KHW�LQ�HHQ�WRWDOH�YHUZHYHQ�
KHLG�YHUNHHUW�PHW�DOOH�IXQFWLHV�LQ�GH�PHUNRUJDQLVDWLH��

0HUNZDDUGH��EUDQG�YDOXH��HQ�PHUNPHHUZDDUGH��DGGHG�EUDQG�YDOXH�
%õ�KHW�JURWH�RQGHUZHUS�EUDQG�HTXLW\�PRHW�MH�HLJHQOõN�HHQ�RQGHUVFKHLG�PDNHQ�WXVVHQ�WZHH�
YRUPHQ�YDQ�PHUNZDDUGH��'H�HHUVWH�LV�GH�IHLWHOõNH�PHUNZDDUGH�GLH�KDUG�PHHWEDDU�LV��REMHFWLYH�
EUDQG�HTXLW\�	�FRPSDQ\�YDOXH���'H�WZHHGH�JDDW�RYHU�GH�WRHJHYRHJGH�ZDDUGH�GLH�HHQ�PHUN�NDQ�
KHEEHQ�YRRU�NODQWHQ�HQ�GH�JHEUXLNHUV�YDQ�KHW�PHUN��:H�QRHPHQ�GLW�RRN�ZHO�PHUNPHHUZDDUGH�
�KLHUYRRU�KDQWHUHQ�ZH�RRN�GH�WHUPHQ�VXEMHFWLYH�EUDQG�HTXLW\�	�WUXVW�HQ�RI�EUDQG�added brand 
value���GH�PDWH�ZDDULQ�HHQ�PHUN�LQ�GH�RJHQ�YDQ�GH�NODQW�ZDDUGH�WRHYRHJW�DDQ�HHQ�SURGXFW��
GLHQVW�RI�RUJDQLVDWLH��0HUNPHHUZDDUGH�ZRUGW�RQGHU�PHHU�EHSDDOG�GRRU�GH�JHSHUFLSLHHUGH�

brand equityb'H�PDWH�ZDDULQ�HHQ�
PHUN�PHHUZDDUGH�RSOHYHUW�YRRU�GH�
PHUNHLJHQDDU��+HW�LV�GH�VRP�YDQ�GH�

RQGHUVFKHLGHQGH�NZDOLWHLWHQ�YDQ�HHQ�
PHUN�HQ�ZRUGW�RRN�ZHO�UHSXWDWLHNDSLWDDO�

�UHSXWDWLRQDO�FDSLWDO��JHQRHPG�

ˢ˜



        

ˤˠ

̧̧̠̞̜̫̬̭̣��� �
̜̝�̥̝̦̬̙̤̝�̯̙̙̪̜̝�̮̙̦�
̝̝̦�̥̝̪̣�̮̝̪̣̤̙̙̪̜�
̡̮̙̦̭̬�̠̝̬�̛̝̚̚�̧̥̜̝̤

7ZHH�YUDJHQ�ZRUGHQ�YDDN�JHVWHOG��ɡ:DDUGRRU�ZRUGW�HHQ�PHUN�VWHUN"ɢ�HQ�ɡ+RH�ERXZ�MH�HHQ�
VWHUN�PHUN"ɢ�+HW�FXVWRPHU�EDVHG�EUDQG�HTXLW\�PRGHO��̡̠̠̣��NODQWJHULFKWH�PHUNPHHU-
ZDDUGH�PRGHO��KHOSW�GH]H�YUDJHQ�WH�EHDQWZRRUGHQ��'LW�PRGHO�RPYDW�WKHRUHWLVFKH�RQWZLN-
NHOLQJHQ�HQ�PDQDJHPHQWSUDNWõNHQ�GLH�NXQQHQ�KHOSHQ�Eõ�KHW�EHJUõSHQ�HQ�EH±QYORHGHQ�YDQ�
FRQVXPHQWHQJHGUDJ�
+HW�̡̠̠̣�PRGHO�QRHPW�HHQ�UHHNV�VWDSSHQ�YRRU�KHW�ERXZHQ�YDQ�HHQ�VWHUN�PHUN������YDVW-
VWHOOHQ�YDQ�GH�MXLVWH�PHUNLGHQWLWHLW������FUH­UHQ�YDQ�GH�MXLVWH�PHUNEHWHNHQLV������RSURHSHQ�
YDQ�GH�MXLVWH�PHUNUHVSRQV�HQ�����FUH­UHQ�YDQ�GH�MXLVWH�PHUNUHODWLHV�PHW�NODQWHQ��9ROJHQV�
GLW�PRGHO�LV�KHW�YRRU�KHW�ERXZHQ�YDQ�HHQ�VWHUN�PHUN�QRRG]DNHOõN�RP�EUHHGWH�HQ�GLHSWH�YDQ�
PHUNEHNHQGKHLG�WH�YHVWLJHQ��RP�VWHUNH��JXQVWLJH�HQ�XQLHNH�PHUNDVVRFLDWLHV�WH�FUH­UHQ��RP�
JXQVWLJH��WRHJDQNHOõNH�PHUNUHDFWLHV�RS�WH�URHSHQ��HQ�RP�LQWHQVLHYH��DFWLHYH�PHUNUHODWLHV�WH�
YRUPHQ��2P�GH]H�YLHU�VWDSSHQ�WH�NXQQHQ�]HWWHQ��PRHW�HU�ZRUGHQ�JHZHUNW�PHW�]HV�PHUNERXZ-
VWHQHQ�
��� PHUNVDLOODQWLH�
��� PHUNSUHVWDWLH��
��� PHUNEHHOGYRUPLQJ��
��� PHUNRRUGHOHQ��
��� PHUNJHYRHOHQV�
��� PHUNUHVRQDQWLH�

'H�VWHUNVWH�PHUNHQ�KHEEHQ�DOOH�YLHU�GH�VWDSSHQ�YRRU�KHW�ERXZHQ�YDQ�HHQ�PHUN�JH]HW��,Q�KHW�
̡̠̠̣�PRGHO�GRHW�GH�ZDDUGHYROVWH�PHUNERXZVWHHQ��PHUNUHVRQDQWLH��]LFK�DOOHHQ�YRRU�DOV�
DOOH�DQGHUH�NHUQPHUNZDDUGHQ�YROOHGLJ�LQ�V\QF�]õQ�ZDW�EHWUH҂�GH�EHKRH҂HQ�HQ�ZHQVHQ�YDQ�
NODQWHQ��0HW�DQGHUH�ZRRUGHQ��PHUNUHVRQDQWLH�JHWXLJW�YDQ�HHQ�YROOHGLJ�KDUPRQLHX]H�UHODWLH�
WXVVHQ�NODQWHQ�HQ�KHW�PHUN��,Q�KHW�JHYDO�YDQ�PHUNUHVRQDQWLH�]õQ�NODQWHQ�LQ�KRJH�PDWH�
OR\DDO�DDQ�HHQ�PHUN��'LW�ZRUGW�DDQJHJHYHQ�GRRU�HHQ�QDXZH�UHODWLH�PHW�KHW�PHUN�HQ�KHW�IHLW�
GDW�FRQVXPHQWHQ�DFWLHI�]RHNHQ�QDDU�PDQLHUHQ�RP�LQ�FRQWDFW�WH�NRPHQ�PHW�KHW�PHUN�HQ�RP�
KXQ�HUYDULQJHQ�WH�GHOHQ�PHW�DQGHUHQ��%HGUõYHQ�GLH�LQ�VWDDW�]õQ�RP�UHVRQDQWLH�HQ�DѻQLWHLW�
Eõ�KXQ�NODQWHQ�WH�EHUHLNHQ��]RXGHQ�YHHO�ZDDUGHYROOH�YRRUGHOHQ�NXQQHQ�RRJVWHQ��]RDOV�HHQ�
ɡSUHPLXPɢ�SUõV�HQ�HѻFL­QWHUH�HQ�HѺHFWLHYH�PDUNHWLQJSURJUDPPDɢV�

� ���� .ODQWJHULFKWH�PHUNPHHUZDDUGH��FXVWRPHU�EDVHG�EUDQG�HTXLW\�

:H�VSUHNHQ�YDQ�NODQWJHULFKWH�PHUNPHHUZDDUGH�ZDQQHHU�GH�FRQVXPHQW�]LFK�LQ�KRJH�PDWH�
EHZXVW�LV�YDQ�KHW�PHUN��HU�YHUWURXZG�PHH�LV�HQ�ZDQQHHU�Kõ�HQNHOH�VWHUNH��JXQVWLJH�HQ�XQLHNH�
PHUNDVVRFLDWLHV�LQ�KHW�JHKHXJHQ�KHHҪ��6RPV�LV�PHUNEHNHQGKHLG�DOOHHQ�YROGRHQGH�RP�WH�

Customer Based Brand Equity (CBBE-
model)b0HUNPRGHO��.HOOHU��YRRU�KHW�

ERXZHQ�YDQ�VWHUNH�PHUNHQ�YDQXLW�KHW�
SHUVSHFWLHI�YDQ�GH�FRQVXPHQW��HQ�ZDDULQ�
MH�YLD�]HV�ERXZVWHQHQ�WRW�OR\DOLWHLWVUHOD-

WLHV�HQ�PHUNPHHUZDDUGH�NRPW�

merkassociatiesb$OOH�DDQ�KHW�PHUN�JHNRS-
SHOGH�PDWHUL­OH�HQ�LPPDWHUL­OH�EHHOGHQ��
HUYDULQJHQ��RYHUWXLJLQJHQ�HQ�RSYDWWLQJHQ�
LQ�KHW�KRRIG�YDQ�GH�NODQW�RI�FRQVXPHQW�



        

˜˝˞

̧̧̠̞̜̫̬̭̣��� �
̡̥̝̪̣̫̬̪̙̬̝̟̝̦̀�
̧̨̫̬̝̤̤̝̦�
	�̥̝̪̣̯̙̙̪̜̝̣̝̬̝̦

(HQ�PHUNVWUDWHJLH�YRRU�HHQ�EHGUõI�LGHQWLѿFHHUW�ZHONH�PHUNHOHPHQWHQ�HHQ�EHGUõI�NLHVW�YRRU�
WRHSDVVLQJ�RS�GH�GLYHUVH�SURGXFWHQ�GLH�KHW�YHUNRRSW��:HONH�ULFKWOõQHQ�EHVWDDQ�HU�DOV�MH�
PRHW�EHVOLVVHQ�RYHU�GH�MXLVWH�FRPELQDWLH�YDQ�PHUNQDPHQ�HQ�DQGHUH�PHUNHOHPHQWHQ��YRRU�
GH�EHVWH�DDQSDN�YDQ�PHUNPHHUZDDUGH�RYHU�KHW�JHKHOH�DVVRUWLPHQW�YDQ�GH�SURGXFWHQ�YDQ�
HHQ�EHGUõI"�(HQ�PHUNVWUDWHJLH�LV�HVVHQWLHHO�RPGDW�GLW�KHW�PLGGHO�LV�ZDDUPHH�KHW�EHGUõI�
GH�FRQVXPHQW�NDQ�KHOSHQ�LQ]LFKW�LQ�]õQ�SURGXFWHQ�HQ�GLHQVWYHUOHQLQJ�WH�NUõJHQ��$IQHPHUV�
NXQQHQ�E�E�HQ�E�F�]õQ��

� ���� 6WUDWHJLVFK�PHUNHQPDQDJHPHQWSURFHV

6WUDWHJLVFK�PHUNHQPDQDJHPHQW�EUHQJW�KHW�RQWZLNNHOHQ�HQ�LPSOHPHQWHUHQ�YDQ�PHUN���PDUNH�
WLQJSURJUDPPDɡV�HQ��DFWLYLWHLWHQ�PHW�]LFK�PHH�RP�PHUNPHHUZDDUGH�WH�ERXZHQ��WH�PHWHQ�HQ�WH�
EHKHUHQ��,Q�GH]H�WHNVW�GHҦQL­UHQ�ZH�VWUDWHJLVFK�PHUNHQPDQDJHPHQW�LQ�YLHU�KRRIGVWDSSHQ��]LH�
ҦJXXU������

• Merk-productmatrix
• Merkportfolio’s en hiërarchieën
• Strategieën voor merkuitbreidingen
• Merkversterking en merkrevitalisering
• Strategisch merkenmanagement

STAPPEN SLEUTELCONCEPTEN

Merkpositionering en waarden
identificeren en bepalen

• Mentale kaarten
• Concurrentiegericht referentiekader
• Punten van verschil en punten van
   overeenkomst

• Kernmerkassociaties
• Merkmantra’s

Merkmarketingprogramma’s 
plannen en implementeren

Merkprestaties meten 
en interpreteren

Merkmeerwaarde 
ontwikkelen en handhaven

• Merkelementen combineren
• Merkmarketingactiviteiten integreren
• Profiteren van secundaire associaties

• Merkwaardeketen
• Merkaudits
• Merken volgen
• Merkwaardemeetsysteem

�̡̞̟̭̭̪������ 6WUDWHJLVFK�PHUNHQPDQDJHPHQWSURFHV

:H�]XOOHQ�HON�YDQ�GH]H�YLHU�VWDSSHQ�HHUVW�LQ�KHW�NRUW�EHKDQGHOHQ�1 

merkstrategie, brand strategyb:õ]H�
ZDDURS�GH�PHUNGRHOVWHOOLQJHQ�JHUHD-
OLVHHUG�PRHWHQ�ZRUGHQ��JHIRUPXOHHUG�
RS�EDVLV�YDQ�GH�����PHUNSRVLWLRQHULQJ��
����PHUNGRHOJURHSHQ������NODQWJHULFKWH�

ZDDUGHSURSRVLWLH������EHZõVODVW�HQ�����GH�
FRPPXQLFDWLH�HQ�LPSOHPHQWDWLH�YDQ�GH�

EUDQGLQJ��PDUNHWLQJ�HQ�HHQ�RSHUDWLRQHHO�
SODQ�ULFKWLQJ�GH�PHGHZHUNHUV�HQ�PDUNH-

WLQJNDQDOHQ�



    

˜ˠˠ

̧̧̠̞̜̫̬̭̣��� �
̨̧̡̡̧̡̥̝̪̣̫̬̦̝̪̦̟�
	�̡̛̛̙̪̠̬̝̬̭̭̪

,Q�GLW�KRRIGVWXN�EHVSUHNHQ�ZH�KRH�MH�PHUNSRVLWLRQHULQJ�WRHSDVW�HQ�KRH�GH�JHZHQVWH�RI�
LGHDOH�PHUNNHQQLVVWUXFWXUHQ�NXQQHQ�ZRUGHQ�JHGHѿQLHHUG�WõGHQV�KHW�SURFHV�YDQ�KHW�SRVLWL-
RQHUHQ�YDQ�HHQ�PHUN��3RVLWLRQHUHQ�EHWHNHQW�KHW�LGHQWLѿFHUHQ�HQ�YDVWVWHOOHQ�YDQ�SXQWHQ�YDQ�
YHUVFKLO�HQ�SXQWHQ�YDQ�RYHUHHQNRPVW�RP�]R�GH�MXLVWH�PHUNLGHQWLWHLW�HQ�KHW�MXLVWH�PHUNLPDJR�
WH�EHSDOHQ�1�8QLHNH��EHWHNHQLVYROOH�SXQWHQ�YDQ�YHUVFKLO��SRLQWV�RI�GLѺHUHQFH��̢̮̭ɢV��OHYHUHQ�
HHQ�FRQFXUUHUHQG�YRRUGHHO�RS�HQ�YRRU]LHQ�FRQVXPHQWHQ�YDQ�GH�ɡUHGHQ�ZDDURPɢ�]H�KHW�PHUN�
PRHWHQ�NRSHQ��3XQWHQ�YDQ�RYHUHHQNRPVW��SRLQWV�RI�SDULW\��̮̭̮ɢV��ELHGHQ�GH�PRJHOõN-
KHLG�RP�ɡPHH�WH�OL҂HQɢ�RS�NZDOLWDWLHYH�NHQPHUNHQ�YDQ�FRQFXUUHQWHQ�RI�KHW�RQWNUDFKWHQ�YDQ�
SRWHQWL­OH�SXQWHQ�YDQ�YHUVFKLO�YRRU�FRQFXUUHQWHQ��0HW�DQGHUH�ZRRUGHQ��GH]H�DVVRFLDWLHV�]õQ�
EHGRHOG�RP�FRQVXPHQWHQ�WH�YRRU]LHQ�YDQ�ɡJHHQ�UHGHQ�RP�QLHWɢ�YRRU�KHW�PHUN�WH�NLH]HQ��7HQ�
VORWWH�EHVSUHNHQ�ZH�RYHU�PHUNSRVLWLRQHULQJ�RYHU�KRH�MH�NHUQ�PHUNDVVRFLDWLHV�HQ�PHUNPDQ-
WUDɢV�NXQW�YDVWVWHOOHQ�HQ�KRH�MH�PHUNDXGLWV�NXQW�YHUULFKWHQ�DDQ�GH�KDQG�YDQ�HHQ�RQGHU]RHNV-
EHQDGHULQJ�RP�]R�GH�PHUNSRVLWLRQHULQJ�WH�IRUPXOHUHQ��
,Q�GH�Zõ]H�ZDDURS�HHQ�RUJDQLVDWLH�KDDU�PHUNDUFKLWHFWXXU�HQ�PHUNVWUDWHJLH�LQULFKW�HQ�
EHVWXXUW�ɞ�KHW�ɡRUJDQLJUDPɢ�YDQ�KHW�PHUNPDQDJHPHQW�ɞ�]õQ�YHOH�WKHRUHWLVFKH�NHX]HPRJH-
OõNKHGHQ�HQ�SUDJPDWLVFKH�RSWLHV�GHQNEDDU��9DQXLW�KHW�VWUDWHJLVFKH�RQGHUZHUS�ɡPHUNDU-
FKLWHFWXXUɢ�YHUNHQQHQ�ZH�GH�EUHHGWH�HQ�GLHSWH�YDQ�GH�PHUNVWUDWHJLH��+HW�RQGHUZHUS�LV�
HQLJV]LQV�YHUJHOõNEDDU�LQ�GH�Zõ]H�ZDDURS�MH�HHQ�RUJDQLVDWLH�PHW�YHUVFKLOOHQGH�IXQFWLHV�
LQ�HHQ�ORJLVFKH�KL­UDUFKLVFKH�JHODDJGKHLG�NXQW�RQWZHUSHQ��9RRU�HHQ�PHUNVWUDWHHJ�ɞ�DOV�
FRQVWUXFWHXU�YDQ�HHQ�EHVWHQGLJH�PHUNDUFKLWHFWXXU�ɞ�LV�KHW�NXQQHQ�GRRUJURQGHQ�YDQ�GH�
VDPHQKDQJ��GH�JHODDJGKHLG�HQ�YHUVFKLOOHQGH�PHUNUROOHQ�YDQ�EHODQJ�RP�XLWHLQGHOõN�HHQ�
PHUNDUFKLWHFWXXUVWUDWHJLH�RS�WH�NXQQHQ�VWHOOHQ��9DQXLW�HHQ�HHQPDDO�RQWZLNNHOGH�PHUNDU-
FKLWHFWXXU�NUõJHQ�RUJDQLVDWLHV�RS�WHUPõQ�WH�PDNHQ�PHW�SURGXFW��HQ�PHUNXLWEUHLGLQJHQ��'H�
YUDDJ�LV�GDQ�KRH�MH�GH]H�QLHXZH�DDQYXOOLQJHQ�NXQW�PDQDJHQ�RS�KHW�FDQYDV�YDQ�HHQ�UHHGV�
RQWZLNNHOGH�PHUNDUFKLWHFWXXU��:HONH�VWXULQJVPLGGHOHQ�KHH҂�HHQ�PHUNVWUDWHHJ�KLHUYRRU�WRW�
]õQ�EHVFKLNNLQJ"

����� 0HUNSRVLWLRQHULQJVVWUDWHJLH

3RVLWLRQHULQJ�LV�HURS�JHULFKW�PHW�HHQ�PHUN�HHQ�GXLGHOõNH��XQLHNH�SRVLWLH�LQ�WH�QHPHQ�WHQ� 
RS]LFKWH�YDQ�FRQFXUUHUHQGH�PHUNHQ�LQ�KHW�KRRIG�YDQ�GH�FRQVXPHQW��+LHUEõ�LV�KHW�EHODQJUõN� 
GH�MXLVWH�PHUNNHQQLV�WH�RQWZLNNHOHQ�PHW�EõSDVVHQGH�DVVRFLDWiHV��RPGDW�RQV�EUHLQ�FRQVWDQW� 
YHUJHOõNLQJHQ�PDDNW��DVVRFLDWLHV�OHJW��PHW�DQGHUH�GLQJHQ�RP�]DNHQ�WH�KHUNHQQHQ�HQ�WH� 
EHJUõSHQ��2IZHO��ZDW�]õQ�GH�RYHUHHQNRPVWHQ�HQ�ZDW�]õQ�GH�YHUVFKLOOHQ"�'LW�GRHQ�ZH�WXVVHQ� 
PHQVHQ��PHUNHQ��RUJDQLVDWLHV��SURGXFWHQ�HQ�GLHQVWHQ��$OV�LHPDQG�DO�EHNHQG�LV�PHW�HHQ� 
PHUN�SURGXFW��ZRUGW�GLW�PHUN�VQHOOHU�EHJUHSHQ��$OV�HU�XQLHNH�YHUVFKLOOHQ�]õQ��GDQ�NDQ�LHPDQG� 
PHUNHQ�YDQ�HONDDU�RQGHUVFKHLGHQ��+RH�KHUNHQEDDUGHU�HHQ�PHUN�RI�HHQ�PHUNFRQFHSW�LV�YRRU� 
GH�FRQVXPHQW��GHV�WH�VQHOOHU�EHJUõSW�HQ�RQWKRXGW�GLH�KHW��(HQ�PHUN�KHHҪ�GDQ�HHQ�GXLGHOõN�WH� 
RQWKRXGHQ�SRVLWLRQHULQJ��



 ˝˜ˢ

̜̝̝̤����
̪̙̦̜̚�̡̜̝̫̟̦�
̥̙̦̙̟̝̥̝̦̬

��� ̠̝̬�̧̮̪̥̟̝̮̝̦�̝̦�̧̭̯̝̦̚�̮̙̦�̥̝̪̣̝̦

���� ̡̞̱̫̝̣̝�	�̥̝̦̬̙̤̝�̡̡̡̥̝̪̣̜̝̦̬̬̝̬

���� ̧̨̥̝̪̣̦̬̯̝̪̥̙̦̙̟̝̥̝̦̬�	�
̧̡̡̛̛̥̝̪̣̥̥̭̦̙̬̝

���� ̧̪̦̦̝̦̚�̮̙̦�̥̝̪̣̥̝̝̪̯̙̙̪̜̝�̧̧̧̜̪̟̪̦̜̝̦�
̝̦�̥̝̬̝̦



        

˝˜ˤ

̧̧̠̞̜̫̬̭̣��� �
̠̝̬�̧̮̪̥̟̝̮̝̦�̝̦�
̧̭̯̝̦̚�̮̙̦�̥̝̪̣̝̦

,Q�GLW�KRRIGVWXN�NõNHQ�ZH�QDDU�KHW�KHUNHQQHQ�HQ�RQGHU]RHNHQ�YDQ�EURQQHQ�YDQ�PHUNPHHU-
ZDDUGH��HQ�KRH�GH]H�LQ�WH�]HWWHQ�LQ�EUDQG�GHVLJQ�HQ�DQGHUH�PHUNWRHSDVVLQJHQ��+RHZHO�GLW�
ERHN�QLHW�RYHU�KHW�RQWZHUSSURFHV�]HOI�JDDW��NõNHQ�ZH�ZHO�KRH�EUDQG�DVVHWV�KHW�EHVWH�NXQQHQ�
DDQVOXLWHQ�RS�GH�PHQWDOH�HQ�YLVXHOH�PHUNLGHQWLWHLW��(Q�KRH�]H�VWUDWHJLVFK�NXQQHQ�ZRUGHQ�
LQJH]HW�YRRU�PHUNERXZ�HQ�KRH�YHUYROJHQV�GH�HѺHFWLYLWHLW�HUYDQ�LV�WH�PHWHQ��=R�NõNHQ�ZH�
QDDU�GH�YRUPJHYLQJ�YDQ�YLVXHOH�EUDQG�VWLPXOL�HQ�KHW�RQWZHUSHQ�YDQ�JHGUDJVEH±QYORHGLQJ��
'LW�ORRSW�XLWHHQ�YDQ�KHW�RQWZLNNHOHQ�YDQ�GH�PHUNLGHQWLWHLW��EUDQG�LGHQWLW\��WRW�KHW�WRXFKSRLQW�
PDQDJHPHQW�LQ�GH�NODQWUHLV��FXVWRPHU�MRXUQH\���:HONH�VHQVRULVFKH�FRQWDFWSXQWHQ�GUDJHQ�
KHW�PHHVWH�Eõ�WRW�KHW�FUH­UHQ�YDQ�PHUNPHHUZDDUGH"

� ���� 0HUNEDUH�ZDDUGH

%UDQG�GHVLJQ�PDQDJHPHQW�IRFXVW�RS�GHVLJQ��SV\FKRORJLH�HQ�PHQVHOõN�JHGUDJ�LQ�FRPELQDWLH�
PHW�KHW�RQWZLNNHOHQ�YDQ�PHUNYHUVFKõQLQJVYRUPHQ�GLH�EõGUDJHQ�DDQ�GH�RSHUDWLRQHOH�GRHO�
VWHOOLQJHQ�YDQ�GH�RQGHUQHPLQJ��+RH�ZDDUGH�WH�FUH­UHQ�PHW��EHHOG�WDDO�HQ�GHVLJQ"
0HUNSHUFHSWLH��KHW�EHHOG�GDW�HHQ�FRQVXPHQW�YRUPW�YDQ�HHQ�PHUN��VSHHOW�KLHUEõ�HHQ�EHODQJ�
UõNH�URO��2RN�NõNHQ�ZH�QDDU�KHW�RQWZLNNHOHQ�HQ�RQWZHUSHQ�YDQ�GH�PHUNLGHQWLWHLW�HQ�EUDQGLQJ�
�ZDDURQGHU�SDFNDJLQJ��LQWHUIDFHV��FXVWRPHU�MRXUQH\�HQ�WRXFKSRLQWV���9HUGHU�NRPHQ�design 
thinking��PHUNEHOHYLQJ��VWRU\WHOOLQJ�HQ�VHPLRWLHN�DDQ�ERG��

*HEUXLNVZDDUGH��FXVWRPHU�YDOXH�
9RRU�RQGHUQHPLQJHQ�LV�KHW�FUH­UHQ�YDQ�FRQVXPHQWHQZDDUGH�EHODQJUõN��'H�PDWH�ZDDULQ�
HHQ�PHUN�LQ�GH�RJHQ�YDQ�GH�NODQW�ZDDUGH�WRHYRHJW�DDQ�HHQ�SURGXFW��GLHQVW�RI�RUJDQLVDWLH�WHQ�
RS]LFKWH�YDQ�GH�FRQFXUUHQWLH��EHSDDOW�KHW�VXFFHV�YDQ�HHQ�PHUN��'HQN�GDDUEõ�DDQ�GH�WRHJH�
YRHJGH�ZDDUGH�DDQ�JHEUXLNHUV�GLH�KHW�SURGXFW�RYHUVWõJW��]RDOV�GH�VQHOKHLG�YDQ�EHDQWZRRUGHQ�
YDQ�YUDJHQ�RI�YDQ�HHQ�I\VLHNH�OHYHULQJ��JHPDN��IULFWLHORRV�DDQERG��FRQQHFWLYLWHLW��HQ�WHJHQ�
ZRRUGLJ�VWHHGV�YDNHU�GLJLWDOH�JHEUXLNHUVKHUNHQQLQJ�HQ�EõEHKRUHQGH�DGYLVHULQJ�GRRU�RQGHU�
VWHXQHQGH�PDFKLQH�OHDUQLQJ�WHFKQRORJLH�HQ�RI�DQGHUH�NXQVWPDWLJH�LQWHOOLJHQWLH��
9HUGHU�NXQQHQ�GLYHUVH�DWWULEXWHQ�HQ�PHUNYRRUNHXUHQ�GH�ZDDUGH�YHUJURWHQ��'HQN�DDQ�
JHSHUFLSLHHUGH�SUHVWDWLH��YRRUGHOHQ��EHQHҦWV���GHVLJQ��PHUNEHOHYLQJ��SV\FKRVRFLDOH�
EHWHNHQLV��QDDPVEHNHQGKHLG��UHSXWDWLH�HQ�GH�EHWURXZEDDUKHLG�YDQ�KHW�PHUN��%õ�KHW�
PHQWDDO�HQ�I\VLHN�YRUPJHYHQ�HQ�ERXZHQ�YDQ�PHUNHQ�]õQ�GH]H�DVSHFWHQ�EHSDOHQG�YRRU�GH�
PHUNSHUFHSWLH��

8LW�RQGHU]RHN�JHGDDQ�GRRU�Harvard Business Review��������QDDU�GH�HOHPHQWHQ�YDQ�ZDDUGH��
NZDPHQ�HU�YLHU�ZDDUGHFDWHJRULH­Q�QDDU�YRUHQ�GLH�UHOHYDQW�]õQ�LQ�KHW�PHUNRQWZHUSSURFHV�1
)XQFWLRQHOH�ZDDUGH��'H�NZDOLWHLWHQ�YDQ�KHW�PHUN��KHW�SURGXFW�RI�GH�GLHQVW��
(PRWLRQHOH�ZDDUGH��'H�PDQLHU�ZDDURS�KHW�PHUN��KHW�SURGXFW�RI�GH�VHUYLFH�GH�NODQW�KHW�
JHYRHO�JHHҪ�

brand designb+HW�YRUPHQ�YDQ�KHW�PHUN�
�KHW�YDVWOHJJHQ�YDQ�GH�PHQWDOH�PHUNLGHQ-
WLWHLW��HQ�KHW�YRUPJHYHQ�YDQ�KHW�PHUN��KHW�
RQWZHUSHQ�YDQ�GH�YLVXHOH�PHUNLGHQWLWHLW��

HQ�XLWZHUNHQ�YDQ�DOOH�PHUNXLWLQJHQ�

brand design managementb+HW�
YRRUWGXUHQGH�SURFHV�YDQ�VWUDWHJLVFKH�

EHVOLVVLQJHQ�RP�LQQRYDWLHV�HQ�RQWZHUSHQ�
YDQ�SURGXFWHQ��GLHQVWHQ�HQ�RPJHYLQJHQ�

ɞ�HQ�GH�FRPPXQLFDWLH�GDDUYDQ�ɞ�WH�
RSWLPDOLVHUHQ�YRRU�HHQ�YHUEHWHUGH�JHEUXL-
NHUVEHOHYLQJ�HQ�GDDUGRRU�HHQ�SRVLWLHYHU�

EHGUõIVUHVXOWDDW�



        

˝˟ˢ

̧̧̠̞̜̫̬̭̣���� �
̡̞̱̫̝̣̝�̝̦�̥̝̦̬̙̤̝�
̡̡̡̜̝̦̬̬̝̬

0HUNLGHQWLWHLW�NDQ�ZRUGHQ�RQGHUYHUGHHOG�LQ�HHQ�I\VLHNH�HQ�PHQWDOH�LGHQWLWHLW��9DQ�GH�
I\VLHNH�YLVXHOH�LGHQWLWHLW��LV�GH�FRUSRUDWH�LGHQWLW\��YRRU�HHQ�RUJDQLVDWLHPHUN��HQ�GH�EUDQG�
LGHQWLW\��YRRU�HHQ�IDEULNDQW��RI�SURGXFWPHUN��GH�PHHVW�YRRUNRPHQGH�YHUVFKõQLQJVYRUP��'LW�
LV�KHW�YLVXHOH�V\VWHHP�YDQ�PHUNHOHPHQWHQ�ZDDURQGHU�GH�QDDP��ORJR�HQ�V\PEROHQ��W\SR-
JUDѿH��NOHXUHQ��EHHOGHQ�HQ�WDDOJHEXLN��EUDQG�ODQJXDJH��YDOOHQ��+HW�LV�HHQ�YLVXDOLVHULQJ�YDQ�
GH�QDDP��NHUQZDDUGHQ��YLVLH��GRHO�HQ�YRRUGHOHQ�GLH�HHQ�PHUN�KHW�EHVW�NDUDNWHULVHUHQ��(HQ�
I\VLHNH�LGHQWLWHLW�NDQ�YHOH�JHGDDQWHQ�KHEEHQ��ZDDURQGHU�YLVXHHO��DOV�EHHOGPHUN��LFRQHQ��
PHUNWDDO�RI�DOV�JHEUXLNHUVLQWHUIDFH���DXGLWLHI��DOV�VRXQGORJR�RI�DOV�MLQJOH��RI�WDFWLHO��DOV�PHUN-
REMHFW��GHQN�DDQ�KHW�&RFD�&ROD�IOHVMH��GH�=LSSR�DDQVWHNHU�RI�GH�L3RG���'LW�ZRUGHQ�RRN�ZHO�
I\VLHNH�PHUNDWWULEXWHQ��EUDQG�DVVHWV��JHQRHPG�

� ����� 0HUNVDLOODQWLH�

(HQ�GXLGHOõNH�PHUNLGHQWLWHLW�]RUJW�YRRU�KHUNHQEDDUKHLG�HQ�RQGHUVFKHLG��'LW�]õQ�DVSHFWHQ�GLH�
RRN�HHQ�URO�VSHOHQ�Eõ�PHUNVDLOODQWLH��KHW�PHQWDDO�HQ�I\VLHN�DDQZH]LJ�]õQ�LQ�KHW�KRRIG�YDQ�GH�
FRQVXPHQW��-H�PRHW�LQ�]õQ�EUHLQ�QDPHOõN�HHQ�GXLGHOõNH�DVVRFLDWLH�OHJJHQ�WXVVHQ�KHW�PHUN�HQ�
KHW�SURGXFW��'DQ�ZHHW�GH�FRQVXPHQW�Eõ�HHQ�DGYHUWHQWLH�RI��UDGLR��FRPPHUFLDO�LPPHUV�ZDDU�
Kõ�KHW�PHUN�PRHW�SODDWVHQ��9HUYROJHQV�NDQ�MH�GDQ�HҝHFWLHI�ERXZHQ�DDQ�PHUNEHNHQGKHLG�HQ�
�NHQQLV��,Q�KRHYHUUH�LV�KHW�PHUN�WRS�RI�PLQG�HQ�ZRUGW�KHW�VQHO�KHULQQHUG�RI�KHUNHQG"�=LH�YRRU�
PHUNVDLOODQWLH�RRN�SDUDJUDDI��������2QGHUVFKHLGHQGH�PHUNHOHPHQWHQ��]LH�KLHUYRRU�SDUDJUDDI�
�����������HQ���������RRN�ZHO�distinctive brand assets JHQRHPG��NXQQHQ�KLHUEõ�KHOSHQ��'HQN�DDQ�
RQGHUVWHXQHQGH�HOHPHQWHQ�GLH�MH�NXQW�ZDDUQHPHQ��GHQN�DDQ�YRUPHQ��JHOXLGHQ��NODQNHQ��
NOHXUHQ��PHUNWHNHQV�RI�OHWWHUW\SHV��2RN�JHXUHQ�YDOOHQ�KLHURQGHU��'H]H�DVVHWV�KRHYHQ�RS�
]LFK]HOI�ZHLQLJ�EHWHNHQLV�WH�KHEEHQ��PDDU�]H�NXQQHQ�QHW�GDW�VWXNMH�KHUNHQQLQJ�]õQ�ZDDU�
GRRU�MH�DDQ�HHQ�EHSDDOG�PHUN�GHQNW��'HQN�DDQ�WHOHFRPSURYLGHUV�HQ�MH�]LHW�GH�NOHXU�PDJHQWD�
�̢�̛RELOH���GH�NOHXU�URRG��9RGDIRQH��RI�GH�NOHXU�JURHQ��̙̞̜���(HQ�PHUNLGHQWLWHLW�NDQ�RRN�
FRPSOH[HUH�PHUNNHQQLV�RI�HHQ�GLHSHUH�V\PEROLVFKH�PHUNEHWHNHQLV�YLD�PHUNWHNHQV��LFRQHQ��
WHUXJEUHQJHQ�QDDU�HHQ�WRHJDQNHOõN�ZRRUG��RI�EHHOGPHUN��OHHV�PHHU�RYHU�PHUNV\PEROLHN�LQ�
SDUDJUDDI����������

7DDO�HQ�WRRQ]HWWLQJ
2RN�VSHHOW�GH�WDDO�HHQ�EHODQJUõNH�URO��'LW�NDQ�GH�EHHOGWDDO�]õQ�RP�HHQ�PHUNRUJDQLVDWLH�RI�
PHUNSURGXFWHQ�YLVXHHO�WH�DUWLFXOHUHQ��PDDU�RRN�RP�GH]H�TXD�ZRRUGJHEUXLN�RQGHUVFKHLGHQG�
WH�RPVFKUõYHQ��0HUNWDDO�KHHҪ�DOV�IXQFWLH�VSHFLҦHNH�ZRRUGHQ��WHUPHQ�RI�LGHH­Q�DVVRFLDWLHI�WH�
NRSSHOHQ�DDQ�HHQ�PHUN��PHHU�KLHURYHU�LQ�GH�YROJHQGH�SDUDJUDIHQ��1
'H�PHQWDOH�LGHQWLWHLW��GLH�RQGHU�PHHU�ZRUGW�JHYRUPG�GRRU�GH�PLVVLH��YLVLH��NHUQZDDUGHQ��
PHUNDVVRFLDWLHV��PHUNEHORҪH�HQ�PHUNSHUVRRQOõNKHLG��NDQ�JHGHVWLOOHHUG�ZRUGHQ�WRW�HHQ�PHUN�
PDQWUD��PHUNHVVHQWLH��GLH�YHUYROJHQV�DOV�WDJOLQH�RI�EDVHOLQH�GHHO�NDQ�XLWPDNHQ�YDQ�GH�YLVXHOH�
PHUNLGHQWLWHLW��'H]H�JDDW�YDDN�VDPHQ�PHW�GH�SXUSRVH�YDQ�GH�PHUNRUJDQLVDWLH�

icoonb+HW�Eõ�FRQVXPHQWHQ�GLHSJHZRU-
WHOGH�V\PERRO�YDQ�HHQ�PHUN��,FRQHQ�

YRUPHQ�YHUWHJHQZRRUGLJHQ�HHQ�RQJHORRI-
OõNH�ZDDUGH��GH�VZRRVK�YDQ�1LNH���PDDU�
]H�PRHWHQ�PHW�HQLJH�UHJHOPDDW�ZRUGHQ�
RSJHIULVW�RP�]H�HLJHQWõGV�WH�KRXGHQ�

beeldmerkb6\PEROLVFK�KHUNHQQLQJVWHNHQ�
YDQ�HHQ�PHUN��YDDN�RQGHUGHHO�YDQ�KHW�
ORJR��GDQ�LQ�FRPELQDWLH�PHW�KHW�ZRRUG-

PHUN� �V\PERRO���QDDP��

 � VIDEO - HOW TO: 
Design a Brand 
Identity System 

(HQ�NõNMH�LQ�GH�NHXNHQ�YDQ�
JUDSKLF�GHVLJQHU�&KULVWRSKHU�
2UR]FR�KRH�Kõ�HHQ�PHUNVWUD-
WHJLH�YHUWDDOW�
WRW�HHQ�PHUN�
LGHQWLWHLWV�
V\VWHHP�
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̧̧̠̞̜̫̬̭̣���� �
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̧̡̡̛̛̥̝̪̣̥̥̭̦̙̬̝

'LW�ERHN�JDDW�QLHW�LQ�RS�KHW�RQWZHUSSURFHV�YDQ�VSHFLѿHNH�PHUNHOHPHQWHQ�RI�PHUNDWWULEXWHQ��
'DW�]õQ�DSDUWH�RQWZHUSGLVFLSOLQHV�ZDDURYHU�JRHGH�OLWHUDWXXU�EHVFKLNEDDU�LV��PDDU�ZDDUYRRU�
GLW�PDQDJHPHQWERHN�QLHW�EHGRHOG�LV��:HO�NõNHQ�ZH�QDDU�KHW�RQWZLNNHO��HQ�PDQDJHPHQW-
SURFHV�RP�WRW�GH�EHVWH�NHX]H�YDQ�EUDQG�DVVHWV�WH�NRPHQ��'HQN�GDQ�DDQ�KRH�H[WHUQH�SDUWõHQ�
RI�MH�HLJHQ�PHUNRUJDQLVDWLH�DDQ�WH�VWXUHQ�RP�WRW�HѺHFWLHYH�ORJRɢV��YLJQHWWHQ��YHUSDNNLQJHQ�RI�
RѺOLQH�HQ�RQOLQH�FRPPXQLFDWLHPLGGHOHQ�WH�NRPHQ��
2RN�EHVWHGHQ�ZH�DDQGDFKW�DDQ�KHW�RQWZLNNHOHQ�YDQ�PHUNQDPHQ�HQ�GH�EõEHKRUHQGH�
DVVRFLDWLH�VHWV��]HJ�PDDU�KHW�YRRURQGHU]RHN�RP�WRW�JRHGH�EUDQG�DVVHWV�WH�NRPHQ�ɞ�GLH�ZHHU�
DOV�EDVLV�GLHQHQ�YRRU�KHW�YHUGHUH�RQWZHUS��RI�PHUNPDQDJHPHQWSURFHV�

.RUWZHJ�NXQQHQ�ZH�PDQDJHPHQW�YDQ�EUDQG�GHVLJQ�RSGHOHQ�LQ�GH�YROJHQGH�QLYHDXV��
Corporate niveau��RS�VWUDWHJLVFK�QLYHDX�ZRUGW�GH�ULFKWLQJ�EHSDDOG��YDQXLW�GH�PLVVLH�HQ�YLVLH�
YDQ�GH�RUJDQLVDWLH��KRH�GHVLJQ�LQ�]HWWHQ�YRRU�KHW�YHUJURWHQ�YDQ�GH�EHGUõIVUHVXOWDWHQ��9DDN�
VWDDW�GLW�LQ�QDXZ�YHUEDQG�PHW�GH�PHUNSRUWIROLRVWUDWHJLH�HQ�KHW�VWUDWHJLVFK�LQ]HWWHQ�YDQ�
PHUNHOHPHQWHQ��]LH�KLHUYRRU�RRN�KRRIGVWXN����2RN�KHW�EUDQG�GHVLJQ�RS�PRHGHUPHUNQLYHDX�
YDOW�KLHURQGHU��
Projectniveau��RS�GLW�QLYHDX�ZRUGW�HU�JHNHNHQ�QDDU�FRQVLVWHQWH�RSERXZ��RQGHUKRXG��YRUP-
JHYLQJ�HQ�LQWHUDFWLH�YDQ�KHW�PHUN�SRUWIROLR���+RH�NXQQHQ�PHUNHOHPHQWHQ�RS�SURGXFW��HQ�
GLHQVWQLYHDX�GH�PHUNEHOHYLQJ�]RGDQLJ�YHUEHWHUHQ�GDW�HU�YHUWURXZHQ�HQ�PHUNOR\DOLWHLW�
RQWVWDDW��$OOH�HOHPHQWHQ�PRHWHQ�EõGUDJHQ�RP�GH�PHUNRQGHUVFKHLGHQGKHLG�HQ�PDUNWLPSDFW�
WH�YHUVWHUNHQ��HQ�GH�PHUNPHHUZDDUGH�WH�YHUJURWHQ��

� ����� 3URGXFWGHVLJQPDQDJHPHQW��GH�VWUDWHJLVFKH�UHODWLH�
WXVVHQ�PHUN��PDUNHWLQJ�HQ�YRUPJHYLQJ

+HW�ZRUGW�VWHHGV�ODVWLJHU�RP�SURGXFWHQ�GRRU�PLGGHO�YDQ�WHFKQRORJLH�RI�IXQFWLRQDOLWHLW�WH�GLҝH�
UHQWL­UHQ��9HHO�PHUNHQ�]HWWHQ�GDDURP�KHW�XLWHUOõN�YDQ�KXQ�SURGXFWHQ�LQ�RP�HHQ�JRHGH�SRVLWLH�
LQ�GH�PDUNW�WH�NUõJHQ��3URGXFWGHVLJQ�LV�KHW�YRUPJHYHQ�YDQ�HHQ�LQ�GH�PDUNW�RQGHUVFKHLGHQGH�
YLVXHOH�SURGXFWLGHQWLWHLW�ZDDULQ�GH�UHODWLH�WXVVHQ�KHW�SURGXFW�HQ�KHW�PHUN�WRW�XLWGUXNNLQJ�
NRPW��+HW�JDDW�RP�GH�VWUDWHJLVFKH�DIZHJLQJ�YDQ�KRH�GH�YRUPJHYLQJ�HHQ�XLWGUXNNLQJ�LV�YDQ�
PHUNZDDUGHQ�HQ�WHFKQLVFKH�FRPSHWHQWLHV�GLH�JHOGHQ�YRRU�HHQ�ODQJHUH�WHUPõQ�

0HHUZDDUGH�GRRU�GHVLJQ
0HUNHQ�DOV�$SSOH�]HWWHQ�SURGXFWYRUPJHYLQJ�LQ�DOV�VWUDWHJLVFK�LQVWUXPHQW��0HW�GH�LQYRHULQJ�
YDQ�YLVXHHO�DDQWUHNNHOõNH�HQ�RSYDOOHQGH�SURGXFWHQ��]RDOV�GH�L3DG�HQ�GH�L3KRQH�KHHҪ�KHW�PHUN�
$SSOH�HHQ�VWHUNH�SRVLWLH�LQ�YHUVFKLOOHQGH�PDUNWHQ�RSJHERXZG��2RN�NRQ�HHQ�]ZDUWH�0DF%RRN�
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̧̧̠̞̜̫̬̭̣���� �
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2P�PHQVHQ�HQ�KXQ�GUõIYHUHQ�QRJ�EHWHU�WH�EHJUõSHQ�GXLNHQ�ZH�LQ�GLW�ODDWVWH�KRRIGVWXN�YDQ�
GHHO���QRJ�GLHSHU�LQ�GH�SV\FKRORJLH�HQ�RQGHU]RHN��HYLGHQFH�EDVHG�EUDQGLQJ���'LW�PHUNPD-
QDJHPHQWERHN�KHH҂�PHGH�DOV�GRHO�RP�PHUNVWUDWHJHQ�HQ�PHUNPDUNHWHHUV�WKHRUHWLVFKH�
KDQGUHLNLQJHQ�WH�JHYHQ�PHW�KLVWRULVFKH�FRQFHSWHQ�HQ�YLVLHV�YDQXLW�GH�GLHSWH��HQ�VRFLDOH�
SV\FKRORJLH�HQ�PHW�JHYHVWLJGH�LQ]LFKWHQ�XLW�GH�QHXURZHWHQVFKDS��'H]H�KDQGUHLNLQJHQ�
GLHQHQ�DOV�SUDNWõNJHUHHGVFKDS�YRRU�VWUDWHJLVFKH�YUDDJVWXNNHQ�HQ�YHUYROJHQV�KHW�RQGHU-
]RHNHQ��GRRUJURQGHQ�HQ�PHWHQ�YDQ�PHUNPHHUZDDUGH�HQ�PHUNYHUWURXZHQ�

9RRU�HѺHFWLHI�PHUNPDQDJHPHQW�LV�KHW�QRRG]DNHOõN�RP�GH�FRQVXPHQW�GLHSJDDQG�WH�
EHJUõSHQ��'DDURP�YRHUHQ�YHHO�EHGUõYHQ�JURQGLJH�RQGHU]RHNHQ�XLW�RP�]R�YHHO�PRJHOõN�WH�
ZHWHQ�WH�NRPHQ�RYHU�GH�FRQVXPHQW��(U�EHVWDDQ�WDOOR]H�JHGHWDLOOHHUGH��LQJHZLNNHOGH�RQGHU-
]RHNVWHFKQLHNHQ�HQ��PHWKRGHQ�ZDDUPHH�PHUNVWUDWHJHQ�HQ�PHUNPDUNHWHHUV�GH�NHQQLVVWUXF-
WXUHQ�YDQ�FRQVXPHQWHQ�EHWHU�NXQQHQ�GRRUJURQGHQ��7UDGLWLRQHHO�NZDOLWDWLHI�PDUNWRQGHU]RHN�
LV�GRRUJDDQV�QLHW�DOOHHQ�NRVWEDDU��KHW�NHQW�RRN�EHSHUNLQJHQ��:DQW�GH]H�YRUP�YDQ�RQGHU]RHN�
LV�SHU�GHѿQLWLH�JHEDVHHUG�RS�GHQNEHHOGHQ�HQ�EHKRH҂HQ�ZDDUYDQ�GH�FRQVXPHQW�]LFK�EHZXVW�
LV��HQ�]H�GHUKDOYH�NDQ�YHUZRRUGHQ��'DW�ZDW�RQV�ZHUNHOõN�EHZHHJW��ODDW�]LFK�PHW�GH�WUDGL-
WLRQHOH�PDUNWRQGHU]RHNVPHWKRGHQ�GXV�QLHW�]RPDDU�XLWGUXNNHQ�1�'DDURP�VFKHQNHQ�ZH�LQ�
GLW�ERHN�RRN�DDQGDFKW�DDQ�GH�LPSOLFLHW�RQEHZXVWH�YRUPHQ�YDQ��QHXURZHWHQVFKDSSHOõN�HQ�
WRHJHSDVW��RQGHU]RHN�

:H�EHJLQQHQ�GLW�KRRIGVWXN�PHW�HHQ�YHUNHQQLQJ�YDQ�KHW�SV\FKRORJLVFKH�EHJULS�ɡKHW�RQEH-
ZXVWHɢ�HQ�GH�LQYORHG�GLH�HUYDQ�XLWJDDW�KRH�PHQVHQ�LQGLYLGXHOH�NHX]HV�PDNHQ�HQ�EHVOLV-
VLQJHQ�QHPHQ��9HUYROJHQV�JDDQ�ZH�GLHSHU�LQ�RS�GH�WKHRULH�YDQ�PHQVHOõNH�SHUVRRQOõNKHLGV-
NHQPHUNHQ�GLH�PHW�EHKXOS�YDQ�KHW�LGHH�RYHU�GH�PHUNDUFKHW\SHQ�WRHSDVEDDU�]õQ�RS�PHUNHQ��
:H�EHVFKUõYHQ�]RZHO�GH�NZDOLWDWLHYH�DOV�NZDQWLWDWLHYH�EHQDGHULQJ�YDQ�KHW�PHWHQ�YDQ�GH�
PHUNNHQQLV�VWUXFWXUHQ�YDQ�GH�FRQVXPHQW��:H�YHUNHQQHQ�XLWJHEUHLG�KRH�PHUNSURIHVVLRQDOV�
JHEUXLN�NXQQHQ�PDNHQ�YDQ�GH�WRHJDQNHOõNH�LQ]LFKWHQ�XLW�GH��GLHSWH�SV\FKRORJLH��PHUNSHU-
VRRQOõNKHLGVOHHU�HQ�YDQ�KHW�LGHH�YDQ�GH�PHUNDUFKHW\SHQ�ULFKWLQJ�LGHQWLWHLWVYDVWVWHOOLQJ��GH�
SRVLWLRQHULQJ�HQ�PHWLQJHQ�YDQ�PHUNPHHUZDDUGH��



 ˞˞ˠ

̜̝̝̤���
̪̙̦̜̚�̡̧̪̝̤̙̬̦�

̥̙̦̙̟̝̥̝̦̬

���� ̠̝̬�̧̡̦̬̯̣̣̝̤̝̦�̮̙̦�̜̭̭̪̲̙̥̝��̥̝̪̣�
̡̡̮̝̪̦̜̦̟̝̦̚

���� ̧̡̥̝̪̣̝̥̬̝̫���̡̝̤̝̮̦̟̚���̡̙̬̬̬̭̜̝̫

���� ̡̡̜̟̬̙̤̝�̥̝̪̣��	�̡̥̙̪̣̝̬̦̟�̧̛̝̫̱̫̬̝̥̝̦�

���� ̧̡̥̝̪̣̮̝̪̬̪̭̯̝̦̫̪̝̤̙̬̝̫�̧̭̯̝̦̚
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̡̡̮̝̪̦̜̦̟̝̦̚

'LW�KRRIGVWXN�ULFKW�]LFK�RS�KRH�GH�PHUNRUJDQLVDWLH�VRFLDDO�HQ�HFRQRPLVFK�LQ�YHUELQGLQJ�
EOõ҂�PHW�KDDU�VWDNHKROGHUV�ɞ�HQ�PHW�GH�RRUVSURQJ�ZDDU�RQ]H�SURGXFWHQ�YDQGDDQ�NRPHQ�
RI�ZRUGHQ�JHSURGXFHHUG��(Q�KRHZHO�SURGXFWHQ�YDQ�RXGVKHU�GH�EDVLV�YRUPHQ�YRRU�PHUNRU-
JDQLVDWLHV�]õQ�GLHQVWHQ�������RQOLQH�VHUYLFH��PHUNEHOHYLQJ�HQ�UHODWLHEHKHHU�EHODQJUõNHU�
JHZRUGHQ��0HUNHQ�PRHWHQ�WHJHQZRRUGLJ�FRQQHFWHG�HQ�VHQVLWLYH�]õQ��=H�PRHWHQ�RYHU�HHQ�
VRFLDOH��LQFOXVLHYH�DQWHQQH�EHVFKLNNHQ�GLH�DDQYRHOW�ZDW�HU�VSHHOW�LQ�GH�VDPHQOHYLQJ��:DQW�
GDW�LV�QRGLJ�RP�ODQJGXULJH�HQ�EHWHNHQLVYROOH�PHQVHOõNH��PHUN�UHODWLHV�WH�ERXZHQ�HQ�WH�
RQGHUKRXGHQ��:DQW�ZH�NRSHQ�QDPHOõN�OLHYHU�SURGXFWHQ�HQ�QHPHQ�OLHYHU�GLHQVWHQ�DI�YDQ�
PHUNRUJDQLVDWLHV�GLH�]LFK�KXPDDQ�HQ�YHUELQGHQG�JHGUDJHQ��2IZHO��]H�PRHWHQ�PHQVHOõN�HQ�
WRHJDQNHOõN�]õQ�LQ�KXQ�VHUYLFH�HQ�LQ�KXQ�UHODWLHV��RRN�DO�NRRS�MH�VRPV�HHQPDOLJ�LHWV�RI�YRHO�
MH�MH�RS�GDW�QLHW�YHUERQGHQ�PHW�KHW�PHUN��=HOIV�GDQ�VFKHHOW�KHW�RI�HHQ�PHUN�UHNHQLQJ�KRXGW�HQ�
YHUELQGLQJ�]RHNW�PHW�GH�ZHUHOG�ZDDULQ�]õ�RSHUHHUW��'DW�NDQ�QHW�KHW�YHUVFKLO�PDNHQ�RI�MH�GDW�
PHUN�YHUNLHVW�RI�HHQ�PHUN�GDW�GLW�QLHW�GRHW�

:H�OHYHQ�QX�LQ�HHQ�GLJLWDOH�ZHUHOG�ZDDULQ�HON�SURGXFW��LQFOXVLHI�GH�IDVW�PRYHU��YHUERQGHQ�
LV�YLD�HFRV\VWHPHQ��:H�ZLOOHQ�LQ�WRHQHPHQGH�PDWH�ZHWHQ�ZDDU�HQ�KRH�SURGXFWHQ�XLW�GH�
SURGXFWLH�NHWHQ�NRPHQ�HQ�KRH�]H�ZHHU�ZRUGHQ�RSJHQRPHQ�LQ�GH�HFRORJLVFKH�NHWHQ��HHQ�
VWHHGV�YDNHU�YRRUNRPHQG�RQGHUGHHO�YDQ�KHW�PHUNYHUKDDO��0HUNRUJDQLVDWLHV�]XOOHQ�GDDURP�
PHW�DQGHUH��YHUWURXZHQV�DWWLWXGHV�QDDU�GXXU]DDP�FRQVXPHUHQ�PRHWHQ�NõNHQ�RP�KHW�
YHUWURXZHQ�WH�YHUNUõJHQ�YDQ�GH�QX�QRJ�]RHNHQGH��OHHV�RYHUVWDSSHQGH��FRQVXPHQW��:DQW�DO�
JHYHQ�VWHHGV�PHHU�PHQVHQ�DDQ�RSHQ�WH�VWDDQ�YRRU�GXXU]DPH�SURGXFWHQ��KHW�PDUNWDDQGHHO�
YDQ�GXXU]DPH�SURGXFWHQ�LV�QRJ�UHODWLHI�NOHLQ�ɞ�GH�EHNHQGH�DWWLWXGH�EHKDYLRUDO�LQWHQWLRQ�
JDS��0DDU�GLW�DDQGHHO�JURHLW�ZHO�GHJHOõN�VQHO��2P�YDQ�JRHGH�LQWHQWLHV�QDDU�GDDGZHUNHOõN�
GXXU]DDP��KHUKDOLQJV�JHGUDJ�WH�NRPHQ��]õQ�QDDVW�JRHGH�SURGXFWHQ��GLH�QHW�]R�JRHG�RI�EHWHU�
]õQ���RRN�EHWURXZEDUH�PHUNHQ�HQ�GXXU]DPH�PHUNUHODWLHV�QRGLJ��=RZHO�E�F�DOV�E�E��]RGDW�
LHGHUHHQ�NDQ�SDUWLFLSHUHQ�LQ�GH�QLHXZH��I\VLHNH�HQ�GLJLWDOH��NHWHQV�HQ�PHUNHFRV\VWHPHQ�
�GDDURP�EHVWHGHQ�ZH�KLHU�DDQGDFKW�DDQ�LQ�KRRIGVWXN������'LW�YHUHLVW�K\EULGH�YRUPHQ�YDQ�
PHUNUHODWLHEHKHHU��'DDURP�EHKDQGHOHQ�ZH�LQ�KRRIGVWXN�����PHUN�YHUWURXZHQVDWWLWXGHV��GH�
YõI�EHODQJUõNVWH�QHWZHUNODJHQ�YDQ�YHUWURXZHQ�HQ�VWUDWHJLH­Q�RP�GXXU]DPH�PHUNUHODWLHV�WH�
ERXZHQ�HQ�WH�RQGHUKRXGHQ�

� ����� 6WDNHKROGHU�UHODWLH�PDQDJHPHQW

+RH�ZH�WHJHQ�PHUNHQ�DDQNõNHQ��LV�GRRU�GH�WõG�YHUDQGHUG��,Q�KHW�YHUOHGHQ�]DJHQ�ZH�PHUNSUR�
GXFWHQ�YRRUDO�DOV�REMHFWHQ��=R�NRFKW�MH�HHQ�DPIRRU�RI�HHQ�ҩHV�ZõQ��$OV�KHW�YDQ�HHQ�JRHG�
ZõQKXLV�NZDP��EHWDDOGH�MH�PHHU��'H]H�OLQHDLUH�YLVLH�LV�QRJ�VWHHGV�YDQ�WRHSDVVLQJ�ɝ�]R�ZRUGHQ�

stakeholdermanagementb+HW�SURFHV�
YDQ�KHW�RQGHUKRXGHQ�YDQ�UHODWLHV�PHW�GH�

PHQVHQ�GLH�GH�PHHVWH�LPSDFW�KHEEHQ�
RS�GH�GRHOVWHOOLQJHQ�YDQ�HHQ�RUJDQLVDWLH�

RI�LQLWLDWLHI�
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(PRWLHV�]õQ�EHODQJUõNH�DDQNQRSLQJVSXQWHQ�YRRU�RQV�JHKHXJHQ�HQ�KHW�KLHUXLW�YRRUWYORHL-
HQGH�EHVOLVVLQJVJHGUDJ��'H]H�LPSOLFLHWH�NHQQLV��GLH�JURWHQGHHOV�ZRUGW�YHUZHUNW�RS�RQEH-
ZXVW�QLYHDX��LQIRUPHHUW�RQV�RYHU�GH�UHOHYDQWLH�HQ�KHW�EHODQJ�YDQ�GH�YHUNUHJHQ�LQIRUPDWLH��
$DQJH]LHQ�GH]H�LQIRUPDWLHYHUZHUNLQJ�RS�HHQ�RQEHZXVW�QLYHDX�LQ�GH�KHUVHQHQ�SODDWVYLQGW�
�HQ�HU�GXV�ZHLQLJ�UDWLRQHHO�HQ�UHIOHFWLHI�WH�VWXUHQ�YDOW���NDQ�GLW�ZRUGHQ�JHEUXLNW�RP�JHGUDJ�WH�
EH±QYORHGHQ�HQ�URXWLQHV�WH�RSWLPDOLVHUHQ��+HW�ZDV�ZHWHQVFKDSSHU�&DOQH��������GLH�VWHOGH��
ɡ+HW�HVVHQWL­OH�YHUVFKLO�WXVVHQ�HPRWLH�HQ�UHGH�LV�GDW�HPRWLH�WRW�DFWLH�OHLGW��WHUZõO�UHGH�WRW�
FRQFOXVLHV�OHLGW�ɢ1
+HW�RYHUEUHQJHQ�YDQ�HHQ�HѺHFWLHYH�ERRGVFKDS�GUDDLW�GXV�JURWHQGHHOV�RP�KHW�RSURHSHQ�
YDQ�GH�MXLVWH�HPRWLH�V���ZDQW�HPRWLHV�]õQ�EHODQJUõNH�WULJJHUV�GLH�DDQ]HWWHQ�WRW�EHZHJLQJ�
HQ�JHGUDJVYHUDQGHULQJ��YHHO�DDQNRRSEHVOLVVLQJHQ�ZRUGHQ�HHUVW�HPRWLRQHHO�JHQRPHQ�
HQ�DFKWHUDI�JHUDWLRQDOLVHHUG���+HW�LV�HFKWHU�ZHO�]DDN�RP�GH�MXLVWH�HPRWLH�V��RS�WH�URHSHQ��
RPGDW�YHUNHHUGH�HPRWLHV�NXQQHQ�DIOHLGHQ�YDQ�GH�PHUNERRGVFKDS��(QNHO�SRVLWLHYH�HPRWLHV�
RSURHSHQ�LV�RS�GHQ�GXXU�RQJHORRIZDDUGLJ��PDDU�DOOHHQ�UDWLRQHOH�DUJXPHQWHQ�NXQQHQ�GH�
HѺHFWLYLWHLW�ZHHU�YHUPLQGHUHQ��(Q�Eõ�QHJDWLHYH�HPRWLHV��GLH�VRPV�QRGLJ�]õQ��EHVWDDW�KHW�
JHYDDU�GDW�KHW�PHUN�ZRUGW�JHDVVRFLHHUG�PHW�QHJDWLHYH�FRQQRWDWLHV��GRRU�PLQGHU�DDQVSUH-
NHQGH�JHYRHOVZDDUGHQ�HQ�RQJHZHQVWH�EõEHWHNHQLVVHQ���

� ����� 0HUNHPRWLHV�

� ������� (PRWLHV�PRHWHQ�PHUNERRGVFKDS�SRVLWLHI�YHUVWHUNHQ�
(PRWLHV�RSURHSHQ�ZHUNW�KHW�EHVWH�DOV�]H�JRHG�SDVVHQ�Eõ�GH�DDUG�YDQ�GH�PHUNERRGVFKDS�HQ�GH�
LQWHUDFWLH��HQ�DOV�GH]H�LPSOLFLHWH�HPRWLRQHOH�DVVRFLDWLHV�DFWLYHUHQ�GLH�QDXZ�DDQVOXLWHQ�Eõ�GH�
PRWLHYHQ�HQ�GRHOVWHOOLQJHQ�YDQ�VWDNHKROGHUV�HQ�JHEUXLNHUV��=R�URHSW�EõYRRUEHHOG�GH�1DWLRQDOH�
3RVWFRGH�/RWHUõ�]RZHO�SRVLWLHYH�DOV�QHJDWLHYH�HPRWLHV�RS��'H�SRVLWLHYH�HPRWLH�HQ�YHUOHLGHOõNH�
NHUQDVVRFLDWLH�]õQ�XLWHUDDUG�GDW�MH�JHOGSUõ]HQ�NXQW�ZLQQHQ��PDDU�GH�QHJDWLHYH�HPRWLH�LV�
QDWXXUOõN�KHW�LGHH�GDW�MH�EXUHQ�LQ�MH�VWUDDW�PLOMRQDLU�NXQQHQ�ZRUGHQ�HQ�Mõ�QLHW��RPGDW�MH�JHHQ�
ORW�KHEW�JHNRFKW�LQ�MRXZ�SRVWFRGHJHELHG���'H]H�QHJDWLHYH�HPRWLHV�HQ�DVVRFLDWLHV�]õQ�LQ�IHLWH�GH�
LPSOLFLHWH�PRWRU�HQ�KHW�VXFFHV�DFKWHU�GH�ORWHUõ�
2P�HҝHFWLHI�WH�]õQ��KRHҪ�DOOH�NHQQLV�RRN�QLHW�PHWHHQ�EHVFKLNEDDU�WH�]õQ��GH�VXFFHVYROVWH�PHUNHQ�
KHEEHQ�GXLGHOõNH�HQ�FRQVLVWHQWH�DUFKHW\SLVFKH�YHUKDOHQ��PHUNSHUVRQDOLWHLW���GLH�JHEUXLNHUV�PHW�
GH�MXLVWH�HPRWLHV�HQ�JHGUDJ�ELQGHQ�PHW�KHW�PHUN��'H�YHUGLHSLQJ�LQ�KHW�PHUN�YROJW�GDQ�ODWHU�

� ������� (PRWLHV�LQ�PHUNPDQDJHPHQW
'H�LQWHUDFWLH�PHW�PHUNHQ�YHURRU]DDNW�HPRWLHV�Eõ�PHQVHQ�HQ�GDDURP�LV�NHQQLV�RYHU�GH�
ZHUNLQJ�YDQ�HPRWLHV�HHQ�UHOHYDQW�DVSHFW�YDQ�PHUNHQPDQDJHPHQW��'H�HPRWLHWKHRULH�VXJJH�
UHHUW�GDW�HHQ�HPRWLH�HHQ�I\VLRORJLVFKH�UHVSRQV�LV�RS�HHQ�VWLPXOXV��ZDDUGRRU�HU�EHSDDOGH�
NHQQLV�RQWVWDDW�2�'H�EORRWVWHOOLQJ�DDQ�HHQ�REMHFW�NDQ�GDQ�HHQ�JHYRHO�YDQ�RSZLQGLQJ�RSOH�
YHUHQ��ZDW�ZHHU�NDQ�OHLGHQ�WRW�GH�DDQPDDN�YDQ�HHQ�HPRWLRQHOH�UHDFWLH�3�(HQ�PHUN�LV�YHUJHOõN�
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2Q]H��SODWIRUP�HFRQRPLH�LV�VHUYLFHJHULFKWHU�JHZRUGHQ��PHW�PHHU�NODQWFRQWDFWHQ��0HW�
JRHG�UHODWLHEHKHHU�ERXZ�MH�HQ�RQGHUKRXG�MH��RQOLQH��GXXU]DPH�NODQWUHODWLHV�GLH�YHUGHU�
JDDQ�GDQ�HQNHO�WUDQVDFWLRQHOH�UHODWLHV��PDDU�RRN�OHLGHQ�WRW��E�E�HQ�E�F��SDUWQHUVFKDSSHQ�
HQ�FRFUHDWLH�YLD�PHUNLQWHUDFWLH��FROODERUDWLYH�YDOXH�FUHDWLRQ���2RN�JDDQ�PHUNDFWLYDWLHV�HQ�
PHUNUHODWLHV�YUõZHO�JHKHHO�YHUORSHQ�YLD�GLJLWDOH�SODWIRUPHQ��PHW�WRXFKSRLQWV�LQ�GH�UH­OH�
ZHUHOG���'H�NUDFKW�YDQ�VWHUNH�PHUNHQ�]LW�KHP�LQ�YHUWURXZHQVVUHODWLHV�RS�GLH�SODWIRUPHQ��-H�
NXQW�HHQ�SURGXFW�QD�DSHQ�RI�GH�WHFKQLHN�YDQ�HHQ�FRQFXUUHQW�ZHWHQ�WH�UHSURGXFHUHQ��PDDU�
HHQ�PHUN�HFRV\VWHHP�PHW�EHWURNNHQ�NODQW��HQ��NHWHQ�VWDNHKROGHUUHODWLHV�LV�YHHO�PRHLOõNHU�
WH�NRSL­UHQ��9RRU�NRUW�JHEUXLNWH��ZHJZHUS�SURGXFWHQ��̡̤̫̥��LQ�GH�I\VLHNH�ZHUHOG�ZHUNW�
PHQWDOH�HQ�I\VLHNH�EHUHLNEDDUKHLG�QRJ�SULPD��PDDU�LQ�GH�GLJLWDOH�ZHUHOG�PRHWHQ�PHUNHQ�
KHW�YDQ�GXXU]DPH�PHUNUHODWLHV�KHEEHQ�RP�KXQ�EHVWDDQVUHFKW�DDQ�VWHHGV�PHHU�YHUVFKLO-
OHQGH�VWDNHKROGHUV�WH�UHFKWYDDUGLJHQ��,Q�GH�SODWIRUPHFRQRPLH�NRSHQ�PHQVHQ�SURGXFWHQ�HQ�
JHEUXLNHQ�]H�GLHQVWHQ�RS�EDVLV�YDQ�SRVLWLHYH�UHFHQVLHV�YDQ�DQGHUHQ�HQ�HHUGHUH�NODQWFRQ-
WDFWHQ�HQ�RI�PHUNHUYDULQJHQ��

� ����� 'HQNHQ�YDQXLW�HHQ�PHUNEHOHYLQJ�HFRV\VWHHP

+RHZHO�HHQ�PHUNEHOHYLQJ��EUDQG�H[SHULHQFH��JHULFKW�NDQ�]õQ�RS�KHW�EHQXWWHQ�YDQ�HHQ�
VSHFLҦHN�GHHOEHOHYLQJVDVSHFW��KHW�FUH­UHQ�YDQ�HHQ�RSWLPDOH�EHOHYLQJ�RI�SLHNHUYDULQJ�ELQQHQ�
HHQ�EHSDDOG��DFWLH�PRPHQW���ZHUNW�PHUNEHOHYLQJ�KHW�EHVW�DOV�GH]H�ZRUGW�RQWZLNNHOG�YDQXLW�
KHW�FRPSOHWH�PHUNEHOHYLQJ�HFRV\VWHHP��ZDQW�GDQ�LV�GH�PHUNEHOHYLQJ�KHW�PHHVW�FRQVLVWHQW�
HQ�YRRUVSHOEDDU�LQ�GH�WRWDOH�PHUNHUYDULQJ�1�'HQN�DDQ�HHQ�PX]LHNIHVWLYDO��EHKDOYH�KHW�RS�WõG�
ODWHQ�EHJLQQHQ�YDQ�PX]LHN�RI�GH�NZDOLWHLW�YDQ�KHW�HWHQ�RS�KHW�WHUUHLQ��PRHW�RRN�KHW�YHUNHHU�
JRHG�JHUHJHOG�]õQ��ZDQW�QLHPDQG�ZLO�HLQGHORRV�LQ�GH�ҦOH�VWDDQ�RP�HU�WH�NRPHQ��RI�RP�HU�ZHHU�
WH�YHUWUHNNHQ���,Q�GH�WRWDDOEHOHYLQJ�WHOW�DOOHV�PHH��,Q�IHLWH�JDDQ�JHEUXLNHU�HQ�PHUN�WõGHQV�HHQ�
FXVWRPHU�MRXUQH\�HHQ�V\PELRVH�DDQ��'H�JHEUXLNHU�FUH­HUW�VDPHQ�PHW�KHW�PHUN�HHQ�QLHXZH�
EHOHYLQJ�GRRU�GH�LQWHUDFWLH�PHW�HHQ�SURGXFW�RI�GLHQVW��HQ�ERXZW�]R�VDPHQ�HHQ�HUYDULQJ�GLH�HHQ�
SRVLWLHI�HҝHFW�KHHҪ�RS�GH�WRWDOH�PHUNEHOHYLQJ��'LH�YLQGW�SODDWV�ELQQHQ�HHQ�HFRV\VWHHP�GDW�XLW�
YHUVFKLOOHQGH�GLPHQVLHV�EHVWDDW�

� ������� 'H�]HV�GLPHQVLHV�LQ�HHQ�PHUNEHOHYLQJ�HFRV\VWHHP
(U�]õQ�]HV�GLPHQVLHV�ZDDU�WH�QHPHQ�LQ�KHW�EHOHYLQJ�HFRV\VWHHP��KHW�SURGXFW��GH�PHQV�GLH�
HUPHH�LQWHUDFWHHUW��DOOHHQ�RI�PHW�DQGHUHQ���GH�WõGVGXXU��GH�RPJHYLQJ�ZDDULQ�GH�LQWHUDFWLH�
SODDWVYLQGW��GH�PHQWDOH�YHUZHUNLQJ�LQ�RQV�EUHLQ�HQ�GH�GLJLWDOH�RQOLQH�DVSHFWHQ�2�(ON�EHOH�
YLQJ�HFRV\VWHHPFRQFHSW�EHVWDDW�ɝ�LQGLHQ�HU�JHEUXLN�ZRUGW�JHPDDNW�YDQ�I\VLHNH�HQ�GLJLWDOH�
SURGXFWHQ��PHGLD�HQ�GLHQVWHQ�WõGHQV�GH�NODQWUHLV�ɝ�XLW�GH]H�]HV�GLPHQVLHV�

custmer journey, klantreisb'H�ZHJ�GLH�
GH�JHEUXLNHU�DIOHJW�RP�HHQ�EHSDDOG�GRHO�
WH�EHUHLNHQ�RI�GH�ɡUHLVɢ�GLH�GH�NODQW�PDDNW�
LQ�KHW�DDQNRRSSURFHV�YDQDI�KHW�PRPHQW�
GDW�Kõ�HHQ�EHKRHIWH�KHHIW�WRW�HQ�PHW�KHW�

JHEUXLN�YDQ�KHW�SURGXFW�RI�GH�GLHQVW�
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‘You must trust and believe in people, or life becomes impossible’ �$QWRQ�&KHNKRY�.

=RDOV�XLW�GH�TXRWH�KLHUERYHQ�EOõNW��KHH҂�YHUWURXZHQ�HHQ�FUXFLDOH�IXQFWLH�ELQQHQ�PHUNUHOD-
WLHV��(U�LV�HHQ�VWHUN�YHUEDQG�WXVVHQ�YHUWURXZHQ��VRFLDOH�FRQQHFWLHV�HQ�RQV�VXEMHFWLHI�ZHO]õQ�
�JHOXN���9HUWURXZHQ�LV�KHW�VRFLDOH�ELQGPLGGHO�GDW�HUYRRU�]RUJW�GDW�ZH�VDPHQZHUNHQ��]DNHQ�
GRHQ�HQ�SULY«�LQIRUPDWLH�PHW�HONDDU�XLWZLVVHOHQ��9HUWURXZHQ�LV�GH�EDVLV�YRRU�GXXU]DPH�
�PHUN�UHODWLHV��'RRU�GH�FRURQDFULVLV�]õQ�RQ]H�RPJDQJVYRUPHQ�YHUDQGHUG�ɞ�ZDDU�RQV�EUHLQ�
HQ�OLFKDDP�PRHLWH�PHH�KHEEHQ��=R�LV�KHW�DDQUDNHQ��RRN�LQ�UHWDLORPJHYLQJHQ��DIJHQRPHQ�
YDQZHJH�GH�DQJVW�YRRU�I\VLHNH�LQWHUDFWLH��+LHUGRRU�LV�RQV�YHUWURXZHQ�LQ�GLJLWDOH�LQWHUDFWLH�
JHJURHLG��PDDU�LV�RQV�YHUWURXZHQ�LQ�GH�I\VLHNH�ZHUHOG�ɞ�PHW�QDPH�LQ�GH�SROLWLHN�HQ�LQ�
LQVWLWXWLHV�ɞ�DIJHQRPHQ��'LW�LV�GHHOV�RYHUJHQRPHQ�GRRU�RQOLQH�EHGUõYHQ�ZDDUYDQ�ZH�VWHHGV�
DѾDQNHOõNHU�]õQ�JHZRUGHQ��
9HUWURXZHQVUHODWLHV�LQ�GH�GLJLWDOH�ZHUHOG�]õQ�DQGHUV�GDQ�LQ�GH�HFKWH�ZHUHOG��RPGDW�PHQVHQ�
HONDDU�YDDN�QLHW�]LHQ��1RUPDOLWHU�LV�GH�UHODWLH�WXVVHQ�HHQ�YHUWURXZHQGH�SDUWõ�HQ�HHQ�
YHUWURXZGH�SDUWõ�JHEDVHHUG�RS�HHQ�LPSOLFLHW�FRQWDFW��]RDOV�Eõ�HHQ�VDPHQZHUNLQJ�ZDDUEõ�
MH�HONDDU�I\VLHN�RQWPRHW��0DDU�RQOLQH�NDQ�HHQ�SDUWõ�RQ]LFKWEDDU�RS�DIVWDQG�EHVOLVVHQ�HHQ�
YHUSOLFKWLQJ�ZHO�RI�QLHW�QD�WH�NRPHQ��(U�LV�HHQ�ULVLFR�GDW�FRQVXPHQWHQ�HHQ�RQJHZHQVWH�
VHOHFWLH�PDNHQ�YDQ�RQOLQH�DDQELHGHUV�HQ�SDUWQHUV��RPGDW�YHUERUJHQ�NHQPHUNHQ�QLHW�]LFKW-
EDDU�]õQ�WõGHQV�KHW�DDQJDDQ�YDQ�HHQ�FRQWUDFWXHOH�YHUSOLFKWLQJ��+LHUGRRU�RQWVWDDW�HU�LQIRU-
PDWLHRQJHOõNKHLG��GH�HQH�SDUWõ�EHVFKLNW�RYHU�PHHU�VWUDWHJLVFKH�LQIRUPDWLH�GDQ�GH�DQGHUH�
SDUWõ���'LW�NDQ�VFKDGHOõN�]õQ�YRRU�HHQ�VDPHQZHUNLQJ��'LW�KHH҂�RRN�EHWUHNNLQJ�RS�KHW�GHOHQ�
YDQ�SHUVRRQVJHJHYHQV�RI�DQGHUH�SULYDF\JHYRHOLJH�GDWD�ZDDUGRRU�GH�GHOHQGH�SDUWõ�NZHWV-
EDDU�LV��'H]H�DQJVWHQ�]õQ�QLHW�QLHXZ�HQ�JHOGHQ�RRN�LQ�GH�I\VLHNH�ZHUHOG��'DDURP�PRHWHQ�
PHUNRUJDQLVDWLHV�NõNHQ�QDDU�GH�RXGH�«Q�QLHXZH�PDQLHUHQ�YDQ�VDPHQZHUNHQ��RP�ZHHU�
FRQWDFW�WH�NUõJHQ�PHW�FRQVXPHQWHQ�HQ�YHUWURXZHQVUHODWLHV�RS�WH�ERXZHQ�LQ�EHLGH�ZHUHOGHQ��
'DDURP�JDDW�GLW�KRRIGVWXN�LQ�RS�RQ]H�QHXURORJLVFKH�ZRUWHOV�YDQ�YHUWURXZHQ�HQ�VDPHQZHU-
NLQJ�HQ�NõNHQ�ZH�QDDU�GH�ZDDUGH�YDQ�YHUWURXZHQ�LQ�PHUNUHODWLHEHKHHU�

� ����� 1HXURZHWHQVFKDSSHOõN�SHUVSHFWLHI�RS�
GXXU]DPH��PHUN�YHUWURXZHQVUHODWLHV�

'H�HVVHQWLH�YDQ�PHQVHOõN�OHYHQ�LV�JHEDVHHUG�RS�VRFLDOH�UHODWLHV��2PGDW�ZH�LQ�RQ]H�HYROXWL�
RQDLUH�RQWZLNNHOLQJ�QLHW�]RQGHU�GH�KXOS�YDQ�DQGHUHQ�NRQGHQ��RQWVWRQGHQ�HU�YDVWH�SDUWQHU�
VFKDSSHQ��5HODWLHV�YRUPHQ�QRJ�VWHHGV�GH�EDVLV�YRRU�RQ]H�EHKRHҪH�DDQ�YHUERQGHQKHLG�HQ�
ZHOEHYLQGHQ��'H]HOIGH�DQDORJLH�LV�RRN�WH�PDNHQ�YRRU�PHUNHQ��]RQGHU�PHQVHOõNH�UHODWLHV�RRN�
JHHQ�PHUNUHODWLHV��0HUNHQ�EHVWDDQ�GRRU�GH��FRJQLWLHYH, DҝHFWLHYH�HQ�FRQDWLHYH��YHUWURX�
ZHQVUHODWLHV�GLH�]H�KHEEHQ�RSJHERXZG�PHW�KXQ�JHEUXLNHUV��«Q�GRRU�GH�VRFLDOH�EDQGHQ�PHW�
JHEUXLNHUV�RQGHUOLQJ��'H]H�LQWHUSHUVRRQOõNH�UHODWLHV�ZHUNHQ�QLHW�DOOHHQ�RS�GH]H�PDQLHU�

cognitieb0HQWDOH�DFWLYLWHLW�HQ�KHW�SURFHV�
YDQ�NHQQLVYHUZHUYLQJ�GRRU�ZDDUQHPLQJ�
HQ�KHW�YHUZHUNHQ�YDQ�LQIRUPDWLH��GRRU�

WH�GHQNHQ��

D́HFWLHb*HQHJHQKHLG��LQ�UHODWLHV���
SRVLWLHYH�HPRWLHV�RI�JHYRHOHQV��DWWLWXGHV��

YRRU�HHQ�DQGHU�

conatieb*HGUDJ��RI�JHGUDJVLQWHQWLH���LHWV�
GRHQ�RI�QDODWHQ��DO�GDQ�QLHW�RS�EDVLV�YDQ�
HHUGHUH�NHQQLV��KRXGLQJ�RI�JHYRHOHQV�

�FRJQLWLHYH�RI�D́HFWLYH�DWWLWXGHV��



 ˟ˢˤ

̜̝̝̤���
̪̙̦̜̚�̨̡̧̪̝̭̬̙̬̦�

̥̙̦̙̟̝̥̝̦̬

���� ̨̡̥̝̪̣̪̝̭̬̙̬̝�	�̡̨̛̥̝̪̣̥̙̬

���� ̜̭̭̪̲̙̙̥�̡̥̝̪̣̝̤̝̜̚�	�̛̫̪

���� ̣̝̪̦��̝̦�̥̝̪̣̯̙̙̪̜̝̦�̝̠̝̪̝̦̚

���� ̠̝̬�̥̝̪̣�̙̤̫�̧̭̯̫̬̝̝̦̚�̮̙̦�̜̝�̧̡̡̪̟̙̦̫̙̬̝



        

˟ˣ˜

̧̧̠̞̜̫̬̭̣���� �
̨̡̥̝̪̣̪̝̭̬̙̬̝�
	�̡̨̛̥̝̪̣̥̙̬

,Q�GH�NRPHQGH�GHFHQQLD�ZRUGW�KHW��WUDQVSDUDQWH��VRFLDOH�HQ�GXXU]DPH�JHGUDJ�YDQ�PHUNRU-
JDQLVDWLHV�EHSDOHQG�YRRU�KXQ��PHUN�UHSXWDWLH��2S�ZHONH�RUJDQLVDWLH�ZLOOHQ�GH�KXLGLJH�HQ�
NRPHQGH�JHQHUDWLHV�QRJ�YHUWURXZHQ"�0HW�NODVVLHN�UHSXWDWLHPDQDJHPHQW��KHW�UHSDUHUHQ�YDQ�
VFKDGH�HQ�KHW�PHW�PDUNHWLQJ�ɡJURHQZDVVHQɢ��JUHHQZDVKLQJ��YDQ�KHW�DDQ]LHQ�YDQ�KHW�EHGUõI��
NRP�MH�QLHW�PHHU�ZHJ��+HW�ZHUNHQ�YDQXLW�KHW�VWDNHKROGHUSHUVSHFWLHI�FUH­HUW�HHQ�GHPRFUDWL-
VHUHQGH�NUDFKW�GLH�LQ�GH�WRHNRPVW�QRJ�PHHU�]DO�OHLGHQ�WRW�LQWHQVLHI�VDPHQZHUNHQGH�RUJDQLVD-
WLHYRUPHQ��QHWZHUNHQ���ZDDUEõ�PLOLHXYULHQGHOõNKHLG�HQ�VRFLDOH�YHUDQWZRRUGHOõNKHLG�HYHQ-
]HHU�ZRUGHQ�JHZDDUGHHUG�DOV�KHW�PDNHQ�YDQ�ZLQVW�HQ�KHW�UHDOLVHUHQ�YDQ�NODQWWHYUHGHQKHLG��

� ����� :DW�LV�UHSXWDWLH"

ɠ,W�WDNHV����\HDUV�WR�EXLOG�D�VROLG�UHSXWDWLRQ�DQG�ҫYH�PLQXWHV�WR�UXLQ�LW�� 
,I�\RX�WKLQN�DERXW�WKDW��\RXɡOO�GR�WKLQJV�GLҢHUHQWO\ɡ��:DUUHQ�%XҝHW�� 

1HW�DOV�Eõ�SHUVRQHQ�ZRUGHQ�PHUNRUJDQLVDWLHV�JHFRQIURQWHHUG�PHW�ZDW�DQGHUHQ�YDQ�KHQ�
YLQGHQ��+RH�VWD�MH�EHNHQG�HQ�QRJ�EHODQJUõNHU�ZDW�YLQGHQ�Zõ�GDDUYDQ"�(Q�PHW�ɠZõɡ�EHGRHOHQ�
ZH�QLHW�DOOHHQ�GH�PDUNWJHULFKWH�GRHOJURHSHQ�YDQ��SRWHQWL­OH��NODQWHQ��PDDU�GH�YHHO�JURWHUH�
JURHS�YDQ�LQWHUQH�HQ�H[WHUQH�VWDNHKROGHUV�GLH�HHQ�VWUDWHJLVFK�EHODQJ�GLHQHQ�ULFKWLQJ�GH�PHUN�
RUJDQLVDWLH��
'H�WHUP�VWDNHKROGHU�YHUZõVW�QDDU�NODQWHQ���IDPLOLHV�YDQ��PHGHZHUNHUV��HLJHQDUHQ��DDQGHHO�
KRXGHUV���H[WHUQH�LQYHVWHHUGHUV��ҦQDQFL­OH�DGYLVHXUV��DFFRXQWDQF\��HQ�EDQNHQ��0DDU�RRN�
QDDU�GH�UHODWLH�PHW�NHQQLVLQVWLWXWHQ�HQ�RSOHLGLQJVLQVWDQWLHV��YDNERQGHQ���ORNDOH��RYHUKHLG�HQ�
JHPHHQVFKDSSHQ��QJRɡV�HQ�DFWLYLVWHQ��HYHQDOV�GH�RSJHERXZGH�UHSXWDWLH�ULFKWLQJ�OHYHUDQFLHUV��
GLVWULEXWHXUV�HQ�DQGHUH�SDUWQHUV�GLH�GHHO�XLWPDNHQ�YDQ�GH�WRHOHYHULQJVNHWHQ��VXSSO\�FKDLQ��1 
5HSXWDWLH�KHHҪ�RRN�WH�PDNHQ�PHW�GH�EHNHQGKHLG�DOV�HHQ�EHWURXZEDUH�SDUWQHU��EHWDOLQJVPR�
UDDO��ULFKWLQJ�WRHOHYHUDQFLHUV��+HW�EHKHOVW�ERYHQGLHQ�GH�NZDOLWHLW�YDQ�GH�UHODWLHV�PHW�VDPHQ�
ZHUNHQGH�SDUWQHURUJDQLVDWLHV��EõYRRUEHHOG�RS�KHW�JHELHG�YDQ�LQQRYDWLH�YDQ�SURGXFWHQ�HQ�
GLHQVWHQ��GH�SULOOH�VDPHQZHUNLQJHQ�LQ�ZDDUGHNHWHQV�YDQ�GH�QLHXZH�FLUFXODLUH�HFRQRPLH��
%õ�UHSXWDWLH�LV�QLHW�DOOHHQ�GH�JHVFKHWVWH�EHHOGYRUPLQJ�YDQ�EHODQJ��SHUFHLYLQJ��PDDU�YRRUDO�
KRH�GH]H�EHHOGYRUPLQJ�EHRRUGHHOG�ZRUGW��MXGJLQJ���+HW�JURWH�RQGHUZHUS�UHSXWDWLH�YDQ�GH�
PHUNRUJDQLVDWLH��PHUNUHSXWDWLH��KHHҪ�YHHO�LPSDFW�RS�GH�FHQWUDOH�RQGHUZHUSHQ�LQ�KHW�PHUN�
PHHUZDDUGHNRPSDV��EUDQG�HTXLW\�	�WUXVW���YDQXLW�KHW�SHUVSHFWLHI�YDQ�KHW�GXXU]DPH�RUJDQLVD�
WLHGHQNHQ��KHW�KRRIGRQGHUZHUS�LQ�GLW�GHHO����

'HѵQLWLHV�HQ�SHUVSHFWLHYHQ
5HSXWDWLH�ODDW�]LFK�ODVWLJ�GHҦQL­UHQ��DDQJH]LHQ�GH�SHUFHSWLH�HUYDQ�VXEMHFWLHI�LV��=R�NXQ�MH�
UHSXWDWLH�EHVFKRXZHQ�DOV�GH�DOJHPHQH�LQVFKDWWLQJ�GLH�KHW�SXEOLHN�YDQ�LHWV�PDDNW��DO�GDQ�QLHW�
JHYRHG�HQ�EH±QYORHG�GRRU�RSLQLHV��$OV�ZH�HFKWHU�QDDU�PRJHOõNH�GHҦQLWLHV�YDQ�UHSXWDWLH�NõNHQ��
]õQ�HU�HHQ�DDQWDO�]DNHQ�GLH�RYHUHHQNRPHQ��

waardeketen, value chainb'H�UHHNV�
DIGHOLQJHQ�RUJDQLVDWLHV�GLH�LQ�HHQ�NHWHQ�

ZDDUGH�FUH­UHQ��YHUGHHOG�LQ�SULPDLUH�
DFWLYLWHLWHQ�]RDOV�SURGXFWLH��PDUNHWLQJ�HQ�
YHUNRRS��HQ�RQGHUVWHXQHQGH�DFWLYLWHLWHQ�

]RDOV�LQNRRS��SHUVRQHHOVEHOHLG�HQ�
RQGHU]RHN�HQ�RQWZLNNHOLQJ�

circulaire economieb(HQ�HFRQRPLVFK�
V\VWHHP�YDQ�JHVORWHQ�NULQJORSHQ�ZDDULQ�
JURQGVWŔHQ��RQGHUGHOHQ�HQ�SURGXFWHQ�
KXQ�ZDDUGH�]R�PLQ�PRJHOõN�YHUOLH]HQ��
KHUQLHXZEDUH�HQHUJLHEURQQHQ�ZRUGHQ�
JHEUXLNW�HQ�V\VWHHPGHQNHQ�FHQWUDDO�

VWDDW�

impact (maken)b+HW�EõGUDJHQ�DDQ�KHW�
EHUHLNHQ�YDQ�HHQ�SRVLWLHYH��V\VWHPLVFKH�
YHUDQGHULQJ�RS�GH�ODQJH�WHUPõQ��0HUNHQ�

PHW�LPSDFW�KHEEHQ�YDDN�HHQ�VWHUNH�
ZDDUGHSURSRVLWH�HQ�HHQ�KRJHUH�VRFLDOH�HQ�

GXXU]DPH�PHUNPHHUZDDUGH�



        

ˠ˜ˠ

̧̧̠̞̜̫̬̭̣���� �
̜̭̭̪̲̙̙̥�̡̥̝̪̣̝̤̝̜̚�
	�̛̫̪

:H�KHEEHQ�DDQ�KHW�EHJLQ�YDQ�GLW�KRRIGVWXN�WZHH�SHUVSHFWLHYHQ�YRRUJHVWHOG�ZDDUPHH�ZH�
UHSXWDWLH�NXQQHQ�RPVFKUõYHQ��KHW�EHODQJ�YDQ�GH�PHUNRUJDQLVDWLH�HQ�KHW�EHODQJ�YDQ�GH�
VWDNHKROGHU��'LW�KRRIGVWXN�EHKDQGHOW�PHUNEHOHLG�YDQXLW�KHW�SHUVSHFWLHI�YDQ�GH�RUJDQLVDWLH��
:H�JDDQ�ZH�GLHSHU�LQ�RS�KRH�PHUNRUJDQLVDWLHV�PDDWVFKDSSHOõN�YHUDQWZRRUG�RQGHUQHPHQ�
�̡̱̰��NXQQHQ�LQFRUSRUHUHQ�LQ�GXXU]DDP�PHUNEHOHLG��
9RRU�YHHO�RQGHUQHPLQJHQ�ZRUGW��QDDVW�KXQ�IXQFWLRQHOH�GRHOVWHOOLQJHQ��GH�VRFLDO�	�VXVWDL-
QDEOH�SXUSRVH�LQ�GH�PLVVLH�VWHHGV�PHHU�GH�EDVLV�YRRU�KXQ�EHVWDDQVUHFKW�YDQZHJH�GH��ZHGHU-
]õGVH��DѾDQNHOõNKHLG�LQ�HHQ�GXXU]DPH�PHUN�NODQWUHODWLH��.RSHUV�YDQ�GXXU]DPH�HQ�SURVR-
FLDOH�PHUNHQ�VWHXQHQ�YHHODO�GH�PLVVLH�YDQ�GH�RUJDQLVDWLH��]õQ�OR\DOHU�LQ�JHEUXLNHUVJHGUDJ�HQ�
EHVFKRXZHQ�KHW�PHUN�RRN�DOV�EHWURXZEDDUGHU��'LW�]õQ�YDDN�GXXU]DPH�HQ�SURVRFLDOH�PHUNHQ�
GLH�HHQ�YRRUWUHNNHUVURO�YHUYXOOHQ�QDDU�HHQ�VRFLDOHUH�VDPHQOHYLQJ��GLH�GXXU]DDP�OHLGHUVFKDS�
GXUYHQ�WH�WRQHQ�GRRU�KXQ�YHUDQWZRRUGHOõNKHLG�WH�QHPHQ�HQ�GLH��GRRU�GH]H�YHUWURXZHQVZDDU-
GLJH�SRVLWLH��PHUNHQ�YDQ�PDDWVFKDSSHOõNH�EHWHNHQLV�ZRUGHQ��'RRU�EHWURNNHQ�WH�EOõYHQ�LQ�GH�
KHOH�NHWHQ��RRN�QD�GH�DDQNRRS��0HUNIDEULNDQWHQ�]RXGHQ�GH]H�YHUDQWZRRUGHOõNKHLG�RS�]LFK�
PRHWHQ�QHPHQ��

� ����� 0DDWVFKDSSHOõN�HQ�GXXU]DDP�ZDDUGH�Q�YROOH�PHUNHQ�FUH­UHQ

'XXU]DDP�PHUNEHOHLG�JDDW�YHUGHU�GDQ�KHW�YHUPDUNWHQ�YDQ�GXXU]DPH�SURGXFWHQ��$OOH�ZDDUGH�
GLH�HHQ�RUJDQLVDWLH�RI�LQLWLDWLHI�NDQ�OHYHUHQ�DDQ�GH�VDPHQOHYLQJ�HQ�GLH�LQ�KHW�SXEOLHNH�GRPHLQ�
DOV�ZDDUGHYRO�ZRUGW�JH]LHQ�YDOW�RQGHU�GXXU]DDP�PHUNEHOHLG��(HQ�GXXU]DPH�UHSXWDWLH�NXQ�MH�
KLHUEõ�EHVFKRXZHQ�HHQ�LPPDWHULHHO�JRHG�ZDDUPHH�KHW�EHGUõI�GH�YHUZDFKWLQJHQ�HQ�EHKRHҪHQ�
YDQ�]õQ�YHUVFKLOOHQGH�EHODQJKHEEHQGHQ�EHWHU�NDQ�EHKHUHQ��ZDDUGRRU�GLҝHUHQWLDWLH�HQ�
EDUULªUHV�RQWVWDDQ�WHQ�RS]LFKWH�YDQ�]õQ�FRQFXUUHQWHQ��(HQ�GXXU]DPH�UHSXWDWLH�NDQ�DOOHHQ�
PDDU�JURHLHQ�DOV�HHQ�RUJDQLVDWLH�FRQVLVWHQW�RSHUHHUW��GLW�RYHU�HHQ�ODQJHUH�WõG��YRRUVSHOEDDU��
KDQGKDDҪ�HQ�GDW��RS�EDVLV�YDQ�HHQ�UHHNV�JHGHHOGH�ZDDUGHQ�HQ�VWUDWHJLH­Q�ZDDURS�HONH�
EHODQJKHEEHQGH�NDQ�YHUWURXZHQ��+HW�LV�GLW�GXXU]DDP�RQGHUVFKHLGHQG�YHUPRJHQ��sustainable 
GLҢHUHQWLDWLRQ��YDQ�HHQ�RUJDQLVDWLH��LQ�FRPELQDWLH�PHW�YHUDQWZRRUG�EHKHHU�YDQ�KDDU�LQWHOOHF�
WXHHO�NDSLWDDO��LPPDWHUL­OH�DFWLYD��ZDDURS�UHSXWDWLH�ZRUGW�JHERXZG��5HSXWDWLH�GLH�]LFK�RRN�LQ�
ҦQDQFL­OH��VRFLDOH�HQ�HFRORJLVFKH�ZDDUGH�Q��ODDW�XLWGUXNNHQ�

3XEOLF�YDOXH�

3XEOLF�YDOXH��SXEOLHNH�ZDDUGH��EHVFKUõҪ�GH�EõGUDJH�GLH�RUJDQLVDWLHV�RI�LQLWLDWLHYHQ�OHYHUHQ�
DDQ�GH�VDPHQOHYLQJ�HQ�GLH�LQ�KHW�SXEOLHNH�GRPHLQ�DOV�ZDDUGHYRO�ZRUGW�JH]LHQ��3XEOLHNH�
ZDDUGH�JDDW�RYHU�KHW�FUH­UHQ�YDQ�ZDDUGH�LQ�KHW�JHPHHQVFKDSSHOõN�EHODQJ�YRRU�KHW�ZHO]õQ�
YDQ�KHW�LQGLYLGX�HQ�GH�PDDWVFKDSSõ��1�3XEOLF�YDOXH�NHQW�PHHUGHUH�GHҦQLWLHV��PDDU�GH�PHHVW�
FRPSDFWH�LV�GLH�YDQ�7DOERW��ZDDULQ�Kõ�SXEOLF�YDOXH�RPVFKUõҪ�DOV�ɠ3XEOLF�YDOXH�LV�ZKDW�WKH�
SXEOLF�YDOXHVɡ��3XEOLHNH�ZDDUGH�LV�����KHW�FROOHFWLHYH�EHHOG�YDQ�ZDW�GH�VDPHQOHYLQJ�HUYDDUW�DOV�

%HHOG��&RXUWHV\�RI�)HHOJRRGGULQNV

public value, publieke waardeb+HW�
FUH­UHQ�YDQ�ZDDUGH�LQ�KHW�JHPHHQVFKDS-

SHOõN�EHODQJ�YRRU�KHW�ZHO]õQ�YDQ�KHW�
LQGLYLGX�HQ�GH�PDDWVFKDSSõ�



        

ˠˠˠ

̧̧̠̞̜̫̬̭̣���� �
̣̝̪̦��̝̦�̥̝̪̣̯̙̙̪̜̝̦�
̝̠̝̪̝̦̚

6LQGV�GH]H�HHXZ�]LHQ�ZH�GDW�VRFLDOH�HQ�GXXU]DPH�ZDDUGH�Q��HQ�DFWLHV�VWHHGV�PHHU�DDQ�GH�
PHUNUHSXWDWLH�EõGUDJHQ��ZDDUGRRU�RUJDQLVDWLHV�KXQ�VWUDWHJLH�HQ�PHUNEHOHLG�RP�PHUN-
PHHUZDDUGHFUHDWLH�WH�RQWZLNNHOHQ��DDQSDVVHQ��]LH�KLHUYRRU�RRN�KRRIGVWXN���ZDDULQ�ZH�KHW�
PHUNPHHUZDDUGHNRPSDV�EHKDQGHOHQ���:H�NHQQHQ�YHUVFKLOOHQGH�YRUPHQ�YDQ�ZDDUGHQ�GLH�
OHLGHQ�WRW��PHUN�ZDDUGH��:DDUGH��HQ�QRUPEHVHI�]õQ�EHODQJUõNH�ERXZVWHQHQ�YRRU��PHUN�
YHUWURXZHQ��HQ�YRRU�FRQVLVWHQW��YRRUVSHOEDDU��JHGUDJ��=H�YRUPHQ�GH�EDVLV�YDQ�GH�LGHQWLWHLW�
HQ�SHUVRRQOõNKHLG��HQ�]õQ�GLHSJHZRUWHOG�LQ�GH�RQWZLNNHOLQJ�Eõ�PHQV�HQ�PHUN��%õ�PHQVHQ�
]õQ�ZDDUGHQ�EHSDOHQG�YRRU�KXQ�SHUVRRQOõNKHLG�HQ�JHGUDJ��%õ�PHUNRUJDQLVDWLHV�OLJJHQ�
ZDDUGHQ�WHQ�JURQGVODJ�DDQ�GH�PDQLHU�YDQ�ZHUNHQ�ELQQHQ�HHQ�EHGUõIVFXOWXXU�HQ�ELQQHQ�GH�
YLVLH�HQ�PLVVLH�]õQ�]H�NRHUVEHSDOHQG��+RH�KRJHU�GH�QRUPYDVWKHLG�WXVVHQ�PHQVHQ�HQ�PHUNHQ�
KRH�KRJHU�GH�NDQV�GDW�GLW�OHLGW�WRW�FRQVLVWHQW�HQ�FRQJUXHQW�JHGUDJ�HQ�NDQ�XLWJURHLHQ�WRW�HHQ�
YHUWURXZHQVUHODWLH��

,Q�GLW�ERHN�EHKDQGHOHQ�ZH�HHQ�GULHWDO�EDVLVZDDUGHQ��NHUQZDDUGHQ��PHUNZDDUGHQ��ZDDUGH-
SURSRVLWLHV��HQ�VRFLDDOSV\FKRORJLVFKH�ZDDUGHQ��'H]H�ZRUGHQ�LQ�GLW�KRRIGVWXN�RPVFKUHYHQ�

� ����� .HUQZDDUGHQ��ɡJHFRQWUROHHUGHɢ�ZDDUGHQ�YDQ�ELQQHQ�QDDU�EXLWHQ��

.HUQZDDUGHQ��FRUH�YDOXHV��]õQ�GH�EHODQJUõNVWH��EDVLV�ZDDUGHQ�GLH�HHQ�RUJDQLVDWLH�NDUDNWH�
ULVHUHQ��=H�]õQ�GH�IXQGDPHQWHOH�RYHUWXLJLQJHQ�HQ�PRWLYDWLRQHOH�GRHOHQ�YDQ�HHQ�SHUVRRQ�RI�
RUJDQLVDWLH��HQ�YDDN�GH�OHLGHQGH�EHJLQVHOHQ�YRRU�KHW�JHGUDJ�YDQ�HHQ�RUJDQLVDWLH��ɝ�RIZHO�GH�
RUJDQLVDWLHFXOWXXU��'H]H�ZDDUGHQ�NRPHQ��JHFRQWUROHHUG��YDQXLW�GH�RUJDQLVDWLH�]HOI��YRUPHQ�
RQGHUGHHO�YDQ�GH�LGHQWLWHLW��]õQ�JHULFKW�RS�GH�ODQJH�WHUPõQ�HQ�OHLGHQG�LQ�GH�EHVOXLWYRUPLQJ��
=H�JHYHQ�DOV�GXXU]DPH�JURQGEHJLQVHOHQ�KHW�EHODQJ��SXUSRVH��DDQ�ZDDU�HHQ��PHUN�RUJDQLVDWLH�
YRRU�VWDDW�HQ�QDDU�VWUHHҪ��]RDOV�YHUDQWZRRUGHOõNKHLG�QHPHQ�YRRU�PHQV��PDDWVFKDSSõ�HQ�
PLOLHX��=H�IXQJHUHQ�GDDUQDDVW�DOV�HHQ�PRUHHO�NRPSDV�YRRU�GH�RUJDQLVDWLH�HQ�YRRU�GH�FXOWXXU�
ELQQHQ�KHW�EHGUõI�RI�GH�LQVWHOOLQJ��%HODQJUõN�LV�GDW�NHUQZDDUGHQ�SDV�ZDDUGH�NUõJHQ�DOV�]H�
RRN�ZRUGHQ�WRHJHSDVW��GDQ�ZRUGHQ�]H�]LFKWEDDU�LQ�GH�DWWLWXGHV�HQ�KHW�JHGUDJ�YDQ�GH�PHGHZHU�
NHUV�HQ�RI�DQGHUH�NH\�VWDNHKROGHUV���.HUQZDDUGHQ�]õQ�GDDURP�RRN��YDDN�LGHRORJLVFKH��ZDDU�
GHEHJULSSHQ�GLH�Eõ�KHW�LQWHUQH�RUJDQLVDWLHJHGUDJ�EHKRUHQ��=R�ZRUGHQ�,QWHJULWHLW��UHVSHFW��
NODQWJHULFKWKHLG��RSHQKHLG��EHWURNNHQKHLG�YDQ�ZHUNQHPHUV��OR\DOLWHLW�HQ�ZHUNSOH]LHU�YDDN�
DOV�EDVLVZDDUGHQ�JHKDQWHHUG�1�=H�NRPHQ�WRW�XLWLQJ�LQ�KHW�KDQGHOHQ�YDQ�GH�RUJDQLVDWLH�HQ�KHW�
JHGUDJ�ZDDURS�VWDNHKROGHUV�NXQQHQ�ZRUGHQ�DDQJHVSURNHQ��2ҪHZHO��LGHQWLҦFHHUEDUH�ZDDUGHQ�
PRHWHQ�ELQQHQ�MH�KDQGHOVZõ]H�HQ�JHGUDJ�YDOOHQ��'DDURP�OLJJHQ�NHUQ��HQ�PHUNZDDUGHQ�YDDN�
RRN�LQ�OõQ�PHW�HHQ�EHSDDOG�DUFKHW\SH�YDQ�HHQ�PHUN�RUJDQLVDWLH���=LH�YRRU�KHW�YDVWVWHOOHQ�YDQ�
PHUNDUFKHW\SHQ�SDUDJUDDI������

.HUQZDDUGHQ�]õQ�YDDN�RSJHQRPHQ�LQ�HHQ�PLVVLRQ�VWDWHPHQW��NXQQHQ�KLVWRULVFK�]õQ�RQWVWDDQ�
RI�VDPHQ�PHW�VWDNHKROGHUV�]õQ�JHIRUPXOHHUG��.HUQZDDUGHQ�YHUVFKLOOHQ�SHU�RQGHUQHPLQJ��=R�



        

ˠˡˢ

̧̧̠̞̜̫̬̭̣���� �
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(U�ZRUGW�LQ�GLW�ERHN�YHHO�DDQGDFKW�EHVWHHG�DDQ�KHW�SHUVSHFWLHI�YDQXLW�GH�FRQVXPHQW�HQ�
JHEUXLNHU��,Q�GH�YRULJH�KRRIGVWXNNHQ�KHEEHQ�ZH�RQGHU�DQGHUH�JHNHNHQ�KRH�PHUNRUJD-
QLVDWLHV�PHW�VXVWDLQDELOLW\�EUDQGLQJ�VWDNHKROGHUV�NXQQHQ�EHUHLNHQ��EH±QYORHGHQ�HQ�
EHWUHNNHQ��2RN�]õQ�ZH�GLHSHU�LQ�LQJHJDDQ�RS�KRH�PHUNRUJDQLVDWLHV�PDDWVFKDSSHOõN�
YHUDQWZRRUG�RQGHUQHPHQ��̡̱̰��HQ�KRH�]H�GLW�NXQQHQ�LQFRUSRUHUHQ�LQ�KXQ�GXXU]DDP�
PHUNEHOHLG��
,Q�GLW�KRRIGVWXN�ZLOOHQ�ZH�LQ]LFKW�YHUVFKDѺHQ�LQ�KRH�PHGHZHUNHUV�JHJURHSHHUG�NXQQHQ�
EõGUDJHQ�HQ�ERXZHQ�DDQ�KHW�PHUN��+HW�EHODQJ�YDQ�KHW�EHWUHNNHQ�HQ�YHUDQGHUHQ�YDQ�GH�
EHGUõIVFXOWXXU�ZRUGW�EHVSURNHQ��:H�VWDDQ�VWLO�Eõ�KHW�GHѿQL­UHQ��GRRUJURQGHQ�HQ�NXQQHQ�
LQFRUSRUHUHQ�YDQ�GH�NHUQZDDUGHQ�YDQ�GH�RUJDQLVDWLH�HQ�GH�PHUNZDDUGHQ�LQ�GH�PHUNVWUD-
WHJLH��9DQXLW�NHQPHUNHQGH�RQWZLNNHOIDVHQ�XLW�KRQGHUGWZLQWLJ�MDDU�RUJDQLVDWLHNXQGH�HQ�VWUD-
WHJLVFK�PDQDJHPHQW��HQ�GH�UHFHQWHUH�RQWZLNNHOLQJ�LQ�KHW�YDNJHELHG�VWUDWHJLVFKH�PHUNHQ-
PDQDJHPHQW��JHYHQ�ZH�LQ]LFKWHQ�LQ�KRH�PHUNRUJDQLVDWLHV�]LFK�RUJDQLVDWRULVFK�NXQQHQ�
LQULFKWHQ�YDQXLW�HHQ�FHQWUDOH�UHJLHURO�YRRU�PHUNPDQDJHPHQW�

� ����� 0HUNYLVLH�RQWZLNNHOHQ

+HW�EHVHI�GDW�PHUNHQ�HHQ�EHODQJUõNH��ҦQDQFL­OH��ZDDUGH�NXQQHQ�KHEEHQ�YRRU�RQGHUQH�
PLQJHQ��KHHҪ�HUWRH�JHOHLG�GDW�VWHHGV�PHHU�RQGHUQHPLQJHQ�]LFK�EH]LJKRXGHQ�PHW�VWUDWHJLVFK�
PHUNPDQDJHPHQW��0HUNHQ�ZRUGHQ�GRRU�YHHO�RUJDQLVDWLHV�JH]LHQ�DOV�HHQ�LQVWUXPHQW�YRRU�KHW�
YHUNUõJHQ�HQ�EHKRXGHQ�YDQ�FRQFXUUHQWLHYRRUGHHO��$OV�VWUDWHJLVFK�PHUNPDQDJHPHQW�VWHHGV�
EHODQJUõNHU�ZRUGW�YRRU�RQGHUQHPLQJHQ�GLHQW�KHW�RRN�HHQ�FHQWUDOH�URO�LQ�WH�QHPHQ�HQ�SULRULWHLW�
WH�NUõJHQ�LQ�RUJDQLVDWLHV�
,Q�GH�RQGHUQHPLQJVVWUDWHJLH�ZRUGHQ�GH�PLVVLH�HQ�GH�GRHOVWHOOLQJHQ�YDQ�KHW�EHGUõI�YDVWJHOHJG��
'H�PLVVLH�EHVFKUõҪ�LQ�EUHGH�]LQ�ZDW�HHQ�RQGHUQHPLQJ�ZLO�EHUHLNHQ��'LW�UHVXOWHHUW�LQ�GRHOVWHO�
OLQJHQ�GLH�PHHVWDO�HFRQRPLVFK�]õQ�ɝ�]RDOV�KDQGKDYHQ�RI�YHUJURWHQ�YDQ�KHW�PDUNWDDQGHHO�HQ�
GH�ZLQVW�ɝ�PDDU�GLH�RRN��VWHHGV�YDNHU��YDQ�PDDWVFKDSSHOõNH�DDUG�]õQ��$DQJH]LHQ�PHUNHQ�
KLHURS�YDQ�LQYORHG�NXQQHQ�]õQ��ZRUGW�EHWRRJG�GDW�GH�PHUNVWUDWHJLH�QLHW�DOOHHQ�HHQ�]DDN�LV�
YRRU�GH�PDUNHWLQJFRPPXQLFDWLHDIGHOLQJ�1�2S�WRSQLYHDX�PRHW�PHQ�EõYRRUEHHOG�QDGHQNHQ�
over de PHUNYLVLH�HQ�GH�SRWHQWL­OH�VWXUHQGH�NUDFKW�YDQ�KHW�FRUSRUDWH�PHUN��WHUZõO�PHQ�RS�
KHW�DIGHOLQJVQLYHDX�YDQ�PDUNHWLQJ�EUDQGLQJ�GHVLJQ�PRHW�EHVOLVVHQ�ZHONH�ZDDUGH�Q��LQ�GH�
FRPPXQLFDWLH�YRRU�KHW�PHUN�FHQWUDDO�PRHWHQ�VWDDQ��WHQHLQGH�Eõ�WH�GUDJHQ�DDQ�GH�PHUNSR�
VLWLRQHULQJ��9RRU�KHW�FUH­UHQ�YDQ�HHQ�VWHUN�PHUN�LV�HHQ�VXFFHVYROOH�PHUNVWUDWHJLH�QRGLJ��'LW�
KRRIGVWXN�RQGHUVFKHLGW�PHUNVWUDWHJLH­Q�YDQXLW�WZHH�EHODQJUõNH�YLVLHV��QDPHOõN�YDQXLW�GH�
PHUNZDDUGHQYLVLH�HQ�YDQXLW�GH�PHUNSRUWIROLRYLVLH�

merkvisieb+HW�WRHNRPVWEHHOG�YDQ�GH�
PDUNW�HQ�GH�SRVLWLH�YDQ�KHW�PHUN�GDDULQ��
+HW�LV�GDDUPHH�RRN�HHQ�RPVFKUõYLQJ�YDQ�
GH�VWLS�DDQ�GH�KRUL]RQ�YRRU�KHW�PHUN�HQ�
KHW�EHVWDDQVUHFKW�HQ�GH�̓ORVR̓H�YDQ�GH�

RQGHUQHPLQJ�LQ�KHW�DOJHPHHQ�



    

ˠˣˠ

̧̧̠̞̜̫̬̭̣���� �
̧̧̡̛̙̪̠̝̤̟̝�̮̙̦�̜̝�
̧̧̬̝̣̥̫̬�̡̦�
̥̝̪̣̝̦̥̙̦̙̟̝̥̝̦̬

$OV�ZH�GLHS�JDDQ�JUDYHQ�YDQDI������LQ�GH�KLVWRULH�YDQ�RUJDQLVDWLHNXQGH�HQ�GH�RQWZLNNHOLQJ�
YDQ�KHW�YDNJHELHG�YDQ�VWUDWHJLVFK�PDQDJHPHQW��HUYDUHQ�ZH�LQ�KHW�KHGHQ�GH�VSRUHQ�YDQ�
GHQNEHHOGHQ�XLW�HHQ�UõN�YHUOHGHQ��6SRUHQ�GLH�QX�QRJ�VWHHGV�LQYORHG�KHEEHQ�RS�RQ]H�
GHQNEHHOGHQ��:H�YHUWHOOHQ�LQ�GLW�KRRIGVWXN�HHQ�YHUKDDO�RYHU�KRH�RUJDQLVDWLHV��PHW�GH�
ZõVKHLG�YDQ�WRHQ��ZHUGHQ�RQWZRUSHQ�HQ�LQJHULFKW�RP�WH�NXQQHQ�UHQGHUHQ�HQ�SUHVWHUHQ��'H�
KL­UDUFKLVFKH�SDWURQHQ�ZDDURS�YHHO�RUJDQLVDWLHV�LQ�KHW�KHGHQ�IXQFWLRQHUHQ��GDWHUHQ�QRJ�XLW�
GH�WõG�YDQ�GH�5RPHLQHQ��0DQDJHUV�KHEEHQ�YHHODO�GH�JHZRRQWH�RP�HHQ�RUJDQLVDWLHVWUXFWXXU�
LQ�WH�WHNHQHQ�DOV�HHQ�SLUDPLGH��WRS�GRZQ���RI�DOV�HHQ�KDUN��(HQ�DQGHUH�PDQLHU�YDQ�NõNHQ�LV�GH�
RUJDQLVDWLH�WH�WHNHQHQ�DOV�HHQ�RSHQ�ɞ�HQ�YDDN�SODW�ɞ�RUJDQLVFK�HFRV\VWHHP�PHW�DOOHUOHL�
NDQVUõNH�YHUEDQGHQ�HQ�QDWXXUOõNH�YHUWDNNLQJHQ��2I�DOV�HHQ�FLUNHO�PHW�LQ�KHW�FHQWUXP�KHW�
�GLJLWDOH��OHYHQ�YDQ�PHQVHQ�HQ�NODQWHQ�ZDDURS�GH�RUJDQLVDWLH�]LFK�YROOHGLJ�NDQ�IRFXVVHQ�PHW�
YORHLHQGH��LFW��SURFHVVHQ��FXVWRPHU�H[FHOOHQFH��HQ�RSPHUNHOõN�JHGUDJ�
$OV�ZH�JDDQ�VSLWWHQ�LQ�GH�ZHWHQVFKDSSHOõNH�KLVWRULH�YDQ�GH�RQWZLNNHOLQJ�YDQ�VWUDWHJLVFK�
PHUNHQPDQDJHPHQW�GDQ�HUYDUHQ�ZH�YDQDI������HHQ�DFKWWDO�WH�RQGHUVFKHLGHQ�GHQNEHHOGHQ�
HQ�PHUNPDQDJHPHQWVWURPLQJHQ�1�'LH�DFKW�OõNHQ�LHGHU�RS�]LFK]HOI�WH�VWDDQ�PDDU�LQ�GH�SUDN-
WõN�YORHLHQ�]H�VDPHQ�WRW�HHQ�Eõ�GH�RUJDQLVDWLH�SDVVHQGH�HLJHQ�PHUNFRFNWDLO��6DPHQJHVWHOG�
YDQXLW�GLYHUVH�LQJUHGL­QWHQ�GLH�VDPHQ�GH�EUDQGLQJPL[�YRUPHQ��0HW�DOV�GRHO�RP�SURGXFW���
FXOWXXU���PHQVHOõNH�HQ�VDPHQOHYLQJVLPSDFW�WH�KHOSHQ�FUH­UHQ�YRRU�HHQ�PHUNRUJDQLVDWLH�
�OHHV�PHHU�RYHU�SXUSRVH�LQ�SDUDJUDDI������HQ�RYHU�PHUNLPSDFW�LQ�SDUDJUDDI��������:H�OHLGHQ�
GH�PHUNVWUDWHHJ�DOV�HHQ�DUFKHRORRJ�URQG�ODQJV�GH�LQYORHGUõNVWH�WHQGHQVHQ�XLW�PHHU�GDQ�
����MDDU�RQWZLNNHOLQJ�LQ�RUJDQLVDWLHNXQGH�HQ�VWUDWHJLVFK�PDQDJHPHQW�HQ�XLW�GH�NRUWHUH�
JHVFKLHGHQLV�YDQ����MDDU�PHUNHQPDQDJHPHQW��/DQJV�GH�LQ]LFKWHQ�XLW�HHQ�RHUWõG�RP�GDDUPHH�
PHW�GH�JHEXQGHOGH�NHQQLV�YDQ�KHW�KHGHQ�HHQ�HLJHQ�UHFHSWXXU�VDPHQ�WH�VWHOOHQ��ZDDUPHH�MH�
DOV�PHUNRUJDQLVDWLH�NXQW�RYHUOHYHQ�LQ�HHQ�GXXU]DPH�WRHNRPVW��PHW�URERWLFD�HQ�NXQVWPD-
WLJH�LQWHOOLJHQWLH��+HW�YROJHQGH�FLWDDW�JHH҂�JRHG�DDQ�ZDDURP�KHW�JRHG�LV�RP�GH�OHVVHQ�YDQ�
YURHJHU�WH�EHWUHNNHQ�Eõ�KHW�QDDU�YRUHQ�NõNHQ��DOV�PRWLYDWLH�YDQ�ZDW�ZH�LQ�GH]H�SDUDJUDDI�
QRHPHQ�DOV�ɡKHW�YHUOHGHQ�LQ�KHW�KHGHQɢ��ɡ%HIRUH�ZH�FDQ�GLVFHUQ�WKH�QHZ��ZH�PXVW�NQRZ�WKH�
ROG��7KH�DGDJH�WKDW�HYHU\WKLQJ�KDV�DOUHDG\�KDSSHQHG��DQG�WKDW�WKHUH�LV�QRWKLQJ�QHZ�XQGHU�
WKH�VXQ��DQG�WKH�PRRQ���LV�RQO\�FRQGLWLRQDOO\�FRUUHFW��,W�LV�WUXH�WKDW�HYHU\WKLQJ�KDV�DOZD\V�
EHHQ�WKHUH��EXW�LQ�DQRWKHU�ZD\��LQ�DQRWKHU�OLJKW��ZLWK�D�GLѺHUHQW�YDOXH�DWWDFKHG�WR�LW��LQ�
DQRWKHU�UHDOL]DWLRQ�RU�PDQLIHVWDWLRQ�ɢ�-HDQ�*HEVHU��LQ�The Ever-Present Origin��������2

2QWZLNNHOLQJ�YDQ�GHQNEHHOGHQ
0DFKLQH�HQ�PHQVGHQNHQ.�7KHRULH­Q�XLW�GH���VWH�HHXZ�RYHU�PHUNRUJDQLVDWLHRQWZLNNH�
OLQJ�JLQJHQ�YHHODO�XLW�YDQ�PDDNEDDUKHLG�HQ�YDQ�GH�JHGDFKWH�GDW�HHQ�RUJDQLVDWLH�RI�HHQ�PHUN�
HHQ�UDWLRQHHO�LQVWUXPHQW�LV�ZDDUEõ�HҠFL­QWLH��HҝHFWLYLWHLW�HQ�JURHL�IXQFWLRQHHO�LQ�WH�UHJHOHQ�
ZDUHQ��9HUJHWHQ�ZRUGW�YDDN�GDW�HU�RRN�PHQVHOõNH�DVSHFWHQ�HHQ�URO�VSHOHQ�RP�GH�YHUDQGHULQJ�

organisatiekundeb'H�ZHWHQVFKDS�GLH�
]LFK�EH]LJKRXGW�PHW�KHW�EHVWXGHUHQ�YDQ�
JHGUDJ�YDQ�HQ�LQ�RUJDQLVDWLHV�HQ�GH�Zõ]H�

ZDDURS�RUJDQLVDWLHV�EHVWXXUG�NXQQHQ�
ZRUGHQ�



̡̨̡̮̝̪̜̝̦̟�̧̧̠̞̜̫̬̭̣���
̧̡̛̟̝̟̪̙̞̫̠�̥̝̪̣̝̠̝̝̪̚�	�̨̡̛̤̙̝̪̙̦̜̦̟̚

,Q�GLW�DDQYXOOHQGH�ODDWVWH�KRRIGVWXN�EHVWHGHQ�ZH�RS�0\/DE�DDQGDFKW�DDQ�GH�ZLVVHOZHU�
NLQJ�WXVVHQ�ORNDOLVHULQJ�HQ�JOREDOLVHULQJ��3URGXFWHQ�NRPHQ�RS�GH�PDUNW�HQ�YHUGZõQHQ�
YDDN�ZHHU��GHQN�DDQ�GH�OHYHQVF\FOXV�YDQ�SURGXFWHQ���PDDU�VWHGHQ��VWUHNHQ�RI�DQGHUH�
JHELHGHQ�EOõYHQ�EHVWDDQ��+HW�ERXZHQ�YDQ�PHUNHQ�RS�EDVLV�YDQ�JHRJUDѷVFKH�NHQPHUNHQ�
ZRUGW�YDDN�WRHJHSDVW�RP�PHUNFRQVLVWHQWLH�WH�EHKRXGHQ��GHQN�DDQ�VWUHHNSURGXFWHQ�PHW�
HHQ�ODQJH�JHVFKLHGHQLV��EUDQG�KHULWDJH���0DDU�RRN�VWHGHQ�HQ�ODQGHQ�]õQ�DOV�PHUN�EHODQJ�
UõN�YRRU�GH�HFRQRPLH�HQ�HHQ�GXXU]DPH��PHUNPHHU�ZDDUGHSURSRVLWLH�


	_dpgbqrdnpnuh
	_hvn8jv1h088s
	_m6dc74d3w0g0
	_ypqey5566yew
	_gn2q4j775zrj
	_ph9m4hd8blm2
	_79uur78ipuym
	_govxhkxh1n7s
	_6ebbucydb3bd
	_2qs3nvltqgji
	_9okmi2rclteo
	_dyym7d84htuo
	_1u7uyuyokprt
	_gtgy3x4zt4q7
	VOORWOORD
	WAAR GAAT DIT BOEK OVER?
	OPZET EN GEBRUIK VAN DIT BOEK
	OVER DE AUTEURS

	DEEL 1 
BRAND VALUE CREATION
	Hoofdstuk 1 
Het merk en zijn waarde in de tijd
		1.1	Introductie
		1.2	Wat is een merk?
		1.2.1	‘Merk’ of ‘merk’
		1.2.2	De vijf betekenisniveaus van een product
		1.2.3	De vijf betekenisniveaus van een merk 
		1.3	Waarom merken belangrijk zijn 
		1.3.1	Voor de consument
		1.3.2	Voor de merkeigenaar
		1.4	Het merk in een veranderend speelveld
		1.4.1	Veranderingen die merken kenmerken
		1.4.2	Digitalisering versus humanisering
		1.5	Geschiedenis en toekomst van merken en branding
		1.5.1	Functies van het merk
		1.5.2	Ontwikkeling van merkenmanagement
		1.5.3	Toekomst van het merk

	HOOFDSTUK 2 
HET MERKMEERWAARDEKOMPAS
		2.1	Het merk als richtinggever
		2.2	Merkkern (brand essence)
		2.3	Kennisdomeinen
		2.3.1	Meervoudige waardecreatie (multiple value creation)
		2.3.2	Domeinverbindingen 
		2.4	Impactcategorieën
		2.4.1	Impact vergroot de waardepropositie en merkmeerwaarde
		2.5	Systeem-assen
		2.5.1	De mentale, psychosociale systeem-as
		2.5.2	De fysieke, fysische systeem-as
		2.5.3	Datagedreven systeem-assen

	HOOFDSTUK 3 
DE ESSENTIE VAN MERKWAARDE EN MERKMEERWAARDE 
		3.1	Van tastbare waarde naar mentale meerwaarde
		3.2	Virtuele merkmeerwaarde
		3.2.1	Toenemende invloed van technologie op merkmeerwaarde
		3.2.2	De werkelijke waarde van een merk ligt in de mentale en virtuele waarde
		3.3	Toekomstige merkmeerwaarde
		3.3.1	Digitaal en duurzaam is de toekomst, juist bij fysieke producten
		3.3.2	Grip krijgen op merk(meer)waarde

	HOOFDSTUK 4 
MERKPSYCHOLOGIE, -LOYALITEIT & -VERTROUWEN
		4.1	Definities van vertrouwen
		4.1.1	Vertrouwen biedt grip op de wereld
		4.1.2	Vertrouwen als sociaal bindmiddel
		4.1.3	Vertrouwen verzekert waarde(n)
		4.1.4	Vertrouwen op basis van verleden en invloed op toekomst
		4.1.5	Vertrouwen als vooroordeel om complexiteit terug te brengen 
		4.1.6	Vertrouwen als acceptatie voor risico
		4.1.7	Vertrouwen als overtuiging (attitudes)
		4.2	Merkvertrouwen
		4.2.1	Merktrouw
		4.2.2	Psychologische factoren bij merktrouw
		4.3	Merkloyaliteit
		4.3.1	Strategisch managen van loyaliteit met het Merkgedrag-Loyaliteitswiel
		4.3.2	Merkvertrouwen en merkmeerwaarde bouwen door fysieke en mentale herkenbaarheid en beschikbaarheid 
		4.3.3	Duurzaamheidsvertrouwen
		4.4	Introductie op neuropsychologische en psychosociale aspecten bij vertrouwensattitudes en -lagen
		4.4.1	Vertrouwen als een ‘gelaagd’ construct van verbonden netwerken
		4.4.2	Persoonlijke vertrouwensaspecten
		4.4.3	Interpersoonlijke vertrouwensaspecten
	DEEL 2 
BRAND EQUITY MANAGEMENT


	HOOFDSTUK 5 
ECONOMISCHE & MENTALE MERKMEERWAARDE
		5.1	Merk(meer)waarde
		5.1.1	Merkbelofte
		5.1.2	Tijdlijn van de merk(meer)waarde
		5.1.3	De eerste brand equity definities
		5.1.4	Sturingsmechanisme met het kompas vanuit het centrum
		5.2	Economische merk(meer)waarde meten
		5.2.1	Financiële achtergronden
		5.2.2	De internationale praktijk
		5.2.3	Juridisch – intellectueel eigendomsrecht
		5.2.4	Evenwicht van materiële en immateriële toegevoegde waarde
		5.3	De weerbarstige praktijk van de financiële voorspellingen
		5.3.1	Historische perspectieven
		5.3.2	Drie rekenmethodes voor bepalen van merkwaarde
		5.3.3	De ‘brand specific’ holistische methoden
		5.3.4	Projectie van toekomstige opbrengsten
		5.3.5	Merkwaardering blijft subjectief
		5.3.6	Interbrand
		5.4	De zoektocht naar de perfecte oplossing

	HOOFDSTUK 6 
DE MENTALE WAARDE VAN EEN MERK VERKLAARD VANUIT HET CBBE-MODEL
		6.1	Klantgerichte merkmeerwaarde (customer-based brand equity)
		6.1.1	Attitude gaat vooraf aan gedrag
		6.1.2	Ingrediënten
		6.2	Merkmeerwaarde als brug
		6.3	Een sterk merk maken: merkkennis
		6.4	Bronnen van mentale merkmeerwaarde
		6.4.1	Merkbekendheid
		6.4.2	Merkimago en -reputatie
		6.5	Een sterk merk bouwen in vier stappen
		6.5.1	Merksaillantie
		6.5.2	Merkprestatie
		6.5.3	Merkbeeldvorming
		6.5.4	Merkoordelen
		6.5.5	Merkgevoelens
		6.5.6	Merkresonantie
		6.5.7	Samenvatting van het CBBE-model
		6.6	Implicaties van het bouwen van merken
		6.7	De marketingvoordelen van sterke merken
		6.7.1	Meer loyaliteit en minder gevoelig voor competitieve marketingacties en crisissen
		6.8	Wat maakt een merk sterk?

	HOOFDSTUK 7 
MERKSTRATEGIEËN OPSTELLEN & MERKWAARDEKETEN
		7.1	Strategisch merkenmanagementproces
		7.1.1	Merkpositionering identificeren en bepalen
		7.1.2	Merkmarketingprogramma’s plannen en implementeren
		7.1.3	Meten en interpreteren van merkprestaties
		7.1.4	Merkmeerwaarde ontwikkelen en handhaven
		7.2	Merkmeerwaarde meten
		7.3	Resultaten van merkmeerwaarde meten
		7.3.1	Vergelijkende methoden 
		7.3.2	Holistische methoden 
		7.3.3	Merkwaardering
		7.3.4	Waardebepalingen voor brand equity – een overzicht
		7.3.5	Meetwaarden voor eigen onderzoek
		7.4	Merkaudits
		7.4.1	Merkinventarisatie
		7.4.2	Merkverkenning
		7.5	Een merkmeerwaarde volg- en managementsysteem ontwerpen binnen een merkwaardeketen
		7.5.1	Waardefasen en kwaliteit van merkactivatie en marketingprogramma’s
		7.5.2	Marktprestatie
		7.5.3	De factor investeerdersentiment
		7.5.4	Aandeelhouderswaarde
		7.6	Merkvolgstudie
		7.7	Een managementsysteem voor merkmeerwaarde ontwerpen
		7.7.1	Het handvest merkmeerwaarde
		7.7.2	Het rapport merkmeerwaarde
		7.7.3	Merkmeerwaarde verantwoordelijkheden
		7.7.4	Organisatorisch ontwerp en structuur
		7.8	B2B-merkstrategieën
		7.8.1	Inzicht in b2b-branding voor mkb en industriële ondernemingen als ASML of DSM 
		7.8.2	Start-up en scale-up merkstrategieën
		7.8.3	Retailmerkstrategieën
		7.8.4	Dienstenmerkstrategieën

	HOOFDSTUK 8 
MERKPOSITIONERING & ARCHITECTUUR
		8.1 Merkpositioneringsstrategie
		8.1.1	Positioneren draait om kenmerken benadrukken
		8.1.2	Merkwaarden versus productwaarden
		8.2	Onderscheidende positioneringen ontwikkelen
		8.2.1	Positioneren met verschil en overeenkomst (POD & POP)
		8.2.2	Richtlijnen voor positionering
		8.2.3	Kern-merkassociaties
		8.2.4	Merkmantra
		8.2.5	Positioneren op menselijke en duurzame waarden
	8.2.6	Merksuperioriteit door sterke associaties
		8.2.7	Primaire en secundaire merkassociaties
		8.3	Merkarchitectuur
		8.3.1	Merkarchitectuurmodel
		8.3.2	Breedte van een merkarchitectuur
		8.3.3	Diepte van een merkarchitectuur
		8.3.4	Merkportfoliostrategie
		8.3.5	Merkhiërarchie
		8.3.6	Opbouwen van meerwaarde op verschillende hiërarchieniveaus
		8.3.7	Een merkhiërarchiestrategie opstellen
		8.4	Nieuwe producten en merkuitbreiding
		8.4.1	Product en categorie-uitbreidingen
		8.4.2	Voordelen van uitbreiding
		8.4.3	Nadelen van uitbreiding
		8.4.4	Hoe klanten merkuitbreiding beoordelen
		8.4.5	Mogelijkheden voor merkuitbreiding beoordelen
		8.5	Merken beheren en versterken op termijn
		8.5.1	Merkversterking door consistentie
		8.5.2	Merkversterking vanuit een verdediging
		8.5.3	Merkversterking vanuit kern(merk)associaties
		8.5.4	Merkversterking vanuit merkrevitalisatie
		8.5.5	Merkmigratiestrategieën
	DEEL 3 
BRAND DESIGN MANAGEMENT


	HOOFDSTUK 9 
HET VORMGEVEN EN BOUWEN VAN MERKEN
		9.1	Merkbare waarde
		9.1.1	Merkperceptie
		9.1.2	Vooronderstellingen (biases)
		9.1.3	Heuristieken (gestaltprincipes)
		9.2	Het managen van ontwerpprocessen
		9.2.1	Het managen van merkidentiteit
		9.2.2	Ontwerpdenken (design thinking)
		9.2.3	Strategisch ontwerpdenken
		9.2.4	‘Design thinking’-cyclus
		9.3	Merkidentiteit ontwikkelen & inzetten
		9.3.1	Definities
		9.3.2	Het ontwikkelen van een merkidentiteit
		9.3.3	We zoeken het liefst naar wat ons (samen) past
		9.3.4	Eerlijke sociale en duurzame missie wekt meer vertrouwen

	HOOFDSTUK 10 
FYSIEKE EN MENTALE IDENTITEIT
		10.1	Merksaillantie 
		10.2	Merkcompetentie waarmaken vanuit je identiteit
		10.3	Merkbelofte realiseren
		10.4	Secundaire associaties benutten
		10.5	Met de merkidentiteit een positie innemen
		10.6	Co-branding
		10.7	Ingrediëntbranding (Inbranding)
		10.8	Cause marketing
		10.9	Celebrity endorsement & testimonials
		10.10	Influencers 

	HOOFDSTUK 11 
MERKONTWERP­MANAGEMENT & MERKCOMMUNICATIE
		11.1	Productdesignmanagement: de strategische relatie tussen merk, marketing en vormgeving
		11.2	Design van marketingelementen
		11.3	Storytelling voor merken 
		11.4	Mythische verhalen
		11.4.1	Vertellen in metaforen
		11.4.2	The hero’s journey van Joseph Campbell
			11.4.3	De Hollywood-receptuur
		11.5	Storytelling als instrument voor merkcommunicatie & marketingprogramma’s
		11.5.1	Storytelling toegepast richting ‘internal branding’
		11.5.2	De populariteit van storytelling ‘in marketing’
		11.5.3	Consumentenverhalen over merken
		11.6	Semiotiek − de taal van tekens en symbolen
	11.6.1	Tekens, namen en merken 
		11.6.2	Branding als wetenschap?
		11.7	Merkcommunicatie, merk als identiteitsdrager
		11.8	Merkelementen kiezen om merkmeerwaarde op te bouwen
		11.8.1	Criteria voor merkelementen
		11.8.2	Keuzemogelijkheden en tactieken voor merkelementen
		11.9	Het ontwikkelen van merknamen, logo’s, taglines, sounds en (duurzame) verpakkingen
		11.9.1	De merknaam moet bijdragen aan bekendheid en positionering
		11.9.2	Merknaamontwikkeling: divergeren/convergeren
		11.9.3	Domeinnaam en keuze van de domeinextensie

	HOOFDSTUK 12 
BRONNEN VAN MERKMEERWAARDE DOORGRONDEN EN METEN
		12.1	Het irrationele brein 
		12.1.1	Meer aandacht voor het kortdenkende brein en het ‘slimme onbewuste’
		12.1.2	Het moderne onbewuste 
		12.2	Het menselijke merk
		12.2.1	Het merk met een menselijke persoonlijkheid
		12.2.2	Het zelfconcept
		12.2.3	Merkpersoonlijkheid en strategisch merkmanagement
		12.2.4	De rol van merkpersonaliteit – identiteit op basis van zelfbeeld en gedrag
		12.2.5	Projectie van een persoonlijkheid − imagotransfer
		12.3	Persoonlijkheidskenmerken
			12.3.1	Introverte en extraverte merken
		12.3.2	The Big Five-persoonlijkheidskenmerken 
		12.3.3	De vier persoonlijkheidsclusters 
		12.3.4	Meetinstrument voor merkpositionering
		12.4	Merkpersoonlijkheid 
		12.5	Merkpersoonlijkheid meten
		12.5.1	Ontwikkel- en meetmethoden
		12.5.2	De Big Five van merkpersoonlijkheid van Jennifer Aaker
		12.6	De merkarchetypenbenadering
		12.6.1	Het idee van merkarchetypen
		12.6.2	De theorie achter de merkarchetypen
		12.6.3	De twaalf archetypische merkpersoonlijkheden volgens Pearson en Mark
		12.6.4	Archetypisch positioneren
		12.6.5	Meer concrete toepassingen met merkarchetypen
		12.6.6	Archetype-onderzoekstool
		12.7	De mindset in kaart brengen
		12.8	Kwalitatieve onderzoekstechnieken
		12.8.1	Focusgroepen
		12.8.2	De ‘vrije associatie’-methode
		12.8.3	Projectietechnieken
		12.8.4	De Zaltman Metaphor Elicitation Technique (ZMET)
		12.8.5	Waardepropositie-onderzoek
		12.8.6	Ervaringsmethoden
		12.9	Kwantitatieve onderzoekstechnieken
		12.9.1	Online onderzoek
		12.9.2	Merkbekendheidonderzoek
		12.9.3	Merkimago-onderzoek
		12.9.4	Merkrespons-onderzoek 
		12.9.5	Merkrelatie-onderzoek 
	DEEL 4
BRAND RELATION MANAGEMENT


	HOOFDSTUK 13 
HET ONTWIKKELEN VAN DUURZAME (MERK)VERBINDINGEN
		13.1	Stakeholder(relatie)management
		13.1.1	Benaderingen van klantrelatiemanagement (crm)
		13.1.2	Van product- en consumentgedreven naar relatiegedreven benaderingen
		13.2	Participatie (partaking)
		13.3	Beïnvloeding
		13.3.1	Nudging
		13.3.2	Duurzame gedragsbeïnvloeding
		13.3.3	Het geheugensysteem

	HOOFDSTUK 14 
MERKEMOTIES, -BELEVING, -ATTITUDES
		14.1	Merkemoties 
		14.1.1	Emoties moeten merkboodschap positief versterken 
		14.1.2	Emoties in merkmanagement
		14.1.3	Emoties zijn responsen op onze interne en externe belevingswereld
		14.2	Merkbeleving
	14.2.1	Beleving kan functioneel, emotioneel en betekenisvol zijn
		14.2.2	Beleving ontstaat vanuit functionele en emotionele behoeften
		14.2.3	Beleving vanuit sociale drijfveren
		14.2.4	Duurzame beleving (sustainable experience)
			14.2.5	Winkelbeleving
		14.2.6	De moderne winkelstraat, een fygitale beleving
		14.3	Merkbetrokkenheid
		14.3.1	De drie niveaus van klantbetrokkenheid
		14.3.2	Negatieve merkbetrokkenheid
		14.4	Merkgedrag
		14.4.1	Twee systemen van informatieverwerking
		14.4.2	Brain, brand & behavior – hoe ons brein een merk ervaart

	HOOFDSTUK 15 
DIGITALE MERK- & MARKETING-ECOSYSTEMEN 
		15.1	Denken vanuit een merkbeleving-ecosysteem
		15.1.1	De zes dimensies in een merkbeleving-ecosysteem
			15.1.2	Merken als ecosystemen
		15.2	Merken bouwen in het digitale tijdperk
		15.2.1	Veranderingen in het besluitvormingsproces van de consument
		15.2.2	Groei van online detailhandel 
		15.2.3	Marketing en merkpromoties met behulp van digitale kanalen 
		15.2.4	Van one-to-many to many-to-many-communicatie
		15.2.5	Toename van contactmomenten (touchpoints) met consumenten
		15.2.6	Toename van beschikbaarheid van gegevens
		15.2.7	Het gebruik van digitale personalisatie
		15.2.8	Verlies van controle over de merkboodschap en het cocreëren van merkbetekenis
		15.2.9	Gebruikersbeleving (user experience) is de toekomst van digitaal merksucces
		15.2.10	Merken als culturele symbolen
		15.3	Digitale marketing-ecosystemen
		15.3.1	Marktplaatsfactoren
		15.3.2	Technologische factoren
		15.3.3	Sociaaleconomische factoren
		15.3.4	Geopolitieke factoren 
		15.3.5	Natuurlijke omgevingsfactoren
		15.3.6	Ontwikkelingen in digitale marketing
		15.4	Customer journeys ontwikkelen en meten 
		15.4.1	User-centered interaction & interface design
		15.4.2	De mentale, fysieke en digitale klantreis
		15.4.3	Touchpoint en pattern management
		15.5 De customer journey map
		15.5.1	De tien customer journey onderzoeksonderdelen
		15.5.2	Werken met de customer journey map

	HOOFDSTUK 16 
MERKVERTROUWENS­RELATIES BOUWEN
		16.1	Neurowetenschappelijk perspectief op duurzame (merk)vertrouwensrelaties 
		16.1.1	De waarde van vertrouwensrelaties – merkrelaties vormen het fundament voor merkleiderschap 
		16.1.2	Merkrelatiebeheer begrijpen en toepassen
	16.2	Het construct vertrouwen
		16.2.1	Theoretisch en praktisch ‘trust’-raamwerk
		16.2.2	Vertrouwensattitudes
		16.2.3	Cognitieve vertrouwensattitudes (‘denken’)
		16.2.4	Affectieve vertrouwensattitudes (‘voelen’)
		16.2.5	Conatieve vertrouwensattitudes (‘doen’)
		16.2.6	Lagen van (merk)vertrouwen
		16.3	Strategieën om vertrouwensrelaties te creëren
		16.3.1	Build Bridge Bond-methodiek
		16.3.2	Build Bridge Bond – structuur en werkwijze
		16.3.3	Build Bridge Bond – de drie transitiefasen
		16.3.4	Build Bridge Bond – de vier merkpijlers
		16.3.5	(Merk)psychologische relationele aspecten
		16.3.6	Werken met de Build Bridge Bond-werkmatrix
		16.4	BBB – merkmodaliteit
		16.4.1	Belangmodaliteit (purpose)
		16.4.2	Beloftemodaliteit (promise)
		16.4.3	Belevingmodaliteit (partaking)
	DEEL 5
BRAND REPUTATION MANAGEMENT


	HOOFDSTUK 17 
MERKREPUTATIE & MERKIMPACT
		17.1	Wat is reputatie?
		17.2	Purpose 
		17.2.1	Powered by purpose
		17.2.2	Purpose-based brand communication 
		17.3	Merkimpactcategorieën
		17.3.1	Merkactivatie 
		17.3.2	Merkactivisme
		17.4	Sustainability branding
		17.5	Duurzaamheidscommunicatie

	HOOFDSTUK 18 
DUURZAAM MERKBELEID & CSR
		18.1	Maatschappelijk en duurzaam waarde(n)volle merken creëren
		18.2	Corporate social responsibility (CSR)
		18.3	Duurzame ontwikkelingsdoelen (SDG’s)
		18.4	Governance voor CSR
		18.4.1	Groene marketing
		18.4.2	Duurzame merk- en bedrijfsmodellen (sustainable brand & business modelling)
		18.5	Het managen en meten van merkreputatie
		18.5.1	Merkreputatiemanagement
		18.5.2	Meten van merkreputatie
		18.5.3	Wisselwerking tussen identiteit, imago en reputatie
		18.5.4	Managing corporate brand equity
		18.5.5	Merkimago – reputatie op basis van gedeeld gedrag

	HOOFDSTUK 19 
KERN- EN MERKWAARDEN BEHEREN
		19.1	Kernwaarden (‘gecontroleerde’ waarden van binnen naar buiten) 
		19.2	Merkwaarden (‘ongecontroleerde’ waarden van buiten naar binnen) 
		19.3	Sociaal-psychologische waarden (individuele en collectieve waardepatronen) 
		19.4	Menselijke psychologische waarden, hun motivationele doelen en onderlinge relaties
		19.5	Merkcongruent handelen vanuit producent én consumentperspectieven
		19.6	Menselijke (merk)waarden verbinden 

	HOOFDSTUK 20 
HET MERK ALS BOUWSTEEN VAN DE ORGANISATIE
		20.1	Merkvisie ontwikkelen
		20.1.1	Merkwaardenvisie
		20.1.2	Merkportfoliovisie
		20.1.3	Positie in de organisatie
		20.2	‘Building the brand’
		20.2.1	Merkidentiteit en internal branding
		20.2.2	Identificatie met het merk
		20.2.3	‘Living the brand’
		20.2.4	Internal branding en cultuurverandering

	Hoofdstuk 21 
Archeologie van de toekomst in merkenmanagement
		21.1	Ontwikkeling van organisatie & management
		21.1.1	FASE 1. Een functionele kijk op de interne organisatie (1900-1925)
		21.1.2	FASE 2. Een meer menselijke kijk (1926-1950)
		21.1.3	FASE 3. Een kritische blik op de buitenwereld (1951-1975)
		21.1.4	FASE 4. Waardering van de kernwaarden (1976-2000)
		21.1.5	FASE 5. Patronen in de chaos (2001 - heden)
		21.2	Van klassieke marketing P’s naar toekomstgerichte branding P’s 
		21.2.1	FASE 1 – 1964-1992: organisatiebenadering, focus op de zender
		21.2.2	FASE 2 – 1993-1999: humane benadering, focus op de ontvanger
	21.2.3	FASE 3 – 2000-2006: culturele benadering, focus op de context 
		21.2.4	FASE 4 – 2015-2020: biologische benadering, focus op de zintuigen
		21.3	Samenvatting van de acht strategische merkstromingen
		21.3.1	Promotie van tactische marketing naar een strategische ‘asset’
		21.3.2	Invloed vanuit de cognitieve psychologie en designmanagement
		21.3.3	Wie van de acht?
		21.3.4	Reflectie op het hand in hand gaan van organisatieontwikkeling en merkontwikkeling

	noten
	Index
	_8pqj4f6hi9jt
	_ki3qs9mbojz0
	_wxcmwz1bq3f2
	_5miey5kt1v30
	_rlwuhcswmeyk
	_qx0dvkd5ohd
	_3ymlkvss9j9w
	_dug1nsy7xifa
	_4fyw40j1r2h7
	_jpzpzq60e4zo
	_bw9rybnt2pmq
	_e9cjb620os3q
	_6fk24p6zqszs
	_3a9vv7amldyu
	_zd6j9x8n4vlb
	_i913k7lg2p0g
	_4wvc2rcq3cr0
	_df8r9z5beg94
	_c35iu59a64v9
	_u7zfjler4032
	_a4l9a3hifanu
	_i79smiat6vvv
	_Hlk77343688
	_3jccvv4cnrix
	_bgkzo5clxkbm
	_cpmnjupif726
	_nqis41rrqrg9
	_66v9y3fz50p
	_o917027d2lbj
	_6c5udx894cqg
	_hitz2vqa2sni
	_f4uh5jh7vjd7
	_qzhx2yel1j2t
	_axi5x6x7r2jd
	_672mxwtzvc5n
	_elqpeule239y
	_55qmm3vbhtvy
	_kdtsf5tjv8y2
	_ie6bjgcifqua
	_17df2mraoud3
	_lltgaew6f1ln
	_mo68j4lkyku0
	_p9bqt2lei408
	_d4vda910huks
	_2c1cyg9hypp
	_30w65b37up0b
	_kgonaatidnfl
	_tzvbr1c7cg7q
	_qivoaudrlmlq
	_26takfwze2wz
	_usr9vo3aia92
	_tklq6gsjbdhq
	_vh6mwtsyeezb
	_qowuumsckdrv
	_xvj31l2i5lll
	_90pbcyb81m6y
	_c0ybq3yygbdt
	_fpysfbhn0b70
	_744xyyxo61ev
	_488rvesfpax9
	_wh0pehnpiu1
	_84f9f3e9vjx5
	_Hlk77424753
	_t7d3z09y3ly1
	_2izrpwhrmpy4
	_bxjy4io3d9oe
	_x5bzsn8pn0s6
	_5laim0wy4ef6
	_lqta7zjoqu54
	_q249qveppqm6
	_bky5s7t6wi31
	_sed2104i5kxp
	_c2lfg6qie169
	_ownvo3qmpaln
	_f3gaujjn64w1
	_1w05cnetih6w
	_i9rc3jq1eqwo
	_ei901zdchls6
	_juc9ul2zk7rw
	_e6n1sv74yy47
	_87ioo4p55pll
	_gfld1dr0mf3k
	_xyr82h16gykc
	_21ajt8aq6rr8
	_bgey7vgqmrcm
	_ckwz3jafe9qi
	_caz6aqdjmk9o
	_apfgmvhl4lye
	_bvsvtxoy6cta
	_gay27pa1w4bs
	_v9mc0o7g0i2s
	_qw1q57sj4vgd
	_rzioka1yyoec
	_pmians69m4zv
	_le1gwlkwx19i
	_w68ky1vhucx0
	_fg9v8uvltgij
	_qm6zfi5iubcb
	_lpw7onjg7nr8
	_kkw8evcbixvr
	_axjmsikmpuh
	_damlz5bjjsl
	_mthz7cs7jh56
	_by532zmt20na
	_d018lf2rz6e0
	_n279gkper9da
	_gzzzp3t8c3ij
	_ajby2894kpaz
	_ngmcl1xfxhc
	_Hlk77508708
	_evpd7a2xpvxj
	_spjfbpy5qis9
	_djdug9e0mihg
	_alwlb7p4dcgr
	_7muufyhim0nd
	_9231hcc8aqe5
	_6vpjxot81th1
	_9oo89sh2f0to
	_uzrsvaqe14y1
	_4gr16bk6snfb
	_sby25fe81qe5
	_v305xlb7as9g
	_om9daoi4lypd
	_Hlk77523183
	_akoqwsfesdr7
	_9zngdsbwgxjn
	_unbay5f3pvqa
	_3namoahjklfx
	_telb4ead5d5k
	_hlkleh4zop0m
	_nillinkw0fy6
	_38is2o7br9kj
	_qurrv8md6o5b
	_8pqj4f6hi9jt
	_wdrz1fwtorn
	_8rre5rdpqsyj
	_1rq277okhsk9
	_y6ogik75v9t4
	_1fqi3zm4pnik
	_uvxc2hlguqwz
	_t9puezcw6x1s
	_qa4qrinu0xgu
	_2vrs7zrj9kle
	_u0hvd98yt2jg
	_z9488ftibss
	_o24kn2fpxghu
	_s3cvk892e8vu
	_h24i1uz7ui1w
	_17eonm50oonh
	_mzij5um0v7ad
	_75edifd6dob4
	_etazb9wqwq35
	_pz8mlj6a51ha
	_g1bnb6rr3hcq
	_dz9lvs6lrsv3
	_nas8g2kbeog2
	_1zibvy8nreau
	_18vs2z2rj9oy
	_ei4rpz9qmr1p
	_mel3j49hhy5v
	_ut1n536go4dq
	_khjcxwpml1ro
	_2nwivonfkdv5
	_w395der3yg7a
	_qyqtgp4ivimf
	_tdi81ynlxu46
	_vaqn2my879hz
	_lywvue97r50j
	_rzogpi063k7
	_f9ioes7gbbhw
	_kcxxoh8cqi33
	_2fj67n98zk0z
	_9huksawv5wni
	_dzuro6n6pabn
	_vvi6k7c1ixcm
	_m1s8qfy8v2n4
	_coe3jhp4sm4q
	_4v8rjpja7cll
	_s6fc30u818db
	_nfcd3w7fijs4
	_disv9tjvhq4s
	_30hqdwf1061d
	_wwu1np2ytfab
	_n5b55assu8ji
	_sblupgwjoypl
	_kqxt5tpft09e
	_2waupp588z6x
	_51gc277zv73s
	_mwbqhafal45f
	_us50lg2v8fcv
	_caonckcp68om
	_e9ecqf7x39tu
	_e4hmp1f9va80
	_c0pevu1zodxh
	_5s0k88q2yxtt
	_dskbbprp1fdi
	_n85c7dl06xu
	_cc9kwxj79zki
	_vwwpvppvyyga
	_1jkghoeccn7e
	_cyev222jv5t
	_2jt84z9l1cng
	_9e4943uu8a2c
	_olpree1x2woa
	_5t3o086at704
	_61p0dcpair7w
	_7zj7s26s88kh
	_w2nz9j1iub46
	_cdbbupc7u2lo
	_cvgpuj3b5ha4
	_ldcmkqujqbwh
	_rqp3uasmf0bi
	_4qcbymsrfg7
	_7pyr4o9dy4dg
	_trpyyq6wbslk
	_xhoocgm4px4i
	_6qrjs44y2vbi
	_hprih3l92tui
	_3grhd3v7j5kw
	_lqg125wznet
	_7ov8terxk7jm
	_boi4xdej13qg
	_g4i84py7t823
	_u8hirdsbj678
	_3sdjtov7t9vr
	_t8kin7lcyznb
	_2jg8miwjyctv
	_vzl65imdk5e9
	_8q4ucfh6qqug
	_i601eiry4tuz
	_3zd7dt6i0ew6
	_r2739xk7dusb
	_ptdnm59pm4ao
	_ah9ek9wyf22n
	_hwo2n0spsqvu
	_oxyirz6yngii
	_yw3zqtikhvq5
	_yrf11mxbgstc
	_3rp8kasmlzsl
	_48060hczg9ft
	_x5yuzdwg1isp
	_tcukhyys96z
	_kenha0qcoa02
	_qteov3be3ofj
	_o0ziecitd1db
	_1pdhfknh92fc
	_kz6iww2bbjyg
	_cm95wuc143zd
	_yfl3tg9zeqn6
	_afp8aglqauei
	_dx0x5h52r77m
	_827by021i7hf
	_irzoiif5sacu
	_4pmymzqm0gkd
	_1ll71dpplj3c
	_2q1usngtqvzd
	_nauhp78dnp7c
	_m08wnygtvv1
	_dx2iaiy9tqga
	_r9okj43qce6z
	_mw98sg7e2ae7
	_mfbnntqxg850
	_83ypskbx74h4
	_ukaegklb2w4q
	_lpxcthqklkok
	_po8rhdyh5xnd
	_xer33jpqi7pi
	_7x93gvfox455
	_8k9unaytjj4o
	_lh4cf173xa1u
	_6z3wugl89tk
	_6t8jkyhyfkvb
	_ot1g9rsz1yy7
	_8azzvu1vdjiw
	_pl6pbhhnnro
	_ezj453mce8b
	_uu7oyk675yh8
	_bt4edd36c8wo
	_h1qju6u1ca47
	_Hlk77665201
	_utsxheklktl
	_800skay0pzvo
	_y1h39ve9czul
	_fbdhdyenzv45
	_w4dfsfsyilns
	_b1a3piqxaazr
	_ok1g3ccv2faw
	_mskt8now9qvt
	_7ve0aa9rftfp
	_ugfvljpde21l
	_by4hkza3wi5x
	_yo98titmr3ag
	_5443di3lk3c
	_pbz5ww7v8kvx
	_t0h5jq9m8cjh
	_eyu87f4n9b8j
	_yqh529kn4qrs
	_qlrkv94jgy2f
	_8bgavbo1dwkw
	_190vdlxacgp9
	_emvk5sliv7w7
	_kz8fcbk6rkat
	_2mluslwl2fte
	_br0bu2esekyu
	_pojejc7c5lxd
	_oo46boi2xys
	_bm59gz8aryy4
	_qqbmc4g9d12s
	_65pft6e05xj9
	_i5k8f2p4ms4e
	_nq0kvi7yfa72
	_wiimurd9hda1
	_uouhmnnfbsei
	_6y3urskjw4u2
	_ntkcdst1k18l
	_8zt0ldtkci4a
	_vz66dbgoo9iq
	_z4d8ufulyi42
	_klcg3fkgktwe
	_bxus3qjb1ym6
	_bd06f2x0ns3i
	_7jf8pxp6o1ll
	_n2qbe7y54fpb
	_27mcsej5hh3u
	_fqbmcl2rcdb8
	_2f0ap0gkclh4
	_qr3jlrov1pd3
	_luyok85lu216
	_sctv9xbw9fih
	_ifgfpqaujafr
	_k32vj2ejhgvt
	_tmkhvw4kkzjc
	_w7hl0mscu1pj
	_xnh3wi4kvsty
	_u6sujl32tqc6
	_iphve1akgq14
	_9agk5268zs21
	_41hzm53hz6z1
	_e2jr1ryiyxmt
	_ust09ig3vri5
	_c5gftw96zp1h
	_lhccm18jadf2
	_6o7rwsxxfb6i
	_w86oza9kuwa3
	_1krvfxqfvbv3
	_r84wrr4mz2do
	_hfwseeqi26ds
	_ve1snpr1g58f
	_ax041opsmrpb
	_l5crkvilaabo
	_1icqgieguza1
	_a40w44pcoi4d
	_z9l4er691gh8
	_i5zd1mhvxoa5
	_pzkq6n1ecdx
	_rb203d42i9la
	_304m6ks7kf5t
	_5kysmsoutpbb
	_gi2fpn5w37cz
	_5jhw6vxehswk
	_o7s0vjpnjdxp
	_w6486k9xsqwf
	_sh8vs4enyy1n
	_2jdvs4pb6ift
	_pvppw4m04fll
	_nf3yacasqfbf
	_epuf0jalj9tw
	_mislnxwzqxnl
	_nnaims5ovvsu
	_72eepefbrkb0
	_ou3frznzke34
	_t8y3pdrvfoeo
	_h1gteepi08ql
	_v7xp4sujmz46
	_dxetcvywno4u
	_ui35mir5l1iw
	_qaklo1vs9pvb
	_w4lo331tpo8
	_5vrucd17rmhw
	_4hgmvf4ouyjk
	_c1kpxqqwgcf5
	_txmy7cv5qnm2
	_kizze8fx6gl4
	_r9vok77502xt
	_7rf33d8o4tq9
	_eam2cd3dizp9
	_6dunn71agq8h
	_aic3i1hp4o6f
	_j9i9pgzb7qa4
	_1ow1cva0xi6w
	_8sl57jrbauy5
	_6i4ycv8lsjp
	_ojnksyv61zp5
	_okfu5ekec16n
	_q9gp5xqd24pf
	_gffyuso25h6x
	_3l635r9slcka
	_jwcu2hl672a2
	_6xuug1euhqld
	_ea6gvlv31y0
	_3pzdv7m8llm7
	_5cqnsdyc7d4r
	_n2fdp6yjf1zt
	_x4ymhbyijlui
	_w76d4ad979v0
	_aroaqsmdcijc
	_uirb7oro4r93
	_vy3ywex6ricj
	_d57spa4ea88m
	_s9vnxzq3cve8
	_mwjhdsttupv7
	_n35p0i67q17o
	_e9o3xrcu22u4
	_t1thz31kdk4h
	_sbido9f1jpym
	_tw3dt0r33pwl
	_gmjub2r8q843
	_lp24f7fhrn5f
	_edjkeoaric01
	_ut5qkzcocbcx
	_dtrh1iur5zv5
	_yxbppc5prndh
	_k5ishpel5zx6
	_chh519drjtie
	_it4gs96sqtmw
	_ovskk0tiaizf
	_gld7az2lflum
	_q7azj7o44bef
	_t7gh0ejaeryf
	_lqegm4hpuli7
	_46d7gvtzwuw8
	_76n9lhd0r655
	_9ye0dwnnmn0a
	_tf8axz9gdpd2
	_mzyr5o7l2w4t
	_uytu8uq1m4zk
	_gn3dpn9rfimw
	_glyiqf4xngd5
	_90ycxzicjl44
	_zdq89v8qxccs
	_qp5lq0at86ks
	_vkcc9gnzelmu
	_wkoov8czq7e3
	_xww1d56mb5dv
	_ol2dbvqtaqi0
	_5pp4q6txe6s8
	_oppszi78pl37
	_a6nwezf045go
	_2sb785w2ak8k
	_6etdhxw383wf
	_6up42bpiwvzp
	_zdfrryddr3e3
	_ko1gt6b9vqbo
	_58mh65i4imf6
	_n3idhwyy5dd
	_bouhwtj1odjx
	_i4k10d9hjnuc
	_8pqj4f6hi9jt
	_tawpzgkpw4zb
	_cx1gavrf3dv9
	_y2x4d2u8m5da
	_jelocgpkeez1
	_39zniq63j4fb
	_fx1t50bkvwrf
	_rf3jmvkb3yws
	_o2pk3afz61k0
	_1reo7sp5dgka
	_d9ho76lcb7nc
	_bsinog4hddrm
	_83pnf2sw9i1h
	_sub54j2zcpr
	_5n0g8nfygws5
	_7hcsxd1km15t
	_1fzbbyp41mjx
	_talceojctytc
	_cnbj495jew66
	_g7fpu0xcs848
	_wnhq09pzy16v
	_Hlk77833849
	_Hlk77834476
	_Hlk77834308
	_Hlk77834356
	_lc5hbwgy94ku
	_m9snd7wrsxqo
	_vdrew3wgona5
	_vewwgtq55anf
	_u2puob3gwfyf
	_566hwbyqkn9y
	_i0zrlcac1e1c
	_rv1lppoutd5r
	_g2fiu7iy8a4k
	_c2gd7x31sz5j
	_ax8fkdscpky
	_dq87fva4s4dh
	_qc2p0xfh0gnw
	_8keg3udgirh0
	_iadfhrh1zrjt
	_cq2we4lbenv2
	_6rjuzux71ziq
	_enm829v1varr
	_pk888ck2jj2p
	_xv1wndmfewtd
	_8yjglv8yjxrk
	_knrh52lrmwjw
	_iyw3kjmtx2c9
	_vr9ct04iqlya
	_sr4aarfe5gje
	_w44e0l8jsi61
	_ti2py9lskcxz
	_bpt45h4n9wse
	_6rrosx1kon4
	_cz7regp8ozm4
	_6c4zpjoo3pz2
	_vx51u02q0jiv
	_23n1f3n28hx3
	_aqgjy4phzvlr
	_upusfi3mgbaa
	_jj91r5alv65r
	_bksvncd61jbz
	_glx3mg19ca40
	_2qkcc4wqhfqa
	_q0fipreq1xt0
	_q2h26peg2dfs
	_5r2qe9en5ks7
	_37cy67inw5n
	_x5vukq26igl1
	_vpluutq03r99
	_839ru9r50e1l
	_96hnnfqwo176
	_cu2gak95hxis
	_owpuc5vqavq7
	_rdpiy5bp3qvo
	_qcquxqslr87a
	_bq7eccifxija
	_i6qdulotk7yq
	_477vmk3owedh
	_9zl4e05iarwh
	_i1j0wgvdzjse
	_3se35l4h8mu
	_3ndbw6fuiqkj
	_qxyjcoa9grba
	_jweii6hg5aqt
	_ujj43nh4k7dy
	_qephidd1ofim
	_kjevbv213lak
	_rz51gnh1pyiu
	_cgpuyt3lwx8c
	_5vtl5rfu3kwi
	_8d4ukdafdvqz
	_haaodm2zi0fo
	_950erwothmbl
	_nunzn6clp0p3
	_ssnasr6p2yjy
	_ak2fyf782mnc
	_x6ne5s5d4z0k
	_k7gkllslbwdj
	_jo5dlquoqo2n
	_p3zwo1uz47sa
	_ulws42kryimh
	_1k3fesjilfm6
	_r782bvercev
	_3no6o5f4zozq
	_64lksf29cwrx
	_90vgcxfvsfsn
	_1sd23lqopa4h
	_bw4pvuj3j2ja
	_9sm7c9ns83yf
	_iqni87llnbw7
	_lrycsohat760
	_ketny3k5o24m
	_9b8absi0nynt
	_hhp53xbu0ivv
	_ynxq35oq8jba
	_c24iixfspwi1
	_tv8dcza3nhf3
	_sem6fvbtln87
	_2nv0m73qzxic
	_da3xvicvsxof
	_6vsgxt5fr4q3
	_mxo1bj7oqitg
	_tcv5rjqzrfvk
	_lstuss3b73xv
	_dywxlgpy6zgm
	_awq3mllx6ws2
	_rxb32dbh490d
	_dvntix869qww
	_onn4erxbcv60
	_3d4q4blrslxq
	_m5q2xheyfbrn
	_kcxwlpq0oxo
	_bxxtyxknyape
	_uezt6ouq6d3z
	_aw0rj0apkguh
	_6een38j3mp87
	_j3h3imwp8k6q
	_puil0arqneyd
	_g4axq7r70gm4
	_9a3svcbs92hm
	_qkewm4brxj12
	_kq1i4o1sedwh
	_kiqrktdwk5l6
	_psukogdar4me
	_g3o3dbirhqzs
	_jrj96656kvr3
	_whfg8g3v9ejj
	_sjukt97k801y
	_g0iwelvui1v3
	_yrfq7xvis6mc
	_v0y0ctgxpep2
	_bhyb2o8apfmf
	_h1lho0wkjar4
	_8fvpfkl444ge
	_guhb8xnaett1
	_m9ybgyuu6den
	_1r6ecn7n1svw
	_ohlh1i9hhnwl
	_wi1zj8sosm4q
	_i528e4ovip6f
	_r2e9jbah2n7m
	_mo61x91cfkcf
	_kjadn3a8ekfr
	_jgu93swdoiry
	_ifvftk1a2bgy
	_7xkz9x3vggtb
	_yt0tz3xzqfxp
	_1yp8tmt8n0tx
	_w9rffsr5qvft
	_4k14nifsi89g
	_ys8a2xf8far9
	_kaizioov1m0w
	_gl45nb1syk1v
	_t7vgnn3z122u
	_fkzfmeya28zg
	_hj0jdi2idov
	_5dbuozmrqqtt
	_dxedtk100875
	_qz6blmbyzkkl
	_afqz8glubhjq
	_f522uxdy923t
	_6bntugqglddd
	_kpctr2c845ez
	_loy4me6w121m
	_pm3fyq9hkl7r
	_Hlk78018214
	_auobeqbfa7g2
	_uif3ylx2hfz6
	_etrq8gwfmkcv
	_hxmkgr3zhllf
	_pzxz9940g3tv
	_cndyfvnvhvha
	_lm83m3x72kbo
	_7i2ixveo8qm8
	_tec74tkjm95d
	_37303wg0h4iw
	_jxhb342m4j34
	_dl6a48qr3x8i
	_lyk1w6qoo4fw
	_ess7nz57oail
	_n4mioh4fhynp
	_1amm5dyzwo95
	_2sky4claup97
	_e3dslac91rjj
	_1zgucjbr3jmp
	_745u1l2fj9yb
	_e5qulib33iiy
	_2pwv9r4h7cp8
	_vxet0qyopetf
	_qv7g8kyamlnz
	_3lblg87mzcr5
	_kfk3z7gvag54
	_2sptlftukxre
	_hf0b27kx6ekh
	_dj0ouo4uxk2x
	_satoz3ychtrl
	_vkgbhfz94cfw
	_7qwd2vfzr47y
	_w8dnbqt2ompv
	_kq7sxbj5eclv
	_qzajtd353m3
	_67kq1e91p6bc
	_3maaesz17ich
	_2n4usf88rbyt
	_k804uhvyv8ph
	_axdcmtuna06a
	_h1ap4yj4raxc
	_gcj1b7cso1ix
	_giomtg8cfun2
	_i3wfhkma8w46
	_sbbvcdq64ayx
	_657y99no1tfh
	_7iub7ujkfduy
	_5fjcrz7vc45w
	_3u7se9emepke
	_34kbhvzjfcw
	_3qin8sa8k85n
	_5h2m50oux49e
	_e7nrl45o3u5r
	_1lxbm28hec9c
	_mg3hp4hwgg4
	_c55g3pdjbcc5
	_o769pvfd56tj
	_9r7968blvu32
	_3792u4k7lewz
	_azkk2o37shyh
	_fdbe2idqyxx1
	_rm703gb5vis0
	_7f7laqkqytdo
	_c05ohz1pfi9f
	_huf5gw3857rl
	_ongrrjlyfxt3
	_1zewynju46gc
	_8lq9yrf56u7k
	_saw8ohwqa40l
	_tivqfg94tku2
	_h7f4k6r33cn5
	_gxn8vd7g0fwu
	_oj1gycv7wv5s
	_4fhgx0wvhhll
	_d6vnqvadq31
	_tlw3w24ezp76
	_i6pz8nagm9ov
	_Hlk86760321
	_9p6rlo9xjevm
	_k24jxpcjwmxs
	_fnnqsqg1qbvs
	_g5vu8lmz5orb
	_10er4xh5ynbh
	_604bp0lghkov
	_bz7ttpxnhe8n
	_rycuuwmihigy
	_bpeysjqod7y
	_bl4ttlaius6o
	_1duo87fnrerv
	_o6nfnex1phjq
	_8qd77luchd4i
	_u7d1z469e10t
	_flkygtkiz28w
	_n1p8375qor9m
	_lzuakgc4o4aw
	_dfufmwukuf5i
	_x2hrjpp114ga
	_ciuq72j5zyxk
	_sp7h2f63qco7
	_iiuuj9qddqe2
	_9bsnnsqitcf
	_1yqamx2do6sj
	_2eycpoi1xk4c
	_lwlvdzgaigoa
	_wr5vi9x6w3r8
	_p9hnoaqiztjx
	_i49rr2fdzcah
	_bfjv0qobfs3m
	_bdw367lbz42x
	_7j4kjaoz40bn
	_7zqp0j26ggrt
	_3j054orllppy
	_97dksubk0q3y
	_6gg0u79v55x
	_elfz73rbncjh
	_y335ovus92id
	_hekiyz6lrr9p
	_ha6nczkztnn1
	_5zerm1k03naz
	_nfcv2f7ah7kg
	_1u2n4fh3irup
	_idwyauq291nv
	_kxn7xr788g4p
	_xp85wdrmvi5p
	_9cnijgqa2cns
	_cwwiq8x9xke8
	_u07mcp4a88xq
	_kphdutgc3zqz
	_prtik3dacc6v
	_ww1mj47k8fp
	_r5dlbm28p4ey
	_5x5gjajk6izx
	_kxk0l49tmh7f
	_b8euvjppwq6q
	_8s17an568qx8
	_6mbhv9ea0sn
	_hqfvmykvxsvd
	_adxy3xthdyht
	_43uy0mmjez5
	_mvx1r33y166k
	_1zokfrp78k86
	_ih3c38l6bajt
	_7gqcc117v1vm
	_3uewmsorkykz
	_1mg5rc438zyf
	_qj68so8hdcne
	_foiinrgxvib9
	_30rwoa55i6ax
	_7awno46zcwz
	_gy9qih8g9wi4
	_jobioqljecde
	_1b3pwzpul6c3
	_gcdziztjog8d
	_18qiifadqzfb
	_q4ec2bwxbfek
	_utdux7lnxiju
	_2sp6byz5uzz9
	_tm1g10gq1vbn
	_bcxt4e9ont3q
	_45vmxqfoji44
	_wkplzyolh2i4
	_x5qq1dhpvagb
	_xeiirs75vc5n
	_a13pnqfwgyfh
	_gopdev23lgr3
	_1yq1xrrfmh1w
	_smoi059uo8fs
	_xlpfhrx77rwp
	_11f6jkvmdmza
	_wctyxs75agyr
	_r1gdyp4xpuey
	_6ke4q249pfok
	_yj86hiqriws3
	_rrscz7jh0brm
	_hsew9u8as1bf
	_8cmqcx4jbfje
	_x1vgs551rxbl
	_wk4ed0qbbzwt
	_s14shsymdpgr
	_lckkae4ieoem
	_vy0d54k111sl
	_gg314h8xi2kh
	_w33mkkl6bcmg
	_e9q4m28lkaa3
	_ic15lllg5c8x
	_qpb8aqm56pft
	_ue7k46w80xl0
	_ltahzkab9xwv
	_kxwsm07n301j
	_8rna3n1i18v3
	_nyqd6mrd16pb
	_q4p5p88p0nxr
	_cwvg7f7jct6c
	_oh5tyj8yo8az
	_xxmvp9m6jtdr
	_qc2aobwei129
	_hufly41iawxk
	_bjru12njmg1q
	_4bnktsrt580q
	_t6scl71t101o
	_rz1w3j4o1dhl
	_acz1g41skdsh
	_34x41xl0xa3y
	_h6v34v6lblzt
	_u4zggqsqptyb
	_doerunu79shg
	_sqpou04333xd
	_66wodkwaei4k
	_8n5yia1u57bl
	_ohzpyffuhoz9
	_ab480dmcw823
	_m8riq6n4dpkz
	_6qr4mejvcsdq
	_5tx1ve9n82m9
	_tzaiiabzfle3
	_h4nzbenfgu2w
	_5nmynpuv0e5h
	_p384k1gdd81j
	_kt27zh7fmn4c
	_x1qcmnip0hai
	_y9eza94oa0jc
	_yhpkozr9x5w1
	_f7t2mwxwajdf
	_mmog00w2kuu9
	_8fc5rz8wq0l
	_kklund62iod2
	_kbg6l1ncgr8l
	_98m7t43g7www
	_55gxq9qn1x85
	_gzhledi5rywv
	_le1gwlkwx19i
	_ju76fo7yeldd
	_gen6yu9p6gek
	_Hlk78349481
	_Hlk78349464
	_1g0ek2k26r91
	_nyt1w9ooupti
	_ujpc0pjenefm
	_ly6pz4g6vgnj
	_ria1x5thbc6a
	_7137w6i2sdie
	_302qazx7p6r5
	_jfbfvfidvltn
	_d236borvwur1
	_a5vbgbancr2x
	_kkhbbn84ijlm
	_8l82xm7zlynq
	_objxie9lqahf
	_xlkn7xx0nrpy
	_upby53x5t4ai
	_5l15x73zgpcd
	_utofsnuzpuwr
	_kz2g3txv41le
	_6tviry43488
	_pmv1g7locxv2
	_i9winq5ldq90
	_9zk774960ex8
	_8aoj9r2nhq7n
	_3sueaa9iw5yc
	_8xvtjohfnys1
	_7scxmy9g93pv
	_obxtrlrtw3t8
	_9c07vc2i8fk
	_5urau4b098ro
	_1vgxecpty8pb
	_rdwcsjh38esk
	_j1sycg9of8ju
	_7y4dpa6j5j6h
	_qs49spopzzux
	_dzsh4hhmdcej
	_419yhcawakg3
	_8yk90tz4vjgc
	_z4p1p0nncdo5
	_pcvf0yesi0lg
	_54l5tjlizzz
	_vm7n45lk2q8n
	_6slgrw1kxjqo
	_5m8cswgykwxw
	_ugz14s6i0g1z
	_md6xxuspgci
	_u1zsztnst7k6
	_gvnetcdhmz2f
	_ek7g7m3fru6a
	_w4nab85k9vej
	_tppj6mx9lw0n
	_euodjuqdxpvy
	_gk3i3v6zprdy
	_wikijw8k1gm2
	_8tk9ae6bbbl5
	_kl55448xv24g
	_erocz9w8cv1d
	_iv4dl5vl8qiy
	_rqmrna3ioxgb
	_23swh367kmdf
	_ye0a3bagmqn1
	_id8pnd7xu2ol
	_ytcifdifjl7
	_4iedv1xf3sl8
	_ma0l53wrg4xg
	_jrxgyzu7jah2
	_by221yw239a6
	_it3s0ly1y4wo
	_myvfjn1joec
	_isofxqnd0a7i
	_qoirremk8lxd
	_roske0hz1bns
	_4zyhghypugbh
	_7afpaxcvl5tu
	_s1lyzffnvz8v
	_elszp65cgr11
	_tqoueipn8u5b
	_au4wvdawi9yq
	_tfddlgxwkf1c
	_6idv63md4tki
	_da3b62c5pvk7
	_p17m5jfex0v7
	_9q53d3apid68
	_9vtu7x21sa69
	_gwpxru2b8s33
	_wydmz8lt2tcf
	_ygquyqojm6ky
	_11223hfpixgh
	_6hnbfjkuspak
	_nd9jql8bdpm0
	_kbxl4pwbql4j
	_4918eg7xic5c
	_l36jo94p9hoe
	_6diolnqmmx3n
	_9bvn65d83fma
	_7t2equt6oa5t
	_jylkbyptzguz
	_grwas4c7qsc
	_ym07elj8bzmv
	_ifv5lhjddg4a
	_rsahf0w2d1r4
	_vt74ed2jeo51
	_z49kxuw29mvh
	_bkc8wx34tfw8
	_ug4b9mw3qj26
	_8cmogyel9r0c
	_2p6qh6yrbq9d
	_rnro761gkqwr
	_z3f7z3w3k1gc
	_9wc9uytjxeiw
	_irlz88i8nlrf
	_76mye8ekak0c
	_5cd7smn7yxl
	_Hlk78890661
	_3spln0eppnzd
	_9bpzctqkhj6o
	_bsslvyg3n2u4
	_h5frsgiz6ac7
	_99h6vd1odtv7
	_fitctvxvma9
	_snldhqevcz8l
	_wmzjcvjxjoow
	_d35vkqx76vg6
	_wdowgl2mwaic
	_nzp8i5banja2
	_t1bdpj351yqh
	_8gx8oabbnypn
	_5t8lmrg1kaaz
	_75cqvtz4re5d
	_yn5xw98rgl7o
	_eadyzmixd2g8



