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Dinyadaki en kaliteli hayvansal protein kaynaklari olan tavuk ve yumurta
fiyatlari hala hakettigi seviye ulasmis degil.

Yumurta ve pili¢ etindeki fiyat artisinin, Greticilerle hig bir alakasi yoktur.
Gegen sene misir kg fiyati 1,9 TL iken bu sene 6 TLdir. Bu artis diinyadaki
yasanan olumsuz durumlardan kaynaklanmaktadir. Hesap ¢ok basittir; su
anda 1 kg tavuk yemi maliyetimiz 8 TL/kg'dir. T adet yumurtanin maliyeti
200 gram yem Uzerinden hesaplanir. 1 yumurta maliyeti 1,6 TLdir. Arti
nakliye, ambalaj ve market kari eklendiginde 30 adet yumurta 60 TL'den
satiimalidir.

Son 6 aydan beri dusiik giden yumurta fiyatlarindan dolayi, bircok Uretici
tavuklarini daha giinii gelmeden kesime gondermistir. Bu da Uretim kapasi-
tesinin ciddi oranlarda diismesine sebep olmustur. Clinki Uretici tavuguna
yem veremedigi icin strllerini kesmistir. Tekrar kapasitelerinin eski hale
gelmesiicin en az 9 ay gerekmektedir.

Tirkiye'de soya Uretiminin desteklenmesi halinde ciftcilerimiz misira alter-
natif olarak soya ekimine de baslayacaklardir.

Boylelikle soyada Turkiye'nin disa bagimhgi kalmayacaktir. Soya protein
kaynagi oldugu icin pili¢ Gretiminde yemin icinde; misir enerji olarak soya
da protein olarak kullanilir. Yemin icindeki rasyonda soya ve misirin toplam
orani %70e yakindir. Brezilya ve Amerika ile ihrag pazarlarimizda rekabet
edebilmek i¢in kendi hammaddemizi kendimiz Gretmemiz gerekmektedir.
Basinda da fiyatlarin yiikselmesi treticinin kari olarak algi yaratilmasi tama-
men yanhistir. Basinin Ureticinin yaninda durup, fiyat artislarinin diinya ge-
nelindeki hammadde krizinden dolayi arttigini iyi anlatmasi gerekmektedir.
Tarim Bakanligimizin sektériimiiz icin yeni pazarlar olan Hong Kong, Israil,
Makedonya ve AB'ye ihracati actirmasi halinde sektoriimiiz daha rahat
nefes alacaktir. Sektériimiz ihracatini arttirirsa i¢ piyasaya yani Tiirk halkina
daha uygun fiyath pilic eti ve yumurta temini yapabilir.

Son dénemlerde diinyada beklenmedik gelismeler yasanmaktadir. Amerika
ve Avrupa ekonomilerinin dntiimizdeki donemlerde resesyona girme
olasiligi vardir. Her ne kadar bu kaygilar bir stiredir fiyatlansa da, resesyonun
yaratacagdi tahribat merak ediliyor. Bu arada enerji ve hammadde maliyet-
lerindeki oynakliklarin ekonomik soklara neden olabilecedi uyarilari ve
likidite sikisikhgi beklentileri de piyasalarda stresi arttiran unsurlar olarak
gorilmektedir.

Tayvan Adasi ve Tayvan Bogazi'ni kendi egemenlik alani géren Cin, ABD'nin
bolgedeki askeri varligina karsi ¢ikiyor. ABD donanmasinin bolgedeki seyir
ve kesif faaliyetleri iki Glke arasinda gerilime sebep oluyor. Tayvan'in ABD ile
iliskileri soguk savas doneminden beri stiregeliyor. Soguk savas déneminin
ilk zamanlari ABD icin Tayvan'in konumu stratejik bir 5nem teskil ediyordu.
Oniimiizdeki giinlerde umarim baris olur ve Ukrayna-Rusya gibi bir duruma
gelmezler. Dlinyanin en buytk elektronik cip Ureticisi konumundaki Tayvan
isgal edildigi takdirde diinya biyik bir cip kriziyle karsi karsiya kalabilir.
Rusya'dan yliksek oranda dogalgaz ithalati gerceklestiren Avrupa tlkeleri
Rusya’nin gaz sevkiyatlari hacmini diistirmesiyle kis sezonunda
enerji krizi tehlikesiyle karsi karsiya kalinca bu durumla basa
¢ikmak icin alternatif olarak daha fazla komur kullanimini
glindeme getirdiler. Bu da dnlimiizdeki glinlerde yeni

bir cevre sorunu haline gelebilir.

Avrupa Ulkelerinin stoklarini yeniden doldura-
mamalari halinde enerji krizi yasayacagi 6n
gorulurken, bu ulkelerde bir stredir alternatif
yakit arayisini strdiriyorlar.

Tirkiye, Rusya ve Ukrayna ile iyi iliskileri saye-
sinde tahil koridorunu agip bir nebze de olsa
hammadde fiyatlarindaki artislara engel olur-
ken Rusya'dan da dogalgaz ithalatina devam
edip Avrupa’nin yasadigi tedarik sorunlarini
yasamamaktadir. Umarim Tirk ekonomisi
onumuzdeki glinlerde eskiden oldugu gibi esk
gui¢li konumuna gelir.

Keskin Keskinoglu
Yonetim Kurulu Baskani

We are facing a frustrating situation as chicken and egg prices do not reflect
their current cost of production, despite being acknowledged as the highest
quality and cost efficient animal protein sources in the world.
The cost increases in chicken meat and egg production are nothing to do
with the producers, but raw material price increases, caused by a variety
of global problems outside our control. A year ago one kg of corn was 1.9
TL. Currently (September 2022), it is 6 TL/kg. The economics are simple. The
total cost of one egg is 1.6 TL, including shipping, packaging, capital and
production cost increases, so 30 eggs should be sold for around 60TL. Current
prices are between 45 - 50 TL!
Due to this imbalance, many producers slaughtered their egg laying flocks,
leading to a serious decrease in capacity, which will take at least nine months
to replenish, if economic conditions improve.
In addition to corn, soybean prices have increased substantially. It is a vital
component (70%) in chicken feed and Turkiye is unfortunately totally reliant
on imports. Our plea to government therefore is make soybean production
in Turkiye economically attractive. The climate is ideal for production and in
order to compete with Brazil and the US in export markets we need to have
secure domestic supplies.
What is extremely annoying has been the domestic press creating a public
perception that the increases in chicken and egg prices have been caused by
producer profiteering. As our figures demonstrate nothing could be further
from the truth. Profits on egg and chicken sales in the Turkish market are
non-existent and supported by export sales.
It makes economic sense if the Ministry of Agriculture could assist in
stimulating export sales to markets such as Hong Kong, Israel, Macedonia
and the EU. Industry export increases would allow us to supply more
affordable chicken meat and eggs to the domestic Turkish market — a classic
win / win situation!
Moving to examine the global economy, there are many factors giving
cause for concern and creating uncertainty. All major economies are likely to
move, more or less, into recession in the next few months. Additionally there
is increasing volatility in the energy, raw material and transport industries
which is precipitating bankruptcies, shortage of liquidity and a debt
explosion as consumers and businesses strive to survive.
Politically we see the grinding on of the Russia / Ukraine conflict and its
emboldening effect on other regimes seeking to regain “lost” territories.
China has territorial ambitions over Taiwan, a leader of electronic chip
manufacturing. Conflict here could mean a major global chip crisis with
horrific consequences
Equally sinister has been Russia’s “weaponisation” of energy as a tool to
punish European countries for their support of Ukraine. Unacceptable gas
and oil price increases, combined with a reduction in supply, raises the
prospect of widespread winter shortages. Two sequels to this have been an
accelerated move toward sustainable energy sources (good) but short
term an increased reliance on coal and other fossil fuels (not good).
Environmental problems stored up for the near future.
And finally, there is a ray of good news among the gloom.
Thanks to the good relations and neutrality Turkiye
maintains with both Russia and Ukraine, it was able
to negotiate a “grain corridor’, allowing shipments
of corn to leave the Black Sea ports to prevent large
scale famine in many poor countries, and hopefully
bring down the price of our raw material needs.
Also it has not been subjected to either the price
increases or supply issues associated with gas
supplies to Europe.

Keskin Keskinoglu
Chairman of Dunya Food
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FHA(Food&Beverage) 2022

Singapur Fuari'nda byKeskin ve Assos Olarak Yerimizi Aldik!
byKeskin and Assos: Took Their Places at the Singapore exhibition FHA

Glineydogu Asya ve Uzak Dogu
pazarlarini kapsayan bir numaral
ticaret fuari olan Singapur Yiyecek ve
icecek Fuar’'nda, byKeskin ve Assos
Gurme'yi boyle prestijli bir etkinlikte
temsil etmekten memnuniyet
duymaktayiz.

Bu fuar Singapur Sergi Merkezi'nde
yer aliyor. imalatcilari, gida teknolojisi
Ureticilerini ve ilgili tim destek
hizmetlerini kapsayan, 100'den fazla
ulkeden beklenen 2.000 katilimci ile
50 pavilyona yayilmis 60.000 m*nin
Uzerinde bir alanda yer alyor.

2019'da son ziyaretci istatistikleri
(fuarin pandemi sebebiyle askiya
alinmasina ragmen) yaklasik 100
Ulkeden gelen 35.000 ziyaretginin
fuari dort giin boyunca ziyaret ettigini
gosteriyor.

Kiresel pazardaki biiytik markalar

ve Glineydogu Asya - Uzak Dogu
pazarlarindaki mevcut miusterilerimizle
tanismak ve yenileriyle iligkiler
gelistirmek icin bulunmamiz gereken
muazzam bir etkinlikti.

: = By
The Singapore Food & Beverage Fair, is the
premier trade fair covering the SE Asian
and Far Eastern markets, and byKeskin and
Assos Gurme are pleased to be represented
at such a prestigious event.
This fair is big, housed in the Singapore
Exhibition Centre, it occupies over 60.000
sqm of space spread over 50 pavilions, with
an anticipated 2.000 exhibitors from 100+
countries, covering manufacturers, food
technology manufacturers and all related
support services.
Latest visitors statistic from 2019 (remember
the fair was suspended due to the
pandemic), show 35.000 visitors visiting the
fair over its four days, again coming from
around 100 countries.
As major brands in the global market and
positive presence in SE Asian and Far Eastern
markets it is an event we must be present
at, meeting our existing customers and
developing relationships with new ones.
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TURABEXPO 2022'ye Katildik!
We participated in TURABEXPO 2022

istanbul'da diizenlenen 17. TURABEXPOQ'ya byKeskin We were very present, with our byKeskin brand, at
olarak katilim sagladik. Musterilerimizle ylzytize gorisup the 17thTURABEXPO held in Istanbul. It was an ideal
toplanti yapma firsatimiz oldu. Bir cok yeni anlasma yapip, opportunity to meet our customers face to face. We made
yeni pazarlar icin misterimizle gériismeler gerceklestir- several new agreements and developed contacts into new
dik. Standimizda bizleri yalniz birakmayan, ziyaretimize markets. We would like to thank the many people who came
gelene misterilerimize tesekkir ederiz. to visit us at the stand, and look forward to developing

future relationships with you.

@
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London ve Terraolivo Zeytinyag
Yarismalarinda Odiillerimiz Percinlendi!
More awards for Assos in London and Israel

We are proud and honoured to
announce two additional awards
for our Early Harvest Extra Virgin
Olive oil. In Israel we received

a gold medal in the Terraolivo
competition, and in London a
silver medal in the IOOC event.

London ve Terraolivo (israil)
zeytinyadi yarismalarinda
Diinya Food ailesi olarak
zeytinyaglarimizin aldig
madalyalari duyurmaktan kivang
duyariz. Polifenolli Erken Hasat
Natirel Sizma Zeytinyagimiz
ingiltere’de gerceklesen London
I00C'de guimiis madalya,
Terraolivo IOOC'de ise altin
madalya kazandi.

Kuveyt Marketlennde byKeskin!
byKeskin En’rers The Kuwait Market

byKeskin has entered
the Kuwaiti market, a
strategic, discerning

Ortadogu’nun stratejik
ve ekonomik olarak en
onemli pazarlarindan

biri olan Kuveyt'te and economically
byKeskin markamiz vibrant part of the
ile yer almaktayiz. Gulf. We are proud
Yumurta, sosis, fileto, to be shipping eggs,

sausages, chicken
fillets, whole chickens
and further processed
poultry products to
this market.

butin pilic ve ileri
islem Grtinleriyle
Kuveyt marketlerinde
yer almaktan gurur
duyuyoruz.

Assos Zeytlngaglarlmlz Yemen Marketlerinde!
Assosollve oil arrives in Yemen

Assos zeytinyaglarimiz Assos olive oils have
Yemen marketlerinde established their
her zamanki yerlerini position in the Yemeni
koruyor. Yemen market. Our regular
halkindan aldigimiz geri customer feedback
donduslerle bir kez daha from this market
Assos zeytinyagimizin shows, once again,

ne kadar kaliteli how consumers
ve sevilen bir yag appreciate Assos’s
oldugunu gormuis award winning
olmaktan mutluluk quality.
duyuyoruz.
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Yunanistan Tsakiris Firmasinin Ziyareti!
Visitors from Greece Visit Us

Yunanistan'in en buyuk yumurta ureticilerin-
den Tsakiris firmasindan Sayin Pavlos bizleri
ziyaret etti. Pavlos, ayni yumurta gibi bir an
once butin tavuk ithalatini da Turkiye'den
baslatmak istedigini dile getirdi. Kendilerine
bizleri ziyaretleri icin tesekkirlerimizi sunu-
yoruz.

Mr. Pavlos Tsakiris, one of the biggest egg
producers in Greece, recently visited us. He

was most impressed the %100 “no touch”
philosophy. Mr. Pavlos wants to introduce
whole chickens into their range as soon as
possible. We thank him for his visit, and hope to
work with the company in the future.

Eggpro Firmasinin Yumurta Ciftligimizi Zlgareil'
A visit From Eggpro to Our Farm in Ankara

Yunanistan'in en blyUk pastorize yumurtacisi Eggpro
firmasinin sahibi Sayin Konstantinos ve kizi Sultan Anka-
ra'daki yumurta ciftligimizi ziyaret etti. Ciftligimizde yapi-
lan toplantida pastorize yumurta ve toz yumurta ile ilgili
birlikte is birligimiz konusunda glizel asamalar kaydettik.

! Yunanistan i¢in yeni yumurta anlasmalari yaptik. Kendileri-
ne bizleri ziyaretleri icin tesekkirlerimizi sunuyoruz.

Eggpro is one of the largest pasteurized egg producers in
Greece, so we were delighted to welcome Mr Konstantinos

and his daughter Sultan to our egg farm in Ankara. As well as
concluding a new table egg deal, we made good progress in
providing pasteurized and powdered products. We thank them
for their visit and hope to work more with them in the future.

Masterbaker Firmasinin Ciftligimizi Ziyareti!
Masterbaker Comes to our Farm in Ankara

Birlesik Arap Emirlikleri'nde bulunan Masterbaker
pastorize yumurta firmasindan Sayin Deen ve satin
almacisi Sayin Nataliya yumurta ciftligimizi ziyaret
etti. Dubai'de bulunan pastorize yumurta fabrika-
lariicin Large yumurtalarimiz 6zelinde biyik capli
anlasmalar yapildi. Kendilerine bizleri ziyaretleri icin
tesekkdurlerimizi sunuyoruz.

Mr. Dean and Mrs. Nataliya from Masterbaker, the g
UAE pasteurized egg company, recently visited our
egg facility in Ankara. We concluded a significant g
agreement to provide our large eggs for their
pasteurized egg factories in Dubai.

e
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Profesor Dr. Peter Williamson'in Ofisimize Ziyareti!
Professor Williamson V|5|Ts Our Office in lzmir

ingiltere'den gelen Profesor It was a great pleasure to welcome
Doktor Peter Williamson ile Professor Dr Peter Williamson to our
diinyadaki yeni satis ve pazarlama offices. Professor Peter is a visiting
trendleriyle ilgili guizel bilgiler professor at several academic
paylastik. Profesér ofisimizin institutions, and was formerly
ziyareti sirasinda dliinyadaki Head of Strategy and Marketing at
yeni gelisen pilic eti ve yumurta Liverpool Business School
paketleme ve ambalajlariyla We had a very useful discussion
ilgili bilgi aligverisi yapild. concerning current developments
Kendilerine bizleri ziyaretleri icin in marketing and global issues
tesekkdrlerimizi sunuyoruz. affecting sales of chicken and egg
products. We thank Dr Peter for

calling in on us.

Ozhen Yem'i Ziyaret Ettik!
Going to see Ozhen Yem!

Ozhen Yem is one of the oldest feed
producers in Ankara, so it was a great
pleasure to receive an invitation to visit
their offices. Mr. Keskin Keskinoglu, our
CEOQ, was accompanied by our Honorary
President, Fevzi Keskinoglu, his wife Sidika,
and their granddaughter Duru Onaran.
They had a long conversation with Cahit
Kizildel about the increase in raw material
prices and their implications for chicken
and eqgq prices, and the prospects moving
forward. We all thank them most sincerely
for their kind hospitality.

Ankara'nin en kokli yem
ureticilerinden olan Ozhen
Yem'i Onursal Baskanimiz
Fevzi Keskinoglu ile esi Sidika
Keskinoglu ve Torunlari

Duru Onaran ile birlikte

Cahit Kizildel'i ziyaret ettik.
Diinyadaki hammade
fiyatlarindaki artislari ve anhk
degisimler lizerinde uzunca bir
sohbet ettik. Bizlere gosterdigi
misafirperverlikten dolayi cok
tesekkdr ederiz.

Yumurta Ciftligimizdeki Personellerimizle Bayramlastik!
We celebrated Eid Al-Adha with our staff at the egg farm.

Kurban bayrami 6ncesi Yonetim
Kurulu Bagskanimiz Keskin Keskinoglu
Ankara'daki ciftligimizdeki
personellerle bayramlasti.
Personellerimize gosterdikleri dzverili
calisma icin sonsuz tesekkirlerimizi
sunariz.

Before Eid Al-Adha, our Chairman,
Keskin Keskinoglu, visited our farm near
Ankara. During his visit he thanked all
staff, most sincerely, for their dedication
and hard work during the four years the
farm has been operating.

‘. Jr’ Tim ziyaretlerimiz maske ve mesafe
DunyaFood kosullarina uygun olarak yapilmistir.
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All meetings involving people from various organizations were conducted ‘ r-
within the rules and guidelines laid down by the Ministry of Health of the o)
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GIDA TRENDLERI

GUVEN

Yaratmasi zor, kaybetmesi kolay, siirdiiriilmesi ise hayati onemli.

"is gliveni" terimi, hisse fiyatindaki bir diisiisd, bir tilkenin para birimindeki
bir degisikligi veya bir sirketin kredi cekisini aciklamak icin siklikla kullanilir,
ancak bu garip "guiven" kelimesi ne anlama geliyor? Tek kelimeyle, gliven
esittir inanmak, alicinin bir Grlin veya hizmetin beklendigi gibi olacagina,
bir kredinin geri 6denecedine veya bir para biriminin diger doviz kurlari
karsisinda degerini koruyacagina dair inancidir.

Guven, marka yaratmanin temel tasidir ve yiksek fiyat talep etmenin
gerekgesidir. Belirli bir markanin tekrar tekrar satin alinmasiyla insa edilir
ve musterilerin ihtiya¢ duyduklari her durumda norm olarak satin aldiklari
markanin kalitesine ¢cok glivendikleri “marka sadakatinin” altin kapisinin
yolunu acar. Hepimiz az ya da ¢cok markaya bagliyiz. Kiyafet, yiyecek, araba,
herhangi bir sey satin aldiginizi diisiiniin ve cogu durumda nasil hep ayni
markayi aldiginizi géreceksiniz. Bazilari buna riskten kaginma diyebilir,
digerleri sadece aliskanlik diyebilir, ancak trtiniin ihtiyaci karsilayacagina
olan giivenden dogar.

Hicbir Grlin veya hizmet, herhangi bir misteri gliveni veya bunailigkin
herhangi bir yetki ile baslamaz. Kazaniimalidir ve misteri tarafindan
deneyimlerine dayanarak, markaya olan gtivenini insa ederek kazanilir. Bir
musteri guiveni birikimi olusturmak yillar alabilir ve bazi Griinler bunu asla
basaramayabilir ve basarisiz olabilir. Glivenmedigin bir seye yatirim yapar
misin?

Gilveni olusturmasi zor ama kaybetmesi son derece kolay! Musterinin tim
olumlu tutumlar yelpazesinin yikilmasi icin gtivenini kaybetmesi cok ufak bir
olaya bagldir ve baslangi¢ noktasina geri doner.

Gliven, memnuniyet icin baska bir isim midir? Gegmisteki
memnuniyetinize dayanarak, bir sonraki satin alma isleminizin en azindan
ayni diizeyde memnuniyet saglayacagina glvenirsiniz.

Ve guiven sadece yiiksek kaliteyle mi ilgili? Yine tam olarak degil, ¢linki
kalitesiz bir Grtinle (fiyatin o kaliteyi yansitmasi sartiyla) tamamen memnun
kalabilirsiniz ve ayni kalitenin daha sonraki aligverislerde tekrarlanacagindan
emin olabilirsiniz! Bunlarin hepsi pazarlamaci kisilerin “beklenti ¢izgisi” dedigi
seyle baglantihdir. Y kalitesi icin X 6demeyi umuyorsunuz ve bunu yaparsaniz
tatmin olursunuz! Ancak, Y kalitesi icin X'ten daha az 6derseniz son derece
memnun kalirsiniz.

Yeni misterileri cekmekle karsilastinldiginda sadik, markaya gilivenen
musterileri elde tutmanin ekonomisi cezbedicidir. Ayrica yenilikleri kabul
etme, bagkalariyla Girtin hakkinda olumlu konusma ve triin reklamlarini
tarama olasiligi da yiiksek olan sadik bir musteriyi elde tutmak yerine yeni
bir musteriyi cekmek 6 katina mal olur. Glven olusturmak bircok ekonomik
fayda saglar.

Glven uzun sure dayanabilir, ancak strekli olarak tizerinde calisilmasi ve
herhangi bir kaymanin aninda diizeltilmesi gerekir. internet, tim degisimi ve
bilgiyi yayma konusunda oldukga hizlandi. Glivenin nasil hizli ve genis ¢capta
asinabileceginin erken bir 6rnedi (2009), gitari United Airlines tarafindan
hasar goren Amerikal bir sarkici olan Dave Carroll'un yasadiklaridir. Havayolu
sirketi bu olay icin ona tazminat 6demeyi reddetti. Dave Carrol da “United,
gitarlari kirar” adinda bir video paylasti. Videonun 21 milyondan fazla kez
izlendigini ve halkin United Airlines'a olan guivenini etkiledigini soylemek
yeterli olacaktir.

Ozetlemek gerekirse, basarili sirketler markalarina giiven yaratabilen,
gelistirebilen ve stirdirebilen sirketlerdir.

@ 10
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GIDA TRENDLERI

CONFIDENCE

Difficult to create, easy to lose, but vital to survival

The term “business confidence” is used frequently to explain a fall in share
price, a change in a countries currency or a company’s loan attraction, but
what does this strange word “confidence” mean?. In a single word, confidence
equals trust, a belief by the buyer that a product or service will be as expected,
a loan will be repaid or that a currency is worth its rate of exchange.

Confidence is the cornerstone of brand creation and the justification for
charging a premium price. It becomes built by a repeated purchase of a
specific brand, leading to the golden gate of “brand loyalty’; where customers
are so confident in the quality of the brand they buy it, as the norm, on every
occasion they need to. We are all, more or less, brand loyal. Think of your
purchase of clothes, groceries, cars, anything, and you will find how, in many
cases, you always buy the same brand. Some might call it risk aversion, others
simply habit, but it is born out of a confidence that the product will satisfy the
need.

No product or service starts out with any customer confidence, or any
entitlement to it. It has to be earned, and is earned by the customer building
their trust in the brand, based on their experiences. It can take years to build
up a reservoir of customer confidence, and some products may never achieve
it, and fail. Would you invest in something you had no confidence in?

Difficult to create, but remarkably easy to lose! It only takes one episode
where the customer loses confidence for the whole range of positive attitudes
to come tumbling down, and it is back to the start point.

Is confidence simply another name for satisfaction? Not exactly as
confidence is a belief in your future purchase, while satisfaction is a reaction
to your past purchase. Based on your past satisfaction you have confidence
that your forthcoming purchase will provide at least the same level of
satisfaction.

And is confidence only about high quality? Again not exactly, as you can
be totally satisfied with a poor quality product (providing the price reflects
that quality) and have confidence that this same quality will be repeated with
further purchases! It is all connected with what marketing men call the “line of
expectation”. You expect to pay X for quality Y, and if you do you are satisfied!
However ifyou pay less than X for quality Y you are delighted.

The economics of retaining loyal, brand confident customers compared
to attracting new customers is alluring. It costs 6 times the cost to attract a
new customer as opposed to holding onto a loyal customer, who in addition
is more likely to accept innovations, speak positively to others about the
product and scan product advertisements. Building confidence brings a lot of
economic benefits.

Confidence can endure over a long time, but has to be constantly worked
on, and any slippage has to be instantly corrected. The internet has speeded
up all change and the breadth to which information can travel. An early
seminal example (2009) of how confidence can be quickly and widely eroded
is provided by the experience of Dave Carroll, an American singer whose
guitar was damaged by United Airlines, and the airline refused to compensate
him. View the video he made (“United breaks guitars”) on line and the story
on Wikipedia. Suffice to say the video has been viewed 21+ million times, and

impacted on public confidence in United Airlines.

So to summarise, successful companies are those able to create, develop
and retain confidence in their brands.

Prof. Peter Williamson
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