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.I  NOITCUDORTNI  

  T eh  mark  te re aes r hc  i sudn rt y is entering exciting tim se  
with r  tcepse to t eh  met sdoh  we ppa ly t  o t eh  st ydu  of br dna s. 
T eh  marketers we work with are eb ing eh ld to great  re
ca nuoc t ba ili ty ca ros a s l  l t eh  areas t yeh  r pe res ne t cepse , ia ll y 

fo  r t eh  br sdna  t yeh  market. 
 
This a nuocc t ba ili ty sah  l dae  to na  ev ne  great  re n dee  to 

r ce ognize t eh  sa s te  val eu  of t eh  br  dna in terms of its ba ili ty to 
eneg rate future hsac  fl wo  f  ro t eh  org na izati .no  This hsac  

fl wo  tonnac   eb g ne erat de  yb  ahc ng se  in snoc um a re ttit sedu  
 tub rat yb reh  ahc ng se  in noc sum aheb re vi ne ro g dne er de  yb  

as id a tt ti sedu  dna  t eh  ba ili ty of com nap i se  to leverage t eh  
equity o  f t eh ir br  .sdna Movi gn  forward br dna  e uq ity t oo ls 

deen  to bett re  dda r sse  t eh  im  tcap o  f rt aditi b lano r dna  equit  y
m usae r se  no  up r esahc  d ce isi sno  dna  t eh  overal  l val eu  fo  a 
bra .dn  

 
At Ip  ,sos we ah ve drawn rf e mo xisti gn  pa pr hcao es in ob th 

 
 deviecer tpircsunaM 61 voN .4102 ,  

 ,areheB narahC amanA fO lapicnirP a si rohtuA    namabihdaD
ahsidO,rahjnoeK,agnumuruT,)gniW roinuJ(egelloC - 640857  

 ,areheB hsotnaS uhbiB  fo wolleF hcraeseR larotcoD a si rohtuA
rawsenabuhB, .T.A.U.O  

  ,areheB hsihsA arduR  onhceT ehT ta tnedutS.A.B.M a si rohtuA
rawsenabuhB,loohcS  

 

snoc um heb re avi ro  dna  onoce mi ohc c i ec  m edo il ng to  
 
provi ed  a comm no  rf amework fo  r this pr bo lem. This 

framework i cn l sedu  t oc eh mm no  equity metri sc  s hcu  sa  
fam ili arity dna  pro  tcud relev ,ecna  t eh  impacts o ceps f ific 
br sop dna iti no ings no  snoc umer ohc ice, dna  t eh  role o p f ri ,ec  
involvem ne t, dna  c oh i ec  no  act up lau r esahc  aheb vior  .  And  ,
wh li e this frame-work is primar li y gear de  toward t eh  
m sae urem ne t dna ,  ednu rst dna ing  , of co usn mer- desab  br dna  
e uq ity dna  br dna  ohc i  ,ec i nac t  eb  ex  sa ,dednap we hs ow 

eb low, to eneg rate r banosae le m usae res of uc rr b tne rand 
val .eu  

 

.II  F SNOITADNUO  
 
In m c tso o mm erci ppa la il ac ti sno  br dna  equity me usa r se  

dna  metri sc  are o tf ne  oc ll ce t de  a  t t usnoc eh m  re lev dna le  
defin de  yb  t eh i  r relati hsno ip to snoc um  tub laeppa re are 
r ope rt de  csed dna ri deb  a  t t eh  br dna  level  .  This r pe o tr ing 
pr co e ss  sah  a ll ow de  equity frameworks ste pe de  i  n

sp y ohc logy dna  usnoc m re  aheb vi ro  to eb  r pe o tr ed in t eh  
oc ntext of t eh ir br dna  impact. Thi  s r ope rti gn  ap r da i mg  is 

ne assec ry si ecn  i p t rovi sed  br dna  r ese ar ehc rs dna  m na agers 
t nesse eh ti c la umulative ednu rst dna ing to csed ri eb  the 

ep r ec iv de  strength of t eh ir br dna s1. 
 
At Ip a ,sos  me rt ic de cs ribi gn  t eh  dnu erst dna i gn  o  f t eh  

relati hsno ip eb tw nee  relev ecna  -- t usnoc eh mer ’s  ep rc pe ti no  
t tah  a deen  is provi ded  for -- a dn  di ff erentiati no  -- t eh  

ep r ec pti no  o  f t nu eh iq sseneu  of na  o ff e  r -- is t eh  f dnu am ne t  la
eleme tn  of ou  r marketing met odoh logi se  rf om earl  y
i onn vati no  through br dna  ednu rst dna i  .gn  This noti no  of 
relev tna  di ff er ne tiati no  nac  eb  rt a  dec to t eh  s rt ategic 
mar ek ting work of K ne i  ihc Ohmae (16) dna  provi sed  a 
simple r ao dm pa  fo po r timizati  ;no maximize t eh  fi eb t tw nee  a 
br dna  a dn  snoc umers dna  maximize t eh  distan eb ec tw nee  
y ruo  br dna  dna  t eh  com ep titi .no  

 
Br dna  E uq ity adnuoF it sno  
T eh  m sae ur se  dna  metri sc  m  tso o tf ne  r ope rt de  as 

i dn i ac tors of br dna  equity, i cn l du i gn  t esoh  o  f I ,sosp  g ene ra ll y 
fi  t into a “Five A”  tes of epsa cts (1  )5 t a tah re o tf ne  se ne  sa  a 
hierar hc i c lac hai  n t a tah  br dna  fo ll ows for s .sseccu  T eseh  
five psa ects per Ke ll dna re  eL hma nn  (15) i cn l :edu  

• Awar ssene  r( ce ognition  , fam ili arity, as il dna ,ecne  
r ace ll ) 

• A coss iati no  (tangible and intangible pr udo c  t
noc si ed rati )sno  
• A tt it edu  ( sed cribi gn  cca ept ba ili ty to at rt acti )no  

 yek a sa egatireh dnarb fo ecnatropmi ehT
tnemeganam gnitekram ni revird ecnamrofrep  

,areheB narahC amanA  areheB hsotnaS uhbiB , areheB hsihsA arduR  



 
tropmi ehT tnemeganam gnitekram ni revird ecnamrofrep yek a sa egatireh dnarb fo ecna  

 
 

                                                                                              802                                                          moc.mreji.www  
 

• Activity (involvem ne t c , o usn mption, pur )esahc  
• A tt ca hm  tne ( ed scribi gn  loyalty to dda iti )no  .  
T eseh  “Five A”s al csed l ir eb  elem ne ts of a br dna  

k on wl de ge s rt ucture in the mi sdn  o  f usnoc mers ( 51 )  .  A  ,dn
th ye  are f dnuo  in both ca a ed mic m edo ls (2 sa )31 ,  wel  l
oc mm erci ppa la il ac ti sno  fro su m  to o ru  com ep titors. 

 
In t eh  commerci  la world of br dna  m usae remen  t this 

str cu ture is most often ppa il de  in tw d o i ff erent br dna  equity 
frameworks  ; top- od wn models whi hc  explain t eh  s rt gne th o  f
t eh  br dna  b dna r dna  equity in terms o  f meta-m ae sur se  il ke 
relev ,ecna  oc mm ti m ne t, price da v na tage etc.,  dna

sp y ohc logi  lac t oeh ry mo ed ls t tah  fit na  a prior  i
p ys ohc logi lac  framework w ti  tuoh i cn l du i gn  t nu eh iq eu  
hc aracteristi sc  o a f  br dna  ac ro tegory  . Top- od wn m edo ls 

explain t eh  strength of t b eh r dna  wel tub l  are il mit de  w neh  it 
oc mes to providi gn  ca ti bano le r oce mmen ad ti sno  in terms o  f

woh  to sop iti no  t eh  bran  .d  Psy ohc logi  lac t eh ory m edo ls 
work in jus  t t eh  o sopp ite m enna r. T p yeh rovi ed  
di cs rimi an ti gn  diag on sti od tub ,sc  no od t  t eh  eb s  t j bo  
pr de icting br dna  ohc i ec  acr b sso r dna  categori se  si ecn  t eh  a 
prior  i s rt ucture seod  uocca ton n  t f  ro t eh  inte rr elati no  of t eh  
br ahc dna r ca teristi sc  that di ff re  yb  br dna  dna  br dna  ac tegory. 

 
O uc ru rr b tne r dna  equity t oo l, Per pec tor lP us, is par  t of a 

third rf amework – ob ttom- pu  m edo l  s t p tah rovi ed  t eh  
ub li di gn  bl co ks of br dna  equity and br dna  sop iti no i gn  a ta  

gr una l ra  level  . T  eh Per pec to  r rf amework w sa  ed vel depo  
together with Gl nne  Ur ab n in t eh  19 s07  (28) sa  a t loo  t  o
m p ledo r do u sed tc ign both f wen ro  i onn vati sno  dna  existi gn  
pr cudo ts dna  br .sdna  T eh  origi  lan t  loo w sa  ed vel depo  sa  na  
aggregate-lev  le m ledo  of marke  t r esnopse  with a f suco  no  
aidi gn  t sed eh ign of pr udo cts dna  br sdna  through po timizi gn  
t eh i  r “pr sop tcudo iti no ing  ” ( 82 ). 

 
Per pec tor il nks to a micr onoceo mic vi we  fo  ut ili ty dna  

ohc i ec  (  )71 w eh re the val eu   fo t eh  br  dna is a weight de   mus of 
its t na gible cossa iati sno   ro p so iti no ings ne  t t eh  pri ec  of t eh  
br .dna  Ov  re tim  ,e the es  ssa ociati sno  ah ve neeb  ex dednap  to 
i cn l edu  l sse  obj ce tiv  ,e more intangible eno s  tub , t eh  val eu  of 
t eh  brand w sa  st li d l efi den  sa  t eh  us mmati no  of the es  
sa s co iati  .sno Inter se tingly, it a aepp rs t tah  wh li e work sah  

neeb  enod  no  t eh  im  tcap of multiple ty sep  of 
attri ub t se  no  br dna  ut ili ty (22) dna  no  ps ecific ty sep  of 

at rt ibut se  like brand ep r anos il ty (3) b , r  dna int na gibl se  (  ,32
dna )81  br dna  relati hsno i sp  (8)  , il tt le a tt enti no  sah  neeb  paid 

to t eh  integrat de  
im  tcap of t eseh  di ff eren  t m usae r se  no  br dna  ut tili y dna  

ultimately br dna  usage. This is na  ar  ae we f  lee is wo tr h 
inv se tigati gn  through a co mm erci e la quity m usae remen  t
met odoh logy. 

 
R tnece  ed vel po m ne ts in t eh  ppa il ac ti no  of Bay se i na  

ohc i ec  m edo il gn  ah ve provi ded  t eh  engi  en to il nk t eh  
ex dednap  ohc i ec - desab  pr udo ct-marke  t m edo ls with t eh  

noc sum re  aheb vi  ro rf ameworks desu  in t eh  majority of 
co mm erci  la br dna  equity met odoh logi  .se  I dn ivi  laud leve  l
se timat se  of br dna  a oss ciati ,no  br dna  bi sa  dna  pri ec  provi ed  
na  ba ili ty to m ob ledo th t eh  im  tcap of br dna  sop iti no ings and 

create summary metri sc  tha  t r pe il ac te t eh  snoc um aheb re vi  ro
ednu rst dna ing f dnuo  in t eh  “Five A  ”  hierar hc y. 
 

Br dna  Val eu  adnuoF tio sn  
As we a ll edu  to in t eh  previ suo  ces ti ,no  our cu rr e tn  br dna  

equity rf amework ecnoc pt au il z se  
br dna  val eu  sa  t eh  weight de  sum o a f  br dna ’s sa s co iati sno  
 ten t eh  pri ec  o  f t eh  br  .dna  However  , t eh  rf amework al os  

a ll ows for w tah  we ref  re to sa  a fi cnan i av la l au ti no  o  f the 
br na d. Thi snoc s rt u  tc is t eh oreti ac ll y sim li ra  to that of Raggio 
& enoeL ’s (24) cu rr en b t r dna  val eu  dna  i desab s  no  Fi hcs er’s 
(  )7 ext sne i no  of Rust et al  . (25). 

 
S cep ifi ac ll y, we fo suc  no  pada ting a simplifi de  versi no  of 

Fi hcs e  r that employs i dn ivi usnoc laud m  re br dna  equity a dn  
br dna  su age informati no  toget  reh with a f ri m-s cep ific 
definiti no  o  f t eh  pr  tnese val eu  of t eh  br dna ’s tot hsac la  flow .s  
This ppa roa hc  provi sed  a straight-forwar ppa d r hcao  t  tah
il nks our c usno m s re urv ye  ad ta with t eh  mos  t relev tna  

definiti no  of a brand’ p s r  tnese val  .eu  This ppa r hcao  sah  t eh  
bo vi suo  da v na tage of engaging ob th t eh  marketing 
dna fi ecnan  functi sno  of a firm in t eh  determi an ti no  of t eh  

br dna  ssa et   .  A relat de  da v na tage is tha  t fi ecnan ’s ac l uc lati no  
o  f future hsac  flows occa rdi gn  to a determi an te proc ude re 
w li  l i ocn r op rat e e lem ne ts that are not d ri ce tly relat de  to 
c usno mers (  )7 – nu like a uc stomer lifetime val eu  (CLV  )

ppa r hcao  t  tah w ,e  sa  a r aese r hc  agency, might c no rt i ub te no  
our ow .n  

 
lA t uoh gh sa ton  oc mplete sa  t eh  t oeh reti ed lac vel po m  tne

in Raggio & eL o en  (24)  , we eb il ev  e this ppa roa hc  seod  
j su tice to t eh  i aed  tha a t  br na d’s equity is s ton y non ym suo  
with its val  .eu A ,dn  wh li e we agr ee  t  tah there are a variety of 
exog uone s, on n- snoc um re  ,desab  i upn ts t  tah im a tcap  br dna ’s 
overal  l val ,eu  we od  ton  es e, a  t this time, a fu ll y ed vel po ed 

ppa r hcao  fo  r rt sna lating w tah  is a con pec t au ll y uos dn  m  ledo
into na  eq au ll y mathematically dnuos  me rt ic tha  t

occa mm ado t se  al  l t eh  as cep ts o  f t eh  ecnoc pt lau  m edo l. We 
od  be il ev ,e  oh wever, tha  t t ed eh vel po m tne  of hcus  a metric is 
eno  of t eh  more interesting nepo  r ese arch q seu ti no s. 
 
Moreover, i sah t  neeb  our ex ep ri ecne  t  tah t eh  majority of 

ou c r il ne ts are cu rr ently as tisfi de  na d ep , r spah  more 
impo tr antly, oc mfort ba le with sab i gn  br dna  strategy 

ced isio sn  no  ednu na rst dna ing o snoc f um b re r dna  k on wl de ge 
(i.e. b , r dna  equity) dna  t eh  m  renna in whi hc  i  t im cap ts market 
hs ar  .e  U edn rst dna ing t eh  an ture of t eh  m edo rating impa  tc of 

br dna  equity  no i dn ivi  laud lev uo le t oc mes, either sbo erv ba le 
ro  un- esbo rv ba l ,e  (24) ceb omes fa  r more val bau l  ,e in ruo  

ex ep ri  ,ecne to bra dn  m na agers t nah  ah ving a compr ehe nsive 
mea us re of br na d val .eu  

 
That as id we ah v ,e  no  oc sac i ,no  sbo erv de  dna  con rt i ub t de  

to situati sno  w eh re t eh  noce omi  c val au ti no  fo  a br  ,dna
eb y dno  a ahc nge in marke ahs t r sah ,e  be ne  required. 

 
We r nece tly ex ep ri decne  a situati no  w eh re a regi  lano

clothi gn  reta li re  w sa  l oo king to i cn r  esae t eh ir nati  lano
prof li .e  However, sseccus  w uo ld require bus st na ti o la utsi ed  
inv se mt ne t. In or  red to ssa e ss  t eh  vi ba ili ty fo  t eh ir 

ed vel po m tne  pl  ,na o ru  c il e tne ngag de  I sosp  to dna tcudnoc  
multi- stage program pl na  tha dda t r desse  t eh  fo ll owi gn  

sub i ssen  i :seuss  
 
• Dete mr i en  t eh  esab il en  br dna  awar ssene  dna  
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equity ca r sso  a multi-regi no  ar .ae  
• Dete mr i en  t eh  im ap ct o  f regi da lano ve tr isi gn  

ac m ap ig sn  dna  store r sede i ng  progr b no ma r dna  awar ssene  
dna  br dna  equity. 
• Estimate t eh  bra dn  ssa e  t val eu  ob th acr sso  dna  

within regi sno  to eb  desu  in t p eh r ape rati no  of a fi cnan i  la
r pe ort for pot ne ti  la inv se tors 

 
O ppa ru r hcao  leverag de  ruo  br dna  equity rf amework f  ro

t eh  f ri  ts two i uss es fo ll ow de  yb  ppa na il ac ti no  of t eh  Fi hcs e  r
ueh ristic Fi sed rehcs cri deb  previ uo sly  .  This ppa r hcao  w sa  

ap tr i uc larl  y we ll - us it de  to t eh  pr bo lem at nah d, as our c il ne t’s 
fi ecnan  gr puo  w sa  alr ydae  up r us i gn  ppa na r hcao  to cal uc late 
the br dna ’s ne p t r ese nt val eu  in na tici ap ti no  of inv se tor ’s  
interest. 

 
O  ru r use lts suggest de  th  ta t eh  fir  m dedeen  to stre gn t neh  

its equity prio  r to ex dnap i gn  it  s regi p lano r cnese e  .  As the 
reta li re  ex dednap  eb y dno  it’s S uo thern Ca il fornia ob ,buh th 
br e dna quity dna  pur sahc ing b ahe vi ro  fa li de  to r hcae  the 
levels f dnuo  in t eh  buh  market  .  Perfo mr an  ec w sa  more 
favor ba le in No tr hern California mar ek ts w eh re a daehhcaeb  
had neeb  form de  ear il  re t nah  in t eh  en w  re mar ek ts ca ro ss  t eh  
South dna  S uo thw se t. However, n eno  of t eh  r use lt uo s tsi ed  o  f t eh  S uo t eh rn Ca il fornia mar ek ts were ev ne  ah lf o  f t esoh  of t eh  an ti oc lano mpetitor  .s Unfo tr nu ately, t eh  im ap c  t of t eh  initi da la ve tr isi gn  ac m ap i ng  did not incr ae se br dna  awar e ,ssene quity, or pur esahc  heb avi ro  in t eh  markets uo tside of t eh i  r S uo thern California esab  to a 

ged r ee  t  tah w sa  sufficien  t to i cn rea es  t eh ir overal b l r dna  
ssa  te val au ti .no  Wit a tuoh  sufficien b t r dna  ssa et val eu  to 

satisfy inv se tor  ,s t eh  reta li  re mov de  forward to ed vel po  
strategi se  to eb tt d re rive br dna  equity in t eh  cl eso r-in 
Nort eh rn California markets  rednu t eh i  r existi gn  ub dget  s
before ex dnap i gn  to t eh  S uo th dna  S uo thw se .t  

 
With t eh  incr sae i gn  deen  fo  r rt psna ar ycne  regardi gn  t eh  

fi cnan i  la im ap ct o  f inv se mt ne ts, w na e tici ap te t eseh  
sit au tions cco u rr ing more rf eq eu ntly in t eh  futur  .e  As a 
result, we eb il eve t  eh rf amework ed vel depo  yb  R ga gio & 

enoeL  (24) wil s l erve sa  a dnuos  jumpi gn  off op i tn  fo  r t  eh
ed vel po m tne  o  f future app il ac ti .sno  

 

.III  DEVEL PO I GN  A COMM NO  C USNO MER-PR UDO CT 
FRAMEWORK 

 
I sosp  has ov re  03  y ae rs of br dna  equity ex ep ri ecne  su ing 

both our Equit *y Bu li red  dna  Per ec pt  ro rf ameworks with 
c il ne ts ca r sso  a wi ed  range of categori se  dna  uoc n rt ies  . This 
f adnuo ti p no rovi ded  t eh  starti gn  op i  tn f  ro t eh  ed vel po m tne  o  f

 ruo integrat de  rf amework – Per pec tor lP us  .  I  n w tah  fo ll ows 
we f suco  no  t eh  ceps ifi sc  cossa iat de  iw th this rf amewor .k  I  t
i ,s  yb  ssecen ity  , f desuco  no  br dna  equity sa  that is t eh  nec tr  la
oc n ec rn f  ro t eh  v  tsa majority of c ruo il ne t  .s  But, 

sa  we ah ve gus gest de  a ob v ,e   ruo rf amework generat se  t eh  
ssecen ary i upn ts to provi ed  c ruo il ne ts with a br dao er br dna  

val au ti ,no  in fi cnan ia  l terms, w neh  it is wa rr ant de  yb  t eh  
sub i ssen  
q eu sti .no  
 
T eh  sab is of our pa pr ao ch is na  ada ptati no  of t eh  “Five A” 

(15) hierar yhc  brok ne  into thre d e isti tcn  stag se  that ed sc ir eb  a 
br dna ’s relati hsno ip with usnoc mers sa  i dn i ac t de  in Char .1 t  
T  eh fir  ts stag  ,e C ngo i cnaz e  , is tuoba  ub li di gn  fam ili arity dna  

as il ecne  in oc nsumer ’s  mi sdn  to initiat  e rt ial  . T eh  dnoces  
stag ,e  C cenno it no  , is t eh  experi ecne  with t eh  br dna  whi hc  
fu tr her l sdae  t usnoc o mers eb ing ennoc ct de  to t eh  br dna  
r use lting in br dna  ohc i ec  dna  up r esahc  pr epo nsity  . Wh li e this 
c nno ecti no  driv se  up r esahc  pr snepo ity d ro , i sops iti  ,no
(pre tnes  up r esahc  r epe rtoire) i seod t  ssecen ton ar li y explain 
future br dna  aheb vior e , it s reh wit hc i gn  o  r rep ae t. T eh  third 
stage  , A iliff a it on, pr de icts no no t ly pr tnese  pur esahc  
di sops iti no  a tub l os  t eh  li ek ly future ahs re o up f r esahc  a tf e  r

nuocca ting fo  r t eh  ba rr iers to brand aheb vior. 
 

 
 
O adpu ru t de  Per ec pt  ro Pl su  framework f sesuco  on t eh  

C cenno ti no  dna  Af ilif ati no  stages in b a r dna ’s relati hsno ip 
with usnoc mer .s  T eh  rf amework i ocn rporat se  t eh  her ti age of 
Per ec pt  dna ro f sesuco  no  t eh  relati sno hip usnoc mers ah ve 
with br sdna  in t eh i up r r esahc  r epe rtoir .e  Thi e s xplicitly 
requir se  a bus st na ti  la lev fo le  Cogniz ecna  before a br dna ’s 
relatio hsn ip nac  e eb xplor .de  

 
In t eh  Per pec tor lP su  mo  led (C ah r  t 2)  , t eh  Co nn ecti no  

stage is brok ne  into a set o  f relev usnoc tna m e re x ep ri secne  
a dn  t eh  relev tna  br dna  val eu 2  .  T eh  relev tna  ex ep ri secne  ar  e
oc m nenop ts of w tah  uoc ld eb  snoc ider de  a br dna ’s AND  , t eh  

f dnu am ne t la  sop iti no i gn  t  tah refl ce ts w tah  a br dna  
repr nese ts. We ref re  to the es  differ c tne om nenop ts sa  f ca ets, 
na d, i ap n ra ll  le to hum na  ex ep ri  ,ecne t eseh  f ca ets r pe re tnes  

both a br dna ’s “ ob dy” dna  “ uos l”. 
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T eh  ‘ dob y’ fo  t eh  br dna  c sno ists o  f two f eca t :s  
• cnuF ti  lano Pr epo rti :se  esehT  repr tnese  t eh  core 

oc m ep tenci se  o  f t eh  bra ,d  dna  m ya  i cn l ob edu th f cnu ti  lano
dna  nes sori neb la efits (e.g  .  ‘g doo  taste’, ‘ri hc  lather’, 

‘avail ba le sae li  ’y  ‘g  doo rf agr ecna ’) 
• Br dna  B ne ef ti :s  T eseh  repr  tnese w tah  a br dna  sta sdn  

for dna  m ya  i cn l edu  impr sse i sno    :sa hcus  ‘Innovative 
br dna ’, ‘Trustwo tr yh  br dna ’  , ‘brand whi hc  remi sdn  of pah py 
ex ep ri secne ’, 

‘pr se tigi suo  br dna ’, dna  t‘ r da iti b lano r dna ’. 
T eh  ‘ uos l’ of t eh  br dna  al os  snoc ists o  f two f eca ts: 
• Emoti  lano N :sdee  T eseh  repr woh tnese  a br dna  mak se  
snoc umers f  lee a dn /  ro t eh  emoti  sno generat de  yb  t eh  usage 

ex ep ri  .ecne  In a us rv ye  noc text t yeh  m ya  eb  ac ptur de  
throug a h ttri ub t se  hcus  a   :s  ‘exc ti ement’, ‘f nu  / enjoym ne t’, 
‘we ll - eb ing’, dna  i‘ n- oc n rt  lo of es lf’ 

• Per anos il ty  : This repr se ents a br dna ’s ahc racter a dn  
w tah  t eh  br dna  as ys uoba t its su er. 

Typi  lac m usae res migh  t i cn l  :edu  ‘ ehc erfu ’l  , ‘ uh mor suo ’, 
i‘ nte ill gent’, dna  ‘s seccu sfu ’l . 

 
T eh  “ dob y” dna  “ uos l” o  f t eh  br dna  a il gn in nnoc ecti gn  

with t eh  mi sdn  a dn  aeh tr s of snoc umers  , r cepse tively. This 
nnoc ecti no  is form de  ov  re vari suo  interacti sno  with t eh  br dna  

r use lting in t  eh formati no  of a tot  la br dna  ex ep ri .ecne  Br na ds 
are f adnu menta ll y tuoba  ex ep ri secne  o  r relati hsno i sp  dna  
t eseh  ex ep ri secne r/ elati hsno i sp  are t eh  main os ur ec  of a yn  
oc m nap y’ cennoc s ti no  to t eh  oc nsumer. 

 
In t eh  rf amework no  Char  ,2 t there are two levels of Val eu  

t a tah re ed riv de  rf  mo t eh  ex ep ri usnoc secne mers ah ve with a 
br .dna  T eh  firs  t level, A tt ti du i  lan Equity  , r pe r ese nts t eh  
se timat p de refer ecne  f a ro  br dna  b desa  no  t eh  ex ep ri secne  

snoc umers ah ve with it  .  A tt it du i an  l Equity i  s m edo l de  to 
i cn l edu  t eh  noti no  of br dna  bi b ro ,sa r dna  ah l ,o  sa  wel  l t eh  
weight de  sum o usnoc f mer ’s  ex ep ri .secne  This noti no  
reflects t eh  i aed  that br dna  prefer ne ce is more t nah  t mus eh  of 
a snoc umer’s ex ep ri  .secne Mor oe ver, A tt ti du i  lan Equity 
repr nese ts t eh  i aed  o usnoc f me  r relev ecna  -- t eh  snoc umer’s 

ep rcepti no  of a brand’s ba ili ty to provi ed  wha  t t yeh  deen  -- 
di dessucs  in t eh  equity metric of relev tna  d ffi er ne it a it on. 

 
T eh  dnoces  lev  le of Val ,eu  B ahe vior  la Equity  , is a 
snoc umer’s act  lau brand ohc i ec  i cn l su ive o p f ri  ,ec t eh i  r

pr ese nt usa eg  r pe e tr oire dna  mar tek  ahs r .e  This m sae ure is 
snoc ist  tne with t  eh rt da iti lano  m usae res o  f micro-e onoc mic 

br dna  val eu  ( acnaL ster, 691 6; M ,neddaFc  891 6) dna  i a s  
strong co rr elate of both snoc umer- desab  dna  in-market br dna  
performan .ec  

 
B ahe vior  la Equity seod  n to  always explain future 

up r esahc  aheb vi  ro f  ro the br na d  .  In ap rti uc lar  , it ignor se  t eh  
swit hc i gn  a dn  r epe at pr babo ili ti se  a usnoc m re  m ya  eb  
di ops s de  to, eud  to ec rtai ab n rr iers  . T oh ugh t eh  oc n tpec  of 
ba rr iers is more relev tna  for non- PC  G than PC ces G tors (e.  .g

sunob  op ints in credit card dna  air il en  i sudn tri  ,se b tu  al os  
safety ecnoc r sn  in ybab  ac re a dn  ski ac n re pr cudo ts), i seod t  
a pp ly ca r sso  categori .se  As a r use lt we ed vel po  a m sae ure of 
Br  dna A ff ili ati no  whi hc  ma rr i se  usnoc mer ’s  initi up la r hc a es  
state pr babo ili ty with t eh  op tenti ab la rr ier  s t  tah wil a l ff ec  t

t eh i  r future up r sahc e .s  I  t is a snoc um s re egmentati no  tha  t
reflects ob th ahs re o  f l tsa  5 pur sesahc  dna  future il ke il dooh  o  f
stayi gn  no  with t eh  br dna  (C ah r 3 t ). 

 
 
I  t is ta  this op i  tn tha  t t eh  r use lts of uc ruo rr tne  rf amework 

nac  eb  ex dednap  to ed te mr i en  t  eh val eu  fo  a ap rti uc l b ra rand 
essa t  .  Using out up ts fr  mo t eh  cu rr en  t m ledo  r( e tnednops  

lev usnoc le m  re a tt it du i  lan equity), oc n us mer br dna  purc esah  
eb ah vi ro  dna  cate og ry involvem tne  w snoc e rt u na tc  

equival tne  to Fi ehcs r’s (  )7 Br dna  E uq ity S ah re ( )SEB . This 
val eu  is t neh  multip il yb de  a f ri m’s definiti no  o  f the pr ese nt 
val eu  of t eh  br dna ’s tot la  hsac  flows to ed termi en  a br dna ’  s

tessa  val .eu  This pa pro ca h a ll ows fo  r t eh  estimati no  of a 
br dna ’s val eu  w eneh v re  t eh  c il a sah tne vail ba le informati no  
of a br dna ’s pr ese nt val eu  of hsac  flows  .  In pr ca ti ec  this 
f sesuco  a ruo tt enti no  to t eh  val eu  of ruo  c il ne t’s br dna  as 

po p deso  to al  l t eh  br sdna  in t eh  category  , whi hc  i snoc s ist  tne
with t eh ir pr mi ary interes .t  

 

.VI  W  TAH WE HAVE L AE R DEN   TUOBA BR DNA  EQU TI Y DNA  
BR DNA -BUILDI GN  

 
In 002 1  , I sosp  pr ese nt de  a seri se  of l ae rnings ab tuo  w tah  

cr ae t se  br dna  equity to t eh  
Adve tr isi gn  R ese ar hc  Fo adnu ti no  ( RA a ta )F  ses si no  of 

t eh ir W ee k of Work ohs ps ev ne t  .  As 
ap r  t of ed ruo vel po m  tne of t eh  wen  Per ec pt  ro lP su  

rf amework  , we revisit de  t esoh  fi dn ing sa  wel sa l  some wen  
di ocs veri se  b tuoba r dna  sop iti no ings. 

 
aF mi il ar ti y is t eh  rif st st pe  in bu li di gn  br dna  e uq ti y 

Awar ssene  al eno  is ton  ne uo gh  .  Our initi  la work f dnuo  
t a tah war ssene  al eno  w sa  ton  da equat  e to ub li d br dna  

dnu erstanding  ; rat a reh  lev  le of fam ili arity is requir .de  In 
Per pec tor lP  ,su we fi  dn t eh  same thing w neh  we l koo  at br dna  

ohc i ec  results for br sdna  uo tsi ed  of a snoc umer’  s r epe rtoire 
set. ehT  more involv de  a usnoc mer is iw th a br  ,dna t eh  highe  r
t eh ir degr ee  o  f fam ili arity, dna  t eh  highe  r t eh  r use lting 
pr babo ili ty of ohc i .ec  

 
D ffi er ne tiati no  yiel sd  di im ni hs i gn  marginal retur sn  
There is hcus  sa  thi gn  sa  t oo  m hcu  di ff erentiati no . In 

002 1, we f dnuo  tha  t t eh  nu iq eneu ss acs l desu e  to sed cri eb  
di ff erentiati no  beg na  to oc rrelate negatively with br dna  
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perform ecna  w neh  t  oo m hcu  nu iq sseneu  w sa  pr nese t  .  A il tt le 
w sa  g doo   tub t oo  m hcu  w sa  .dab  

 
W eh n snoc ideri gn  differentiati ,no  defi den  in Percept  ro

lP su  sa  t eh  ow en r hs ip of ps ecifi usnoc c m e re x ep ri secne  
acr sso  t eh  fou  r f eca ts of c usno m e re x ep ri ,ecne  increment  la
equity i h s ig  tseh w neh  eno   ro two of t eh  f ruo  f ca ets ah ve 
di ff er ne tiat de  ex ep ri secne  dna  i cn rem ne ta il t ced y il sen  w neh  
3  ro more of t eh  f ca ets are differentiat de  (C ah rt 4). O  ru
results al os  i dn i ac te  a gr ae te  r margi ced lan il en  in t eh  e ff e  tc of 
differ ne tiati no  w neh  it is ac l uc lat de  rathe  r t  nah m usae r de  sa  a 

acs le ( sa  w sa  t eh  esac  in t eh  02 01 r use tl s). 
 

 
 
T eh re m tsu  eb  relev ecna  
In 002 1, we f dnuo  that Relev ecna  oc rr elat de  most highly 

iw th p ruo rimary metri sc  f b ro r ep dna rfo mr cna e; br dna  
equity, br dna  aeh lth, pur ahc se loyalty dna  market hs ar .e  

 
In Per pec tor lP  ,su t eh  relev ecna  fo  a br dna  is ton  a acs le 

m usae re  tub rath re  a snoc umer’  s A tt it du i  lan Equity. T eh  
strength of this relev ecna  nac  eb  nees  yb  t eh  relati hsno ip with 

usnoc m e re x ep ri ecne  dim sne i  ;sno t eh  great  re t eh  ennoc cti no  
of t eseh  fa ec ts  , t eh  great  re t eh  br dna ’ s s rt ength o  r t eh  more 
relev tna  t eh ir per ec pti no  (Char 5 t ) 

 

 
 
Relev tna  iD ffer ne tiation dda , r sse ing one ugh noc sum re  

f ca ets to provi ed  w tah  snoc umers  deen wh li e owni gn  jus  t
one u hg  to differ ne tiate y uo  rf om y oc ruo mpetitor  ,s is the 

f dnuo ati no  of definin a g  br dna ’s equity. 
 
P upo larity eh l sp  w neh  al e l l es  is lauqe  
W eh n al e l l es  is eq au l, big br sdna  wil eb l  bi .g  We ah ve 

f dnuo  P upo larity to eb  a k ye  determi  tnan in ednu rst dna ing 
epus rior br dna  perfo mr ecna  w neh  al e l l es  w sa  eq au l. 

Per pec tor lP su  od es no ah t ve t eh  same noti no  o  f P upo larity 
tub  na  inv se tigati no  of t eh  br dna  bi sa  f dnuo  in uo  r tA tit du i  lan

Equity me rt ic i dn i ac t se  th ta  br sdna  with mu hc  lar  reg marke  t
ahs r se  t nah  the rest o  f t eh i ac r tegory ah ve great b re r dna  bi .sa  

 
Both c ruo u rr ent br dna  bi sa  r use lt dna  1002 ruo  

p upo larity fi dn ings are il kely exampl se  t  tah t on eh ti no  of 
“ buod le je po ardy” (  )6 is w tah  brea sk  ti se  w neh  al o l t reh  
equity i dn i ac tors are eq au l. 

 
Val eu  is esse n it al 
In 002 1, we al os  f dnuo  t  tah t eh  noti no  of Val  ,eu o  r t eh  

equity f  ro t eh  pri ec  of a br na d, is nesse ti  la f b ro r dna  sseccus  – 
where br dna  us c ssec  is defin de  sa  sbo erv ba le aheb vi ro  in t eh  
pr udo c  t marke  t (i.e. up , r sahc e m/ ark ahs te re). The i cn rea es  in 
br dna  equity fo  r retai  l l eba ls rf 1002 mo  t  o t yado  no ly 

secnahne  tha ep t r eps ctiv  .e  In Per pec t ro  lP  ,su t eh  me rt ic of 
Be ah vior  la Equity i  s il tera ll y t eh  relati hsno ip of tA tit du i  lan
Equity b ro ra dn  prefer ecne  with pri ec   ta t eh  i dn ivi  laud

usnoc m  re level  .  This relati hsno ip of equity dna  pri ec   ta t eh  
i dn ivi oc laud n us m  re lev  le is m  tso r snopse ible fo  r t eh  
improvem tne  o  f marke ahs t re ep rfo mr ecna  relative to t eh  
origi  lan Per ec pt  ro framewor .k  

 
Pr tcudo  Perform ecna  is ki gn  
O  ru l tsa  fi dn i gn  in 1002  t  tah f desuco  no  br dna  e uq ity w sa  

t  tah t eh  act  lau perfo mr ecna  of th p e r cudo t  , t eh  q au il ty o  f the 
ed il very fo  t eh  es rvi  ,ec is t eh  most im op rt  tna tool f c ro reating 

o cnahne r i gn  br dna  equity. 
 
In Per pec tor lP  ,su we ees  t eh  as me relati hsno ip w neh  we 

l koo  at a br dna ’s ep rform ecna   no “ dob y” dna  “ uos l” f ca ets 
dna  t eh i  r im ap ct no  brand equity. Wh ne  no ly “ dob y  ” f eca t  ,s

t esoh  mor c e l eso ly a il g den  with pr tcudo  perfo mr an  ,ec
ep rform at a m de ium or high level, t eh re is a hig  reh leve  l of 

equity t nah  w neh  no ly “ uos l  ” f eca ts perform at a m de iu  m to 
high level. 

 
Br sdna  deen  to ed il v re  no  f nu cti p lano r udo ct experi secne  

first. 
 
Br dna  sop i it oni sgn  are inter cennoc t de  
Relat de  to ruo  fi dn ing ab tuo  pr ep tcudo rform cna e, our 

work with Per ec pt  ro lP su  sah  f dnuo  tha a t l  l t eh  fa ec ts of a 
snoc umer’s ex ep ri cne e, both “ dob y” dna  “ uos l, a ” re 

interwov .ne  Wh ne  bot  h “ dob y” dna  “ uos l d ” im ne si sno  
ep rform at a m de ium or high level, br dna  e uq ity ocs r se  are 

alm buod tso le w tah  t yeh  are w neh  no ly “ dob y”  ro “ uos l  ”
perfor a ta m  m de i h ro mu igh level. 

 
C usno mer ’s  br dna  ex ep ri secne  od  not infl ecneu  br dna  

prefer ecne  in a purely i  tnednepedn f hsa i no  – t eh re are both 
main dna  interacti no  e ff ect .s  This r ce ogniti no  runs nuoc te  r to 
t c eh laims of mo o ts ther commerci sp la y ohc logi lac  m edo ls 
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t  tah i os late f nu cti dna lano  emoti lano  
 
dim sne i sno  sa  i  tnednepedn f eca t  .s  Per pec tor Pl su  m edo ls 

ob th t eh  i dn e tnednep  dna  interacti  no effects o a f  snoc umer’s 
ex ep ri ecne  dim sne i sno  no  br dna  prefer ecne  (Char 6 t )  . T eseh  

interacti sno  provi ed  a be tt e  r fit both to usnoc m re  
prefer secne  dna  ultimately to mark ahs te r .e  

 

 
 
R pe r  tnese t eh  i dn ividu  la to be tt  re repr  tnese t eh  

marketpl eca  
 
O  ru l tsa  fi dn i gn  is t  tah indivi usnoc laud m  re m edo ls of 

br dna  equity no ton ly sop iti no  su  fo  r t  eh future w neh  equity 
me rt i sc  w li deen l  to eb  as ses s de   ta t eh  snoc um  re lev le   tub
al os  t  tah t uo yeh t ep rfor  m more aggre ag te m usae res in t eh  
estimati no  o  f marketpl eca  perfo mr cna .e  

 

.V  FUTURE D RI EC IT SNO  F RO  BR DNA  E UQ ITY 
 

lA t uoh gh wel d l evel depo  dna  ext sne ively r aese rche  ,d t eh  
st ydu  of br dna  e uq ity remai sn  rife wit oppo h tr nu iti se  fo  r
t oeh reti ac l, empiri dna lac  metho od logi da lac v ecna m ne t. 
Below we uo t il  en t esoh  we eb il eve to eb  the most promisi ,gn  
not only fro a m  commerci a la pp il ac ti no  ep r eps ctiv tub ,e  with 
r epse c  t to t eh  devel po m tne  of t eh  field in g ene ral. 

 
To eb  sur  ,e there are a myri da  of nu - sna wer de  seuq ti sno  

w neh  it com se  to t eh  t po ic of br dna sdna  i seuss  su rr dnuo ing 
equity, val ,eu  dna  sop itioni gn  ( ees  51  f a ro  r tnece  review fo  

uo tst dna in  g i seuss  in the es  ar sae ). Fr mo  ep ruo r ps ectiv ,e  
h wo ever, t eh  two most impo tr an  t f suco   ;no (a usnoc ) m  re
heterog ene ity dna  (b) a systems m ppa ledo r hcao  to t eh  st ydu  
of br dna  equity. 

 
C usno m re  Heter enego ity 

lA t uoh gh m yna  co mm erci b la r dna  equity ppa il ac ti sno  
(e.g  . Ip sos - SA I’s E uq ity*Bu li ed r, R aese r  hc Inter an ti ano ’l s 
Equity Engi  ,en I sp os-Marketing’s Per pec tor lP  ,su Y uo ng & 
R bu i ac m’s Bran  d A tess  Val au tor ah ) ve sa  t eh ir sab is 
i dn ivi ud a  l leve  l m usae res (br na d-at rt ibute ssa ociati sno  o  r
meta-m ae sures)  , t eh  su mm ary m sae ur se  r ope tr de  to dna  
employed yb  br dna  m na agers o tf  ne r se i ed   ta t eh  tot  la br dna  

level  .  S hcu  na  ppa r hcao  very cl ae lr y ucsbo r se  any op t ne ti  la
snoc umer- leve eh l terog ene ity dna  pr ce l sedu  t eh  ba ili ty to 

a ucc rately val eu  t eh  brand ( dna  its equity) sa  
wel sa l  ed vi es  fu ll y ca tio ban le mar ek ting s rt ategi se  to 

ecnahne  t eh  (fi an ncial) return no  equity. 
 
A more r ae il stic ppa roach a ll ows f  ro t eh  ssop ib ili ty fo  

differ secne  acr sso  a yn  giv ne  upop lati no  o usnoc f mers w neh  it 
comes to no ton ly br dna  equ ti y tub  t eh  mi  tesdn m sae ur se  t  tah
compri es  it  . A dn , wh li e this aeppa rs we ll - ednu rst doo  within 
the edaca mic il terature it h sa  y te  to eb  fu ll  y int ge rat de  into 
oc mmerci ppa la il ac ti sno 3. 

 
We eb il eve givi gn  seri suo  snoc i ed rati no  to snoc um  re

eh terog ene ity in t eh  m usae rement  dna m edo il gn  of br dna  
equity sah  two k ye  neb efit  :s (1  ) it a ll ows f  ro t eh  ed vel po m  tne
of a cl ae r  re il nkage betw nee  usnoc m re  equity dna  a fi cnan i la  
val au ti no  fo  t eh  br dna  in t eh  pr  tcudo market dna ,  (2) a cl ae r  re

ednu rst dna i gn  of ti s impa no tc  c oh i ,ec  its ed te mr i an nt  ,s a dn  
its st ba ili ty ov  re tim .e  

 
There eppa ars to eb  a gro iw gn  inter  tse among C-lev  le

ex uce it v se  to ah ve t eh  m sae urem  tne of b a r dna ’s equity 
justifi de  through its im ap ct in t eh  pr  tcudo mar ek t  .  In t eh  
ba s ecne  of hcus   a j su tificati no  i  t is ceb oming i cn r sae ingly 

diffi uc l  t to rati ano il ze t eh  a ll aco ti no  of cs ar ec  r ose ur sec  t  o
soc tly br dna  equity program  .s  A gg regate-lev b le r dna  equity 

m sae ures, h wo ever, are lli - us it de  
f  ro this pur sop e, dna  od  ton  provi ed  t eh  r aese rch re  with a 

m snae  to ednu rst dna  t eh  pr sseco   yb whi hc  usnoc mer equity is 
tr na slat de  into (pr do uct  ) market perform  .ecna  Br dna  equity 
m usae r dna se  m edo ls that a ll wo  fo snoc r um eh re terog ene ity 

nac  da dr sse  no ton ly the i euss  of pr sseco  
dna  il nkage (26, 27, 11), tub  al os  provi ed  a more decnaun  

ednu rst dna ing of a br dna ’s in-mark ep te rfo mr ecna  (20) 
A dnoces  neb efi cossa t iat de  with m edo il ng snoc um  re

eh terog ene ity in bra dn  equity is decnahne na  ba ili ty to i os late 
t eh  strengths dna  weak en s ses  of a br na d, whi hc  in turn nac  
eh lp 

gui ed  m na ageri ced la isio sn  regardi gn  tha b t r na d  .  iS mply 
up t  , there are a r na ge of ca ti bano l  e q eu sti sno  t nac tah  eb  

addr desse  w neh  br dna  equity is a ll ow de  ( ta  l ae s  t
th oe reti ac ll y) to var ca y r sso  snoc umers  .  None t eh  l  tsae of 
whi hc  is the degr ee  to whi hc  br dna  cossa iati sno  vary 

ca r sso  esbus ts o  f t eh  po up lati ,no  dna  t eh  e usn i gn  
imp il ac ti sno  f b ro r dna  sop iti no i gn  acr sso  

 
t esoh  same sbus et  .s  A a t  minimum  , t eh n  , t eh re are cl  rae

co mm nu icati no  effici cne i se  to t  eh r ae il z de  yb  devolvi gn  t eh  
nu it of ana lysis rf  mo t eh  br dna  to t eh  oc n us mer. 

 
Moreover, m edo il gn  oc n us m eh re terog ene ity a ll ows 

r aese r ehc rs to ah v  ,e we eb il ev ,e  a cl ae r ednu re rst dna ing o  f
t eh  dy an mi  ms of a br  .dna  lA mo ts  al c l o mm erci  la

ppa il ac ti sno  fo  r m sae uri b gn r dna  equity oc ntain some form 
of drivers ana lysis whi hc  is premi des  no  t eh  eb il ef that br  dna
equity mov se  in r nopse se to ahc ng se  in br dna  positi no ing. 
Wh li e we od  ton  di ups te t eh  role tha b t r dna  sop iti no ing m ya  
pl ya  in growi gn  br dna  equity, we eb il eve t tah  more 
ca ti bano le l ae rni gn  

nac  eb  deriv de  su i gn  mo ed ls whi hc  a ll ow t eh  gr wo th fo  
br dna  equity (as wel sa l  t eh  im ap ct o b f r dna  sop iti no ing  ) to 
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vary ton  no ly ca r sso  snoc umers, but ov  re t eh  life-cycle of t eh  
pr cudo t/br na d/category. 
 
A Systems M do el A pp r hcao  
Cu rr en  t rf amewor sk  f ro  ednu rst dna ing br dna  equity ( ob th 

E noc omic and Psy ohc logi ac l) deen  t od o  a be tt e  r j bo  of 
pr de icti gn  ahc ng se  in br dna  equity in r esnopse  to ahc nges in 
br sop dna iti no ing. T eh  deen  for improvem ne t, we eb il ,eve  
deriv se  from a ecnoc pt ohs lau rtcomi gn  o e f xisti gn  m edo ls 

dna  na  over-re il ecna  no  rt da iti no a d l rivers ana ly ses  desu  to 
ed rive as i p d r de ictio .sn  

 
S cep ifi ac ll y, ssessa ing the im ap ct of br dna  sop iti no ings 

no  equity w li ped l e dn  no  a m edo ’l ba s ili ty to pac ture t eh  
i hn er oc tne mplexity of t eh  overal b l r dna  syst  me – 
comp il ac ti sno  hcus  sa  

t eh  dne og ene ity of heb avi ro  dna  a tt it nahc ,sedu n dna le  
distri ub ti no  i euss s, sop itive dna  negativ e e xter an il ti ,se  
com ep titive strength dna  r( e)acti dna ,sno  upop lati no  ahc ng se  

dna  t eh  r use ltin  g fluct au ti no  of snoc um re  gr spuo  – dna  t eh  
(sometim se  on n- bo vi )suo  interacti no  e ff ects betw nee  

t eh  com enop nts o  f t eh  ys stem  .  However, most existi gn  
m edo ls, pse ecia ll y oc mm erci  ,seno la fai  l to pac ture this 
complexity – this eud  in on  smal ap l r  t to pr bo lems o  f
mat eh mati dna lac  

met odoh logi  lac tract ba ili ty. 
 
A rt uly integrat de  rf amework f ednu ro rst dna ing br sdna  

wil e l x dnap  t eh  il  raen mo  led tha ahc t r ca teriz se  most  , if no  t
a ll , daca emic dna  oc mm erci  la work in this field (e.g., AIDA 
ty  ep m edo ls). An ex dednap  rf amework w uo ld pecnoc t au lize 
br dna  equity sa  a ep mr bae le membr  ena through whi hc  
marketi gn  ca tiviti se  are f li tered. In turn  , t eh  pe mr e ba ili ty of 
this membr na e, alon  g iw th t eh  an ture o  f t eh  f tli eri gn  it 
perform  ,s w uo ld eb  a f cnu ti no  of hcae  co usn mer’s ex ep ri  ecne

iw th t eh  br na d. T eh  r se ult is na  integrat de  rf am we ork t  tah
dda r sse es equity, sop iti no i ohc dna ,gn i ec  sa  na  inter-related 

syst  me of en twork ass co iati sno  that il nk info mr ati ,no  
ex ep ri a ,secne tt it edu s dna ,  aheb vior .s  To  ruo mi sdn  hcus  na  
a pp r hcao  sah  two distinc neb t efit .s  First, i  t mov se  to more 
fu ll y pac ture t eh  complexity cossa iat de  with br dna  
dy an mics4. A dn  se  ,dnoc i up t ts br dna  equity in a more 
r ae il stic sop iti no  in the overal s lasuac l yst me  – sa  a 

op tentia ll  y invari na t  5  m snae  to an end (br dna  ohc ice)  , rat  reh
t nah  sa  na  dne  in dna  of it es lf. T eh  i aed  of s a ystems m  ledo of 
br sdna  is a ton  wen  eno  ( ees  for exampl 51 ,41e )  .  However, 
we eb il eve t  eh i aed  sah  neeb ton  suffici ne tly ed vel depo  in t eh  
ac eda mic il terature, nor has its val eu  neeb  fu ll  y r ae il z de  ro  
implement de  iw thin t eh  commerci s la ecto .r  

 
R tnece  ed vel po m ne ts in t eh  fiel sd  of ps r dae ing activati no  

t oeh ry (5), g ene tic algorithms (9) uen , r en la tworks ( dna )4  
oc mpl xe  pada tive systems ( a )01 l p l rovi ,ed  we eb il ev ,e  very 

promisi a gn v seune  fo  r more fu ll y ed velopi gn  hcus  na  
integrat de  rf amewor .k  T eh  pot ne ti  la val eu  fo  the  es m edo il gn  

ppa r sehcao  is t tah  hcae  provi sed  a mea sn  to  laed with t eh  
oc mpl xe  m s ledo tr cu tur  se imp il de  yb  ruo  cu rr en  t th oe reti  lac

dnu erst dna ing of br sdna  dna  br dna  ma an gem ne t, wit  tuoh t  eh
simp il fyi gn  ssa umpti sno  oft ne  requir de  yb  tr da iti  lano

onoce me rt ic/ ohc i ec  m edo il gn  ap r da igms  . A dd iti ano lly, t eseh  

meth odo logi se  w uo ld a ll ow fo  r more r ubo s s t imulations 
whi hc  in turn nac  desu eb  to inform q seu ti sno  of i cn r sae ing 
im op rt na ce to br dna  m na agers  :  (1) D seo  my br dna ’ e s quity 

ahc nge ov re  tim dna ,e  woh  seod  growth a dn  ced il en  vary 
ca r sso  c usno mers? (  )2 H wo  d od i ff erent br dna  positi no ings 

a ff a tce  br dna ’s equity dna  ultimately t eh   tca o soohc f i gn  that 
br  ?dna (  )3 Giv ne  a fix de  equity, is there a ceps ific 

sop itioni gn  t  tah is optim la  f a ro  giv ne   tes of 
usnoc mers with r pse e  tc to br dna  ohc i ?ec  (  )4 Is there a 

op i tn  of dimini hs i gn  margi an  l retur sn   no marketi gn  activiti se  
vis-à-vis growi gn  br dna  equity dna  br dna  ohc i ec  (e.g. 12 , )? 

 
In hs ort  , rf o a m  marketing dna  br dna  m na ageme tn  

per ceps tive a yek  value of hcus  na  pa pr  hcao is t won tah  al  l
usnoc mers repr  tnese op t ne ti  la uc stomers f  ro t eh  pr udo cts of 

a giv ne  br  .dna  B ednu y rst dna ing t eh  cogn iti ve il nkag se  
eb tw nee  sop iti no i gn  dna  ohc i sa ,ec  m de iat de  yb  br  dna

equity, yna  oc n us mer can eb  l de  to a up r esahc  d ce isi no  via 
t eh  pr po er seq ecneu  of activati  .sno In a very r snes lae e, us ch 
na  pa pr hcao  r pe res ne ts a movem a tne w ya  fro  m m“ ass 

marketing, dna ”  toward “micro-marketi gn .” 
 
Notwit sh t dna i gn  t eh  t eh oreti  lac val eu  of hcus  a shi tf  , we 

remain cogniz tna  t tah  snoc umers o oc f mm erci b la r dna  equity 
m edo ls wil ton l  eb  eage  r to engage in a st pe  hc ange aw ya  
fro  m thei uc r rr en  t m edo ls/ rf ameworks – ba des  at l ae st in part 

no  t eh  r ose ur ec  inv se mt  tne of m yna  of ou c r il ne ts in cu rr en  t
m edo ls br dna  equity m usae rement. Therefor  ,e in t eh  hs or  t  

 
r nu  a criti lac  fir s ts t pe  w li eb l  t eh  ed vel po m  tne of 

“inter mi  ” m edo ls t tah  k pee  o en  foo  t in t eh  more tr da iti  lano
rf ameworks, but are flexible uone gh to eb  da apted toward a 
en w  re rf am we ork in t eh  futur .e  

 
In t eh  ne d, oh wever, i onn vati no  rf om a practitione 'r s 

ep r ps ective wil oc l me sa  t eh  a tt it sedu  o dne f - esu rs of 
co mm erci  la equity t oo ls are broug th  uc rr ent with t eh  ext  tna
a edac mic r aese rc  .h  A  t t op tah i ppus tn il re  m edo ls of br dna  
equity wil  l fo ll ow, yb  ssecen ity. 
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