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ABSTRACT 
 

 

THE EFFECT OF LOGISTICS AND SUPPLY CHAIN MANAGEMENT 

PRINCIPLES ON CUSTOMER RELATIONSHIP MANAGEMENT IN THE 

AIRLINE INDUSTRY:  

SUNEXPRESS AIRLINES AS A CASE STUDY 

 

TEZEL,Melih Mert 

MLM, Department of Logistics Management 

Supervisor: Assoc. Prof. Dr. Frank Bates  
 
       DECEMBER 2007, 156 pages 

 
This thesis focuses on the importance of Customer Relationship Management (CRM) 

in air transportation and logistics. Moreover, we will see CRM applications for this 

industry. Customers and customer loyalty have an increasing importance in today’s 

competitive market. The companies follow customer share intelligence instead of 

market share intelligence. The most commonly used method for this is CRM. 

Today’s firms do not make profit just from production or service. For this reason 

firms get develop strategies to keep one pace of their rivals. Thus the strategies that 

are developed ahead to focus on customers. Besides service quality, providing 

customer pleasure has been a mandatory. For this reason firms have developed 

assorted strategies. At this  
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point CRM is deployed by the firm. CRM determines the customer value in a true 

manner in order to better understand the customer. CRM is a management strategy 

and is of a vital importance. Crucial competition conditions prevail in our age. 

Consequently, firms need to make a profit in order to continue their existence. With 

CRM, firms seek customer satisfaction to make a profit and to meet the competition. 

For this purpose, a survey was conducted to the 50 passengers of an international 

flight of Sunexpress Airline. To be able to get a deep understanding of the meaning 

of customer satisfaction from passengers being transported by Sunexpress Airline, 

the company’s flight is used as a case study; the findings of the survey are evaluated 

and a “SWOT” analysis is added to understand the company profile. 

Keywords:  

! Customer Satisfaction, 

! Customer Expectation, 

! Customer Service, 

! Customer Relationship Management, 

! Logistics, 

! Air transportation, 
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ÖZET 
 
 
 

HAVACILIK SEKTÖRÜNDE MÜ#TER! !L!#K!LER! YÖNET!M!NE TEDAR!K 

Z!NC!R! YÖNET!M! PENS!PLER!N!N VE LOJ!ST!$!N ETK!LER!: 

 B!R VAKA ANAL!Z! OLARAK SUNEXPRESS HAVAYOLU #!RKET! 

 

 

Tezel, Melih Mert  

Lojistik Yönetimi Yüksek Lisans, Lojistik 

Yönetimi Bölümü 

                                        Tez Yöneticisi: Doç. Dr. Frank Bates 
 

ARALIK 2007, 156 sayfa 
 

Bu tez, hava ta%!mac!l!"! ve lojistik sektöründe Mü%teri !li%kileri Yönetiminin önemi 

üzerinde yo"unla%m!%t!r. Buna ek olarak Mü%teri !li%kileri Yönetimi uygulamalar!n! 

görece"iz. Mü%teri ve mü%teri sadakati günümüzün rekabetçi dünyas!nda artan bir 

öneme sahiptir. !%letmeler Pazar pay! yerine mü%teri pay! anlay!%!n! izlemektedirler. 

Bunun için en çok kullan!lan yöntem Mü%teri !li%kileri yöntemidir. Firmalar 

günümüzde sadece kaliteli hizmet karl!l!"a geçememektedirler. Bu nedenle 

firmalar!n rakiplerinden bir ad!m önde olmalar!n! sa"layacak stratejiler geli%tirmeleri 

gerekmektedir. !%te bu do"rultuda geli%tirilen stratejilerin mü%teriye yönelik olmas! 

gerekmektedir. Hizmet kalitesinin yan!nda mü%teri memnuniyetininde sa"lanmas! 

günümüzde bir mecburiyet haline gelmi%tir. Bu nedenle firmalar çe%itli stretejiler  
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geli%tirmi%lerdir. Bu noktada firmalar!n yard!m!na Mü%teri !li%kileri Yönetimi 

yeti%mektedir. Mü%teri !li%kileri Yönetimi firmaya oldu"u kadar mü%teriye de 

oldukça büyük katk!lar sa"lamaktad!r. Mü%teri !liklileri Yönetimi, mü%teri de"erinin 

do"ru bir %ekilde belirlenmesini ve mü%terinin daha iyi anla%!lmas!n! sa"lar. K!saca 

mü%teri ili%kileri yönetimi bir yönetim stratejisidir ve firmalar için hayati öneme 

sahiptir. Ça"!m!z, ac!mas!z rekabet %artlar!n!n hüküm sürdü"ü bir ça"d!r. Dolay!s!yla 

firmalar!n varl!"!n! devam ettirebilmeleri için kar elde etmelerei gerekmektedir. 

Mü%teri !li%kileri Yönetimi, mü%teri memnuniyetini sa"layarak firmalar!n kar elde 

etmelerini ve rekabet edebilmelerini sa"lar. Bu amaç do"rultusunda Sunexpress 

Havayolu %irketinin uluslararas! uçu%lar!nda 50 yolcuya yap!lan mü%teri 

memnuniyeti anketine yer verilmi%tir. Türkiye’deki özel havayolu %irketlerinin 

mü%teri memnuniyetini anlamak amac!yla, yolcu ta%!mac!l!"! yapan Sunexpress 

havayolu %irketi örnek olarak seçilmi% ve SWOT  analizi uygulanm!%t!r ve buna ek 

olarak anket sonuçlar! ortaya konmu%tur. 

Anahtar kelimeler:  

! Mü%teri memnuniyeti, 

! Mü%teri Beklentisi, 

! Mü%teri Hizmeti, 

! Mü%teri !li%kileri Yönetimi 

! Lojistik,  

! Havayolu ta%!mac!l!"!. 
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INTRODUCTION 

 

The importance of Customer Relationship Management and being customer oriented is 

increasing each day. Especially in air transportation and logistics industry, the market 

share is decreasing each day because of the competition with the developing countries 

which give low-prices and good service to the customers; and the companies to keep 

their existing customer instead of gaining new ones. Day by day, companies are 

looking for new ways to succeed in obtaining the customer loyalty. Customer 

Relationship Management is a good guide for the companies in this area and with the 

handling of the customer complaints; the companies would manage to provide loyal 

customers. 

 

In the air transportation and transportation industry the communications being 

developed with  the customers are of great significance. And these communications 

directly effect the quality of the services provided. Finding complete solutions to the 

customer complaints systematically, decreasing operation costs, making the customer 

feel as an individual partner, using the technology factor efficiently are all important 

factors in the companies offering services. 

 

Customer Relationship Management is a strategy which should been understood by  

not only the marketing department but also by all company departments.  
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The airline industry has undergone significant restructuring in recent years. Airlines, 

formerly rivals in a highly regulated industry, have become opportunistic seekers of 

cooperation.  

 

In today’s world, mega-carriers and small airlines are working together rather than 

competing with one another. Forms of cooperation include sub-contracting, code 

sharing, franchising and the formation of global marketing networks. Such alliances 

allow firms to focus on their respective core competencies, while drawing the benefits 

of scale economies. In essence, cooperation among competitors has led to increased 

competitiveness. This has accelerated the trend of joint marketing, and the airline has 

become characterised by the desire to belong to a global network. The tendency has 

been to strive for a global presence.  

 

This thesis consist of 5 main chapters: 

The first chapter describes the terms, customer relationship management, customer 

satisfaction, and customer loyalty. Improving technique of customer relationship 

management and tools that help to apply a successful to customer relationship 

management are also examined. This chapter serves as a background for the following 

chapters. 

 

The second chapter covers information about logistics management and its 

relationship with the marketing. Moreover, customer relations and to learn the effects 

of customer service in transportation with Customer Relationship Management model. 



The third chapter of this thesis deals with the customer service. Service quality has 

been one of the most frequently studied topics in the service marketing literature. The 

brief information and history of  Sun Express Airlines which is examined.  

The fourth chapter of this thesis deals with the findings of the survey. The survey has 

been conducted to the 50 passengers of  3 International Flights of Sunexpress Airlines. 

Destination of these flights are from !zmir to Germany. In order to determined the 

company profile, the company has been analysed with swot. 

 

The fifth chapter of this thesis deals with the conclusion part. 

 

The last section is the Appendix where you can see the questions, which were applied 

for survey. 
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Figure1.1 Customer Centric Approach 
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1.5.1 Customer Satisfaction In Literature!
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Figure 1.2 ACSI / Fornell’s Satisfaction Model 

Source: Vavra, 1997!
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Figure 1.3 Basic ECSI Customer Satisfaction Model 

Source:Grigoroudis, 2003 
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1.5.3 Market Share Versus Share of Customer 
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Figure: 1.4 Market Share Vs. Share Of Customer 

Source: Peppers, 2002 
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1.6 Loyalty Behavior Of The Customer!

U::'*6./3!&'!+.:0-*6!e=b,.7)*>!,';-,&;!.%!HU!6))1,;!0),6!:'((.&()/&!&'!*)CA$;!'*!*)C

1-&*'/.<)!-!1*)9)**)6!1*'6$:&!'*! %)*7.:)!:'/%.%&)/&,;! ./! &0)! 9$&$*)!6)%1.&)! %.&$-&.'/-,!

./9,$)/:)%! -/6! (-*?)&./3! )99'*&%! 0-7./3! &0)! 1'&)/&.-,! &'! :-$%)! %@.&:0./3! A)0-7.'*I!

4b,.7)*>!"]]^5=!

!

D/! "]^Z>! h-:'A;! -/6! #0)%&/$&>! 9'*()6! &0)! 1%;:0','3.:-,! ()-/./3%! '9! ,';-,&;! 9'*!

%)1-*-&./3! .&! 9*'(! A)0-7.'*! ()-/./3%! 4%$:0! -%! A$;./3! -3-./5=! U::'*6./3! &'!

&0)(>A$;./3!:'/&./$'$%,;!.%!/'&!-/!./6.:-&'*!'9!,';-,&;>!9'*&!0.%!*)-%'/!&0);!%)1-*-&)6!

&0)!:'/&./$'$%!A$;./3!A)0-7.'*! 9*'(! ! ,';-,&;=!U9&)*! &0.%>&0);!-/-,;%)6! &0)!:$%&'()*!



! JM

A),.)9%>9)),./3%! -/6! &*-6.&.'/-,! :$%&'()*! A)0-7.'*=! g$)! &'! &0)(>! .9! &0)*)! .%! -! &*$)!

,';-,&;>!&0)/!&0)!&0*))!6):.%.'/!,)7),%!%0'$,6!A)!%))/!@0.,)!:0''%./3!&0)!:'(1-/;c!

 

1. F0)! :,-%%.9.:-&.'/%! 9'*! &0)! :'(1-/;O%! G$-,.&.)%! %0'$,6! A)! :0'%)/! -3-./%&! &0)!

:'(1)&.&.7)!-,&)*/-&.7)%= 

2. F0.%! ./9'*(-&.'/!($%&! :)*&-./,;! ! A)! :'//):&)6! &'! &0)! -99):&.7)! 1*)9)*)/:)! &'! &0)!

:'(1-/;= 

3. W0)/!&0)!:$%&'()*!:'(1-*)%!&0)!-,&)*/-&.7)%!@.&0!&0)!:'(1-/;>0)!%0'$,6!%0'@!-!

0.30!&)/6)/:;!9'*!A$;./3!&0)!1*'6$:&d%)*7.:)!9*'(!&0)!:'(1-/;!

!

#$%&'()*! ,';-,&;! .%! -/! .(1'*&-/&! ),)()/&! 9'*! &0)! :'(1-/.)%! 9'*!A)./3! %$::)%%9$,! ./!

&0)! :'(1)&.&.7)! @'*,6=! F0)*)9'*)>! :'(1-/.)%! -,@-;%! &*;! &'! ./:*)-%)! &0)! /$(A)*! '9!

,';-,! :$%&'()*%! -/6! &0)! 6)3*))! '9! &0).*! :$%&'()*%! ,';-,&;=! ['*! 'A&-././3! &0.%>!

),)()/&%>!@0.:0!:-$%)!-!6):*)-%)!./!:$%&'()*!,';-,&;>!($%&!A)!,)-*/)6!:-*)9$,,;=!

!

F0)!*)-%'/%!9'*!&0)!6):*)-%)!./!:$%&'()*!,';-,&;!-*)!4#'*'3,$>!JMMJ5N!

! X,'A-,.%-&.'/!

! F0)!./:*)-%)!'9!:'(1)&.&.'/!-/6!-,&)*/-&.7)%!@.&0!,'@!1*.:)%!

! F0)!)-%)!'9!*)-:0./3!?/'@,)63)!-/6!?/'@,)63)!%0-*./3!

! 2)%%-3)!8-(!

! F0)!.(1*'7)()/&!'9!./&)*/)&!

! F):0/','3.:-,!.(1*'7)()/&%!

! F0)!1*'6$:&%!&0-&!-*)!/)-*,;!&0)!%-()!

 

 



! J"

1.6.1 The Variables That Are Effective While Obtaining Customer Loyalty 
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1.6.1.1 Quality And Customer Satisfaction 
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1.6.1.3 Customer Servise!
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1.6.1.4 Customer’s Being Accustomed To The Company 
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1.6.1.5 Customers’ Abstaining From Not Taking Risk 
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1.6.1.6 Market And Competition  Conditions 
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1.6.1.7 Giving Prizes To Regular Customer!
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4Q-*$&:$>!JMMJ5=!

 

1.7 Defining And Differentating The Customer!

F'!6)7),'1!-!:$%&'()*! %-&.%9-:&.'/!1*'3*-(>! &0)! &)*(I:$%&'()*!($%&!A)!6)9./)6=! D/!

-66.&.'/!&'!&0)!&*-6.&.'/-,!:'/%$()*>!&0)*)!-*)!&0*))!3*'$1%!'9!:$%&'()*%!&0-&!-*)!'9&)/!

/)3,):&)6!./!:$%&'()*!%-&.%9-:&.'/!1*'3*-(%N!

! D/&)*/-,!:$%&'()*%!

! #0-//),!()(A)*%!./!:'/%$()*!(-*?)&%!
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! U/6!A$;./3!:)/&)*!()(A)*%!./!A$%./)%%C&'CA$%./)%%!(-*?)&%!

!

D/!%'()!:'(1-/.)%!'*!6.7.%.'/%>!./&*-:'(1-/;!&*-/%9)*%!(-;!:'/%&.&$&)!-!,-*3)!1'*&.'/!

'9!%-,)%>!%'!3)/)*-&./3!%-&.%9-:&.'/!-('/3!&0)%)!./&)*/-,!:$%&'()*%!.%!7)*;!.(1'*&-/&=!

!

U%!1'@)*!0-%!%0.9&)6!('*)!:,)-*,;!&'!:'/%$()*%>!:0-//),!./&)*()6.-*.)%!41-*&.:$,-*,;!

&0'%)!:,'%)! &'! &0)!:$%&'()*5!0-7)!3-./)6!1'@)*!-%!@),,=!Q):-$%)!'9! &0)!6.7)*%.&;!'9!

A*-/6%! :'(1)&./3! 9'*! %0),9! %1-:)>! *)&-.,)*%! 1-;!('*)! '9! -! 3-&)?))1)*! *',)! &0-/! )7)*!

A)9'*)=!!R/%$*./3!&0-&!&0);!*)(-./!%-&.%9.)6!.%!'A7.'$%,;!.(1'*&-/&=!S'@)7)*>!:0-//),%!

(-;! ./:,$6)!A*'?)*%>!@0',)%-,)*%>!-/6!6.%&*.A$&.'/!:)/&)*%>!)-:0!'9!@0'(!(-;!0-7)!

6.99)*)/&!6):.%.'/!:*.&)*.-=!U!3''6!:$%&'()*!%-&.%9-:&.'/!1*'3*-(!@.,,!./:,$6)!-&!,)-%&!

&0)!('%&!.(1'*&-/&!'9!&0)%)!&;1)%!'9!:0-//),!:$%&'()*%=!

!

Q$%./)%%C&'CA$%./)%%! (-*?)&./3! '9&)/! .(1,.)%! %-&.%9;./3! &0)! 1$*:0-%./3! (-/-3)*=!

S'@)7)*>! &0)! 1'@)*! &'! 9'*($,-&)! 1$*:0-%)! 6):.%.'/%! .%! 6.%1)*%)6! -('/3! 7-*.'$%!

./6.7.6$-,%! ./!('%&! 9.*(%=! D/! -!0.30C&):0! ./6$%&*;>!1)'1,)! 9*'(!%$:0!6)1-*&()/&%! -%!

)/3./))*./3>!1*'6$:&.'/>!1$*:0-%./3>!G$-,.&;!-%%$*-/:)!-/6!*)%)-*:0!-/6!6)7),'1()/&!

(-;!A)!./7',7)6!./!&0)!1$*:0-%)!6):.%.'/!1*':)%%=!Q):-$%)!)-:0!6)1-*&()/&!)7-,$-&)%!

%$11,.)*%!6.99)*)/&,;>! -/!)99):&.7)!:$%&'()*! %-&.%9-:&.'/!1*'3*-(!/))6%! &'!1$*%$)! &0)!

($,&.1,)!7.)@%!/'*(-,,;!9'$/6!./!&0)!A$;./3!6):.%.'/!4E-$(-//>!JMM">!1=TZ5=!['*!&0.%!

*)%)-*:0!:$%&'()*!&;1)!.%!6)9./)6!-%!()(A)*%!./!A$%./)%%C&'CA$%./)%%!(-*?)&%=!

!

U9&)*!6)9././3!&0)!:$%&'()*!&0)!:'(1-/;!%0'$,6!6.99)*)/&.-&)!&0)!:$%&'()*%!./!&)*(%!

'9!,';-,&;!-/6!1*'9.&-A.,&;=!

!
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F0)*)!-*)!9'$*!A-%.:!%.&$-&.'/%!./!-!:$%&'()*!*),-&.'/%0.1>@0.:0!-*)!6)9./)6!A;!Q*'@/!

4Q*'@/>!JMMM>!1=`Y5N!

 

1. The customer is loyal and profitable: F0)!:'(1-/;!%0'$,6! 9':$%!'/!6))1)/./3!

&0)! *),-&.'/%0.1>%&*)/3&0)/./3! ,';-,&;! -/6! '1&.(.%./3! 1*'9.&-A.,.&;! &0*'$30! :*'%%C

%),,./3!-/6!$1C%),,./3=!

 

2. The customer is profitable but not unprofitable: F0)!:'(1-/;!%0'$,6!(-./&-./!

*),-&.'/%0.1! -/6! %):$*)! ,';-,&;! A):-$%)! &0)! :$%&'()*! (-;! %&.,,! A):'()! 1*'9.&-A,)!

&0*'$30! :*'%%C%),,./3! -/6! $1C%),,./3=! D9! /'&>! &0)! :$%&'()*! %0'$,6! A)! 6*'11)6! &'! &0)!

:'(1)&.&'*=!

 

3. The customer is profitable but not loyal: F0)! :'(1-/;! %0'$,6! 9':$%! '/!

%&*)/3&0)/./3!&0)!*),-&.'/%0.1!-/6!A$.,6./3!&0)!,';-,&;=!

 

4. The customer is not loyal and unprofitable: D&!.%!1*'A-A,;!@'*&0!:'/%.6)*./3!9'*!

&0)!:'(1-/;!&'!3.7)!&0)!:$%&'()*!&'!&0)!:'(1)&.&'*=!

 

1.8 The Principles Of Information Technology Based CRM 

F'!$/6)*%&-/6! DF! A-%)6!#+2>! &0)! :'(1-/.)%! %0'$,6! ./7)%&! ./! 0$(-/! *)%'$*:)%>! -%!

@),,!-%! &0)! &):0/','3;>!A):-$%)! &0)%)! *)%'$*:)%!-11,;! DF!A-%)6!#+2!-/6!6.*):&! &0)!

%&*-&)3;=!F0)!:'(1-/;!%0'$,6!-,%'!-6-1&!%'()!1*./:.1,)%!'9!DF!A-%)6!#+2!-('/3!&0)!

9.*(=!F0)%)!1*./:.1,)%!-*)!N!4k)*),.>!11=T"CTT5!

!
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"= Internal motivation:! F0)! :'(1-/;! %0'$,6! 3)&! -/! )/:'$*-3)()/&! 1-*&! &0-&!

:*)-&%! -/! -99):&.7)! 1-*&.:.1-&.'/! -/6! -3*))()/&! A)&@))/! &0)! :'(1-/;! -%! -!

@0',)=! F0)! :'(1-/;! %0'$,6! /)7)*! *)-:0! &'! &0)! :$%&'()*! A):-$%)! '9! &./! )!

&*'$A,)!-/6!A$63)&!*)%&*.:&.'/%!-/6!%0'$,6!())&!&0)!/))6%!'9!&0)!:$%&'()*=!

J= Communication skills:!F0)!:'(1-/;!%0'$,6!$%)!-,,!:'(($/.:-&.'/!:0-//),%!

%$::)%%9$,,;=! D&! .%! .(1'*&-/&! &0-&! &0)! -,&)*/-&.7)! :0-//),%>! @0.:0! 6)7),'1!

-,'/3%.6)!/)@!&):0/','3;>!%0'$,6!A)!$%)6!./!&0)!*.30&!1,-:)=!

T= Customer reconciliation:!W0.,)!0-7./3!-! *),-&.'/%0.1!@.&0! &0)!:$%&'()*>!'9!

:'$*%)!&0)*)!:-/!A)!(-/;!'11'%.&)!'1./.'/%!-/6!-%!-!*)%$,&!'9!&0)%)!'1./.'/%>!

&0)*)!:-/!A)!(-/;!$/1,)-%-/&!%.&$-&.'/%=!2'%&!'9!&0)!&.()%!&0)!:$%&'()*!:-/!A)!

./!-!/)3-&.7)!1'%.&.'/!@0.,)!6)%.*./3!-!0.30!G$-,.&;!1*'6$:&d%)*7.:)!-/6!0-7./3!

-!,.(.&)6!A$63)&=!D/!&0)%)!%.&$-&.'/%>!.&!.%!)B1):&)6!9*'(!&0)!:'(1-/;!&'!0-7)!-!

*):'/:.A,)!:'/6$:&!-/6!&'!*)-:0!-!%',$&.'/!A;!())&./3!&0)!:$%&'()*O%!/))6%!-&!

%$.&-A,)!1'./&=!

Y= Mutual responsibility acknowledgement:! Q'&0! &0)! :'(1-/;! -/6! &0)!

:$%&'()*! %0'$,6! ?/'@! &0).*! *)%1'/%.A,.&.)%=! F0)! /)@! ):'/'(;! -11*'-:0!

A*'$30&!(-/;!/)@!*)%1'/%.A.,.&.)%!&'!&0)!:'(1-/.)%=!#$%&'()*!1,)-%$*)!.%!&0)!

('%&!.(1'*&-/&!*)%1'/%.A.,.&;!&0-&!)7)*;!:'(1-/;!%0'$,6!:'/%.6)*!9.*%&=!

\= Whole intelligence:! !/! &'6-;OK! :'(1-/.)%! 8$%&! %),,./3! &0)! 1*'6$:&%! &'! &0)!

:$%&'()*%! %0'$,6! /'&! A)! &0)! '/,;! -.(! '9! &0)! :'(1-/;=! #$%&'()*! 1,)-%$*)!

$/6)*! )7)*;! :.*:$(%&-/:)!@.,,! A)! &0)!(-./! &-*3)&!A$&! -,%'! &0)! %)*7.:)!A)9'*)!

&0)!%-,)!-/6!-9&)*!&0)!%-,)!%0'$,6!A)!:'/%.6)*)6!-%!-!@0',)=!

`= Enterprising intelligence:! !&! .%! -::)1&)6! &0-&! &0)! :'(1-/;! %0'$,6! 6'!

)7)*;&0./3!9'*!:$%&'()*!1,)-%$*)=!F0)!:'(1-/;!($%&!6'!-,,!?./6%!'9!%':.-,!-/6!
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:$,&$*-,! )/&)*1*.%./3! -:&.7.&.)%>! @0.:0! A*./3%! /'! 1*'9.&%! &'! &0)! :'(1-/;>! A$&!

:'/%.6)*!&0)!*.30&%!'9!&0)!:$%&'()*=!

^= The studies for the result:! F0)! :'(1-/;! %0'$,6! 6'! -,,! .&! :-/! &'! )/%$*)!

:'(1,)&)! :'(($/.:-&.'/! @.&0! &0)! :$%&'()*! -&! -,,! &0)! &.()%=! D9! -,,! ?./6%! '9!

)/&)*1*.%./3!@'*?!.%!:-*.)6!'$&!-/6!&0)!:$%&'()*!6')%!/'&!,)-7)!&0)!:'(1-/;!

0-11.,;>! &0.%! ()-/%! &0-&! #+2! -11,.:-&.'/! 0-%! /'&! A))/! :-**.)6! '$&!

%$::)%%9$,,;=!

 

1.9 Advantages Of CRM 

F0)!:0-,,)/3)%!-/6!*)-%'/%!&0-&!1$%0!9.*(%!&'!-11,;!#+2!&):0/.G$)%!-*)!,.%&)6!A),'@N!

!

! Lower costs of recruiting customers: 

P%./3!#+2!&):0/.G$)%!@.,,!A*./3!%-7./3%!'/!(-*?)&./3>!(-.,./3>!:'/&-:&>!9',,'@C

$1>!9$,9.,()/&>!-/6!%)*7.:)%!-/6!%'!'/=!

! Simplified internal organization:  

P%./3!#+2!&):0/.G$)%!%1))6%!&0)!&.()!.&! &-?)%!&'!6)7),'1!-/6!-(*?)&!-!1*'6$:&!

4&0)!(-*?)&./3!:;,:,)5=!b*3-/.<./3!&0)!A$%./)%%!'9!&0)!:'(1-/;!&'!%-&.%9!:$%&'()*!

6)(-/6%! %.(1,.9.)%! &0)! :'(1-/;O%! ./9*-%&*$:&$*)=! b*3-/.<./3! -*'$/6! :$%&'()*!

%0*./?%!@'*?9,'@>!%0'*&)/%!:;:,)!&.()%!-/6!),.(./-&)%!/'/C1*'6$:&.7)!./9'*(-&.'/!

9,'@=!

! Reduced cost of sales:!

P%$-,,;! )B.%&./3! :$%&'()*%! -*)!('*)! *)%1'/%.7)! :$%&'()*%=! Q)&)*! ?/'@,)63)! '9!

&0)! :'(1-/;O%! :0-//),%! '*! 6.%&*.A$&'*%! 6*.7)%! ('*)! )99):&.7)/)%%! ./! &0)!

*),-&.'/%0.1=!D&!.(1*'7)%!&0)!$%)!'9!&0)!:$%&'()*!:0-//),>!&0$%!(-?./3!&0)!('%&!'9!
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)-:0!:'/&-:&!@.&0!-!:$%&'()*=!D&!@.,,!-,%'!*)6$:)!&0)!(-*?)&./3!:'%&%!-/6!1*'7.6)!

0.30)*!*)&$*/!'/!./7)%&()/&!4+bD5!./!(-*?)&./3!-/6!:$%&'()*!:'(($/.:-&.'/%=!

! Higher customer profitability: 

D&! A*./3%! ,-*3)*! @-,,)&C%0-*)c! ('*)! 9',,'@C$1! %-,)%c! ('*)! *)9)**-,%! 9*'(! 0.30)*!

:$%&'()*! %-&.%9-:&.'/! -/6! %)*7.:)%c! -A.,.&;! &'! :*'%%C%),,! '*! $1C%),,! 9*'(! 1*)%)/&!

1$*:0-%)%=!#+2!(-?)%!.&!)-%.)*!&'!&-*3)&!%1):.9.:!:$%&'()*%!A;!9':$%./3!'/!&0).*!

/))6%=!

! Competitive!advantage:!!

#+2!3.7)%! -! :'(1)&.&.7)! -67-/&-3)!A):-$%)! .&! -,,'@%!'*3-/.<-&.'/%! &'! :'(1)&)!

9'*! :$%&'()*%!A-%)6!'/! %)*7.:)>!/'&!'/,;!'/!1*.:)=!U,%'! &0)!1*'6$:&%d%)*7.:)%!'9!

6.99)*)/&!:'(1-/.)%!6')%!/'&!6.99)*!($:0!&'6-;>!%'!./!-!:'(1)&.&.7)!@'*,6!&0)!'/,;!

@-;! &'! A)! %$::)%%9$,! .%! &'! ?/'@! &0)! :$%&'()*%! A)&)*! -/6! &'! 1*'6$:)! '/)C&'C'/)!

1*'6$:&%d%)*7.:)%!9'*!&0)(=!

! Increased customer retention and loyalty:!

H#$%&'()*! %&-;! ,'/3)*>! A$;! ('*)>! :'/&-:&! &0)! :'(1-/;! 9'*! &0).*! *)G$.*)()/&%!

4@0.:0! ./:*)-%)%! &0)! A'/6./3! *),-&.'/%0.15! -/6! A$;!('*)! 9*)G$)/&,;=!F0)!#+2>!

&0)*)9'*)>! ./:*)-%)%! &0)! '11'*&$/.&;! -/6! -::'(1,.%0()/&! '9! *)-,! ,.9)&.()! 7-,$)=I!

4K@.9&>! JMM">! 1=! JZ5! e'/3! &)*(! *),-&.'/%0.1%! &0-&! -*)! :,'%)! -/6! :'(1,)B! -*)!

)%&-A,.%0)6!./!-/!)99'*&! &'!3-./!:'(1)&.&.7)!-67-/&-3)! !A):-$%)! &0);!-*)!0-*6!9'*!

:'(1)&.&'*%!&'!$/6)*%&-/6>!.(.&-&)>!'*!%$11,-/&=!

! Evaluation of customer profitability: 

Q;!$%./3!#+2>! &0)!:'(1-/;!:-/!)-%.,;!(-?)!%)3()/&-&.'/%!-/6! &0.%!A*./3%! &0)!

?/'@,)63)!'9! &0)! 1*'9.&-A,)! :$%&'()*%>! &0)! /))6! 9'*! :0-/3)%! 9*'(! ,'@d/'!1*'9.&!

&0*'$30! :*'%%C%),,./3d$1C%),,./3! 9'*! %'()! :$%&'()*%c!@0.:0! :$%&'()*%!(.30&! /'&!

)7)*! A):'()! 1*'9.&-A,)c! @0.:0! :$%&'()*%! %0'$,6! A)! (-/-3)6! A;! )B&)*/-,!
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:0-//),%c!-/6!@0.:0!:$%&'()*%!6*.7)!9$&$*)!A$%./)%%=!D&!1*)7)/&%!'7)*%1)/6./3!'/!

,'@C7-,$)!:$%&'()*%!'*!$/6)*C%1)/6./3!'/!0.30C7-,$)!'/)%=!

! Easy connection of sales, marketing and Internet operations: 

W.&0! &0)! 0),1! '9! #+2! -:&.7.&.)%>! &0)! ?/'@,)63)! '9! &0)! :$%&'()*! @0.:0! :'()%!

9*'(! &0)! *),-&.'/%0.1! -&! &*-6.&.'/-,! %-,)%! :0-//),%! 49-:)C&'9-:)>! &),)10'/)5>! -/6!

-,%'!-&!-,&)*/-&.7)%!%-,)%!:0-//),%!4!:-,,!:)/&)*>!@)A!%.&)>!)C(-.,5!:-/!A)!-/-,;%)6!

-%! -! &'&-,>! -/6! %'! &0)! :'(1-/;! :-/! *)-:0! -!(-B.($(! :$%&'()*! ?/'@,)63)! -/6!

*),-&.'/%0.1=!

! New products by the results of relationship with the customers: 

+),-&.'/%0.1! @.&0! )7)*;! :$%&'()*! :-/! A*./3! .(1*'7)()/&%! '/! &0)! 1*'6$:&%! -/6!

1)*0-1%!/)@!1*'6$:&%!A;!&0)!:$%&'()*O%!/))6%=!F0)!:'(1-/;!())&%!&0)!/))6%!'9!

&0)!:$%&'()*%!A)9'*)!.&%!:'(1)&.&'*%!A;!$%./3!#+2!&):0/.G$)%=!

!

1.10 CRM Technology 

#+2!&):0/','3;>!@0.:0!@.,,!A)!$%)6!A;!-!:'(1-/;!&0-&!0-%!6):.6)6!&'!-11,;!#+2>!

:-/!A)!-/-,;%)6!$/6)*!&0*))!(-./!:,-%%)%N!4)*1:*(=:'(5!

! Operational CRM: F0.%!.%!&0)!9.*%&!:-&)3'*;!*)()(A)*)6!@0.:0!.%!6)9./)6!-%!

-/!-$&'(-&.'/!%;%&)(!&0-&!0),1%! &'!%))! &0)!:$%&'()*!:'/&-:&!1'./&%>!:0-//),%!

-/6!@'*?!1*':)%%)%!-%!-!@0',)=!K$11,;!:0-./!(-/-3)()/&>!1'%&%-,)%!%)*7.:)>!

(-*?)&./3!-$&'(-&.'/>!%-,)%!-$&'(-&.'/!-/6!('A.,)!%-,)%!-*)!./:,$6)6!./!&0.%!

:-&)3'*;=!

! Analytical CRM:! !&! :'/&-./%!A$.,6./3! -/! -/-,;%.%! %;%&)(!'/! &0)!'1)*-&.'/-,!

%;&)(!-/6!A;!&0.%!@-;!6.%:'7)*./3!&0)!1'&)/&.'/!:$%&'()*%>!%)3()/&-&.'/>!-/6!

3.7./3! '/)C&'C'/)! (-*?)&./3! %)*7.:)%=! U&! &0)! 9'*(-&.'/! '9! (-*?)&./3! -/6!

:'(1-/;! %&*-&)3.)%>! -/-,;%./3! 6-&-! :'**):&,;! .%! 7)*;! .(1'*&-/&=! 2-*?)&./3>!
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-/-,;%.%!'9!%-,)%!-/6!%)*7.:)!'1)*-&.'/%!-/6!:$%&'()*!A)0-7.'*!&;1)>!:$%&'()*!

7-,$)!-/6!:$%&'()*!1'*&9',.'!-/-,;%.%!-*)!.:,$6)6!./!&0.%!:-&)3'*;=!

! Collaborative CRM/Connection points management:! &0)%)! -*)! &0)!

9$/:&.'/%! &0-&! -*)! A$.,&! '/! &0)! ,'3.:! '9! 6)&-.,./3! %1):.-,! %)*7.:)%! 9'*! &0)!

:$%&'()*%! ('*)! A;! %0-*./3! &0)! 6-&-! '9! :$%&'()*%! @.&0! &0)! @'*?! 1-*&/)*%>!

:0-//),! -/6! %$11,.)*%=! g.*):&! :'//):&.'/>! &),)10'/)! 4:-,,! :)/&)*5>! @)A! -/6!

,)&&)*d9-B!-*)!./:,$6)6!./!&0.%!:-&)3'*;=!
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1.11 CRM Implementation Model 

!

Figure 1.5 ACRM implementation model 

Source: Steven and Gray, 2004 

 

1.12 The Application Steps Of CRM 

F0)! :'(1-/;! &*.)%! &'! 9.3$*)! '$&! &0)! :$%&'()*! 1*'9.,)%>! @0.:0! -*)! &0)! ('%&!

1*'9.&-A,)>! -/6! &'! 3)&! -,,! '9! &0)! ?/'@,)63)! -A'$&! &0)%)! 1*'9.&-A,)! :$%&'()*%! A;!

-11,.:-&.'/!'9!#+2=!D/!&0.%!@-;>!&0)%)!:$%&'()*%!@.,,!A)!?)1&!./!*)%)*7)=!

U&! &0)! 1,-//./3! 1*':)%%! ./! -! :'(1-/;>! @0.:0! 6):.6)6! &'! -11,;! #+2! %&*-&)3;>!

&0)*)!-*)!9'$*!%&-3)%N!4@@@='/)&''/)=:'(5!

1. D6)/&.9;./3!&0)!:$%&'()*%!'9!&0)!:'(1-/;!

2. g.99)*)/&.-&./3!&0)!:$%&'()*%!

3. D/&)*-:&./3!@.&0!&0)!:$%&'()*%!
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4. #$%&'(.<./3! &0)! 1*'6$:&%d%)*7.:)%! '9! &0)! :'(1-/;! -::'*6./3! &'! .&%!

:$%&'()*%!

 

1.12.1 Identifying The Customers Of The Company 

['*!&*)-&./3!6.99)*)/&!:$%&'()*%!6.99)*)/&,;>!9.*%&,;!-!:'(1-/;!%0'$,6!$/6)*%&-/6!@0'!

.&%!:$%&'()*%!-*)!-/6!)%&-A,.%0!&0)!.6)/&.&.)%!'9!.&%!:$%&'()*%=!I#$%&'()*!.6)/&.&;!6-&-I!

.%!9'*()6!'9!&0)!6-&->!@0.:0!0),1!&'!6.99)*)/&.-&)!'/)!:$%&'()*!9*'(!-/'&0)*>!&*-:)!&0)!

*),-&.'/%0.1! '9! &0)! :'(1-/;! @.&0! &0-&! :$%&'()*! ./! &.()! '*3! .7)! &0)! :'(1-/;! -!

1'%%.A.,.&;!9'*!:'/&-:&./3! &0-&!:$%&'()*!'/)C&'C'/)! ./! &0)!9$&$*)=!S)*)>! &0)*)!-*)! &@'!

1'./&%!&0-&!%0'$,6!/'&!A)!9'*3'&&)/N!4V!*!(>!JMM"5!

! F0)!/))6%!-/6!-11*):.-&.'/%!'9!&0)!:$%&'()*%!:-/!:0-/3)=!

! U&! )7)*;! %0'11./3>! &0)! :'(1-/;! :-/! ,)-*/! -! /)@! &0./3! -A'$&! &0)! :$%&'()*>!

@0.:0!.&!6.6!/'&!?/'@!A)9'*)=!

!

F0)*)9'*)>!-!6;/-(.:!%;%&)(>!@0.:0!@.,,!.6)/&.9;!&0)!:$%&'()*%!-%!H./6.7.6$-,%I!'*!-%!

H1)*%'/I!-&!)7)*;!1*':)%%>!&0-&!.%!6'/)!@.&0!&0)(>!%0'$,6!A)!9'*()6!-&!&0)!:'(1-/;=!

F0.%! %;%&)(O%! ('%&! .(1'*&-/&! 1'./&! .%! 'A&-././3! 6-&-=! F0)! ('%&! $%)6! @-;! 9'*!

'A&-././3!:$%&'(-*!!6-&-!.%!$%./3!%(-*&!:-*6%!4'*!-,%'!/-()6!-%!,';-,&;!:-*6%5!-/6!6-&-!

@-*)0'$%)%=!

!

1.12.1.1 The Role Of Smart Cards In Identifying The Custtomers Of A  

Company!

b/)! '9! &0)! (-8'*! 1*'A,)(%! ! '9! %$::)%%9$,! .(1,)()/&-&.'/! '9! #+2! .%! *)-:0./3!

:$%&'()*!6-&-=!F0)!.6)-!'9!&0)!%./3,)!7.)@!'9!&0)!:$%&'()*>!%'!-&&*-:&.7)!./!&0)'*;>.%!
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7)*;!!0-*6!&'!-:0.)7)!./!1*-&.:)=!K(-*&!:-*6%!-*)!A)%&!9'*!3)&&./3!:$%&'()*!!?/'@,)63)!

&'!$%)!./!&0)!6-&-A-%)%=!

!

K(-*&!:-*6!!&):0/','3;!9'*!:$%&'()*!(-/-3)()/&!.%!6)9./)6!-%!&):0/','3;!&0-&!-,,'@%!

-! %./3,)! :-*6! &'! A)! $%)6! 9'*! -! 7-*.)&;! '9! -11,.:-&.'/%=! F0)%)! -11,.:-&.'/%! ! :-/! A)!

4['%%_K&'/)>!JMM">11=JT]CJ\]5!

!

! #$%&'()*! ,';-,&;N! F0.%! (-;! A)! A;! '/)! :'(1-/;! '*! %)7)*-,>! ).&0)*! @'*?./3!

:,'%),;!'*!%)1-*-&),;!-%!-!1-*&!'9!&0)!:-*6O%!,';-,&;!%:0)()=!!

! 2'*)! -::$*-&)! :$%&'()*! .6)/&.9.:-&.'/! 9'*!(-*?)&./3! 1$*1'%)%=! 4['*! )B-(1,)!

:$%&'()*!&-*3)&./3!)&:=5!

! 2'*)! -::$*-&)! :$%&'()*! .6)/&.9.:-&.'/! 9'*! 7-,.6-&.'/! 1$*1'%)%=! F0.%! ./:,$6)%!

.6)/&.9.:-&.'/!-%!&0)!:$%&'()*!$%)%!6.99)*)/&!:0-//),%!!&'%!0'1=!

! e':-,!:$%&'()*!6-&-!%&'*-3)>!1-*&.:$,-*,;!@0)/!&0)!:$%&'()*!(-;!./&)*-:&!@.&0!

&0)!:'(1-/;!./!(-/;!6.99)*)/&!1,-:)%!-/6d'*!(-/;!:0-//),%=!

!

!

D/! '&0)*!@'*6%>! -! ,';-,&;! :-*6! .%! 1*.(-*.,;! -/! ./9'*(-&.'/! :-*6! 9*'(!@0.:0! 9',,'@%!

A)&)*!6):.%.'/C(-?./3!./!A'&0!(-*?)&./3!-/6!:'%&C*)6$:&.'/=!F@'!(-8'*!*)&-.,)*%!4'/)!

./!R$*'1)!-/6!'/)!./!&0)!PK5!&',6>!'/!%)1-*-&)!'::-%.'/%>!&0-&!&0)!(-8'*!A)/)9.:.-*;!'9!

&0).*! ,';-,&;!:-*6!1*'3*-(%!@-%!/'&! &0)/C(-*?)&./3!6)1-*&()/&%!A$&! &0).*! *)-,!)%&-&)!

6)1-*&()/&%=! F0)! ./9'*(-&.'/! 3)/)*-&)6! A;)! &0).*! :$%&'()*! :-*6%! %0'@)6! &0)(>! 9'*!

)B-(1,)>!/'&! 8$%&!0'@!9-*!:$%&'()*%O! %1)/6./3!:0-/3)6!-%! &0)!6.%&-/:)!7-*.)6=!F0.%!

@-%!'9!!%.3/.9.:-/&!A)/)9.&!&'!&0)(!-%!&0);!)7-,$-&)6!/)@!%&'*)!%.&)%=4W'',9>!JMMJ5 

!
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1.12.1.2 The Way To Store The Data: Data Warehouses 

!

U9&)*!:',,):&./3!&0)!6-&->!'9!:'$*%)!&0)/!:'()%!-/-,;%./3!&0.%!6-&->!@0.:0!.%!1'%%.A,)!

A;!&0)!0),1!'9!6-&-!@-*)0'$%)%=! D(1*'7)()/&%!-/6!.//'7-&.'/%! ./! &):0/','3;>!-!?);!

)/-A,)*!'9!:$%&'()*!6-&-!:',,):&.'/>!0-7)!1*'7.6)6!'*3-/.%-&.'/%!@.&0! &0)!-"-A);,.&;!

&'!%&'*)>!%0-*)>!-/-,;%)!-/6! &*-/%9)*!7-%&!-('$/&%!'9!6-&-!-&! ,'@!:'%&=!X*'@&0! ./! &0)!

$%)!'9! %'10.%&.:-&)6!6-&-!@-*)0'$%)%! -/6!6-&-!(././3! %'9&@-*)! -11,.:-&.'/%!(-?)! .&!

1'%%.A,)!9'*!:'(1-/.)%!&'!-/-,;%)!:$%&'()*%O!A)0-7.'*-,!1-&&)*/%>!./6.7.6$-,!,)7),%!'9!

1*'9.&-A.,.&;!-/6!&0)!,.9)&.()!7-,$)!'9!&0).*!:$%&'(=!

!

#'(1-/.)%!:-/!/'@!:'(1-&)!!./!-!&'&-,,;!/)@!@-;!@.&0!&0)!0),1!'9!/)@!&):0/','3;>!

)%1):.-,,;!6-&-A-%)!&):0/','3;>!)=3=!:$%&'(.<./3!1*'6$:&%!9'*!./6.7.6$-,!:$%&'()*%!'*!

1)*%'/-,.<./3!6.-,'3$)%!@.&0!&0)!:'/%$()*=!f)*;!6)&-.,)6!6-&-!.%!&0)!?);!'9!%$::)%%!./!

&0)! /)@! @'*,6! -/6! &0)! ('*)! &0)! :'(1-/;! ?/'@%! -A'$&! .&%! :$%&'()*%>! &0)! ('*)!

1*'9.&-A.,.&;!.&!*)-:0)%=!

!

HF0)!6-&-!@-*)0'$%)!'99)*%!;'$!&0)!'11'*&$/.&;! &'!:'(A./)! &0)!(-%%.7)!-('$/&%!'9!

./9'*(-&.'/>! @.&0! :-(1-.3/!(-/-3)()/&>! -,'/3! @.&0! 6-&-! (././3! &'',%! &'! .(1*'7)!

;'$*!*)%1'/%)!*-&)%=I!4K@.9&>!JMM">!1=Y"5!

!

U::'*6./3!&'!-!%&$6;!(-6)!A;!&0)!D/&)*/-&.'/-,!g-&-!#'*1'*-&.'/!4Dg#5!./!"]]`=I!F0)!

-7)*-3)! *)&$*/! '/! ./7)%&()/&>! 9*'(! -! %&$6;! '9! `J! 6-&-!@-*)0'$%)%! .(1,)()/&)6! ./!

E'*&0! U()*.:->! .%! -11*'B.(-&),;! YM"j! *)&$*/! '/! ./7)%&()/&! ./! &0)! 9.*%&! JCT! ;)-*%!

-9&)*! .(1,)()/&-&.'/=I! U,%'! -::'*6./3! &'! -/'&0)*! %&$6;>! (-6)! A;! &0)! E#+!

#'*1'*-&.'/>! ('*)! &0-/! JM! 6-&-! @-*)0'$%)%! ./! &0)! *)&-.,! ./6$%&*;! -&&-./)6!
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-11*'B.(-&),;! TMMC"MMMj! *)&$*/! '/! ./7)%&()/&! @-%! *)-,.<)6! ./! ,)%%! &0-/! J! ;)-*%=!

4K@.9&>!JMM">!1=J\5!

!

F0)!6-&-!@-*)0'$%)!%0'$,6!1*)1-*)! ./9*-%&*$:&$*)!/'&!'/,;! 9'*!K&-/6-*6!-/-,;%.%!A$&!

-,%'! 9'*! .(()6.-&)! 1)*%'/-,! -/-,;%.%=! D&! %0'$,6! A)! $%)6! 9'*! (-/;! (-/-3)*.-,! 1!

6):.%.'/C(-?./3>! (-*?)&./3! -/-,;%.%>! :$%&'()*! *),-&.'/%0.1! 1$*1'%)%=! F0)*)9'*)! .&!

%0'$,6!A)!$%)6!A;!-,,!'9!&0)!:'(1-/;!@'*?)*%=!D/!'&0)*!@'*6%>!&0)*)!%0'$,6!/'&!A)!-/;!

'A%&-:,)!./!-,,!)(1,';))O%!U::)%%!&'!&0)!6-&-!./!&0)!:'(1-/;=!F0)!6-&-!@-*)0'$%)%!-*)!

&0)!%;%&)(%!./!@0.:0!&0)!6-&-!'9!&0)!:'(1-/;!-*)!A*'$30&!&'3)&0)*!-/6!-*)!$%)6!-%!-!

&'&-,!&'!*)-:0!-!*)%$,&=!

!

U!6-&-!@-*)0'$%)!.%!*)G$.*)6!&'!6'!&0)!9',,'@./3N!4K@.9&>!JMM"5!

1. D&!($%&!0',6!,'&%!'9!6)&-.,)6!6-&-N!R7)*;!&*-/%-:&.'/!(-6)!9'*!A$%./)%%>!)7)*;!10'/)!

:-,,! 4./:,$6./3! &0)!'/)%! &0-&!-*)! !(-6)! &'! &0)!0),1!6)%?5>!)7)*;!1$*:0-%)>!)7)*;!A.,,>!

)7)*;!:'(1,-./&!-/6!()%%-3)!'9!&0-/?%=!

2. D&! .%! :'/&./$-,.;! A)./3! ! $16-&)6!@.&0! A$%./)%%! -/6!(-*?)&./3! &*-/%-:&.'/%=! F0)%)!

$16-&)%!%0'$,6!A)!6'/)!/)-*,;!)7)*;!6-;>!.%!9-:&!6-.,;!$16-&)!.%!&''!%.'@=!

3. F0)!6-&-!@-*)0'$%)!.%!$%)6!A;!)7)*;!6)1-*&()/&!./!&0)!:'(1-/;!

4. F0)! %;%&)(! ($%&! A)! -7-.,-A,)! 9'*! $%)! -&! -,,! &.()%! -/6! -.%'! .&! %0'$,6! A)! $%)6!

:'(1,)&),;!A;!)7)*;!6)1-*&()/&!./!&0)!:'(1-/;=!

5. D&!%0'$,6!A)!%):$*)=!

!

!

!

!
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1.12.1.2.1 The Relationship Between The Data Warehouse And Source Systems 

 

D&!.%!$%)9$,!&'!6.%&./3$.%0!9.7)!&;1)%!'9!6-&-A-%)%!@0.:0!0',6!(-*?)&./3!6-&->!-%!%0'@/!

./!F-A,)!"="=!F0)%)!6.99)*)/&!!6-&-A-%)%!*)G$.*)!6.99)*)/&!&;1)%!'9!!6-&-A-%)!%'9&@-*)!&'!

(-/-3)!&0)(=!F0.%!.%!6$)!&'!&0)!6.99)*)/&!*)G$.*)()/&%!'9!)-:0!'9!!&0)(!9'*!%):$*.&;>!

A-:?C$1>!-$6.&./3>!./&)*-:&.7)!-/6!A-&:0!1)*9'*(-/:)=!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!
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F-A,)!"="!g)9./.&.'/!b9!g-&-A-%)!F;1)%!

!

K'$*:)N![''%!U/6!K&'/)>!JMM"c!Z"CZJ!
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1.12.1.2.2 Data Mining!

g-&-!(././3!.%!&0)!&):0/.G$)!'9!!%)-*:0./3!*),-&.'/%0.1%!-/6!*$,)%>!@0.:0!@.,,!0),1!&0)!

:'(1-/;!&'!)%&.(-&)!9*'(!-!7)*;!0$3)!-('$/&!'9!6-&-=!F0)!A-%.:!!1'./&!.%!$%./3!&0)!

*)%$,&%! -/6! )B1)*.)/:)%! &0-&! -11)-*)6! ./! %.(.,-*! %.&$-&.'/%>! -/6! &0)/>! 1*)1-*./3! &*$)!

-/6! %$::)%%9$,!6):.%.'/%! ! 9'*! &0)! 9$&$*)=! D9! .&! .%! &0'$30&! &0-&! &0)! 9$&$*)! .%! /)-*,;! &0)!

%-()!@.&0>! &0)!1-%&>! &0)!*)%$,&%! &0-&!-*)!'A&-./)6!9*'(!&0)!1-%&!@.,,!A)!:$**)/&! ./!&0)!

9$&$*)! -,%'! -/6! @.,,! 0),1! &0)! :'(1-/;! &'! 6):.6)! :'**):&,;=! Q$&! .&! %0'$,6! /'&! A)!

9'*3'&&)/!&0-&!&0)!(-*?)&!:'/6.&.'/%!-*)!:0-/3)-A,)=!

!

1.l2.1.2.2.1 Myths  About Data Mining  

F0)*)!-*)!(-/;!(;&0%!-A'$&!6-&-!(././3>!b/)!.%!&0-&!.&!.%!$/.(1'*&-/&>!A):-$%)!.&!.%!

8$%&! *$//./3!-!9)@!'99C&0)C%0),9! &'',%=! D/!9-:&! 9*'(!&0.%!1'./&>! .&! .%!A$%./)%%C-%C$%$-,>!

A):-$%)!.&!.%N!4!['%%_K&'/)>JMM">11=^MC^"5!

!

! h$%&!)B1,'*-&.'/!

! K.(1,)!$%)!'9!'99C&0)C%0),9!1-:?-3)%!

! 2)*),;!9-/:;!3*-10.:-,!$%)*C./&)*9-:)!&'',%!

!

U/'&0)*!(;&0!.%!&0-&!6-&-!(././3!.%!&0)!-/%@)*!&'!-!(-.6)/O%!1*-;)*>!A):-$%)!.&!@.,,!

$/,':?! )7)*;&0./3! -! :'(1-/;! /))6%! &'! ?/'@=! U::'*6./3! &'! &0.%! 7.)@>! .&! .%N!

4['%%_K&'/)>!JMM,>!11>!^MC^"5!

!

! F0)!@-;!&'!*$/!&0)!@0',)!A$%./)%%!

! F0)!*)-%'/!-!:'(1-/;!%0'$,6!./%&-,,!-!6-&-!@-*)0'$%)!

! F0)!%./3,)!9-:&'*!&0-&!!@.,,!3.7)!-!:'(1)&.&.7)!)63)!
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!

1.12.1.2.2.2 Areas That Data Mining Is Used At!

g-&-!(././3!:-/!A)!$%)6! ./!(-/;!-*)-%! %$:0!-%!A-/?./3>! &),):'(($/.:-&.'/!-/6!)C

:'(()*:)=! K'()! '9! &0)! )B-(1,)%! &0-&! 6-&-! (././3! .%! $%)6>! -*)! A),'@N!

4b?&-;>JMMJ=11=YC]5!

!

!

1. Marketing Activities 

! #*)-&./3! :*'%%C%),,./3! -:&.7.&.)%! &0-&! :-/! /'&! A)! 3$)%%)6! A)9'*)! A;! -/-,;%./3!

&0)!1*'6$:&%!&0-&!-*)!%',6!&'3)&0)*!-/6!(-?./3!1'%.&.7)!'*!/)3-&.7)!:'**),-&.'/%!

A)&@))/!&0)(=!['*!)B-(1,)!HTM!1)*:)/&!'9!&0)!:$%&'()*%!@0'!A$;!/-11.)%!A$;!

A))*=I! D,,$%&*-&)%! -! *),-&.'/%0.1! &0-&! :-/! !/'&!A)!3$)%%)6!'*!?/'@/=! D&! :-/!A)!

3$)%%)6!&0-&!&0)!:$%&'()*%!@0'!A$;!A))*>!-,%'!A$;!:0.1%=!Q$&!'/,;!6-&-!(././3!

A*./3%!&'!,.30&!&0)!9-:&!&0-&!&0)*)!.%!-!*),-&.'/%0.1!A)&@))/!/-11.)%!-/6!A))*=!

!

! L*)%)/&./3! &0)! *.30&! 1*'6$:&! &'! &0)! *.30&! :$%&'()*%! '*! -/-,;%./3! &0)! .6)-,!

:$%&'()*!1*'9.,)!9'*!-!1*'6$:&=!['*!)B-(1,)!&0)!9-:&!&0-&!Hk'$/3!@'()/!A$;!

%(-,,!:-*%c!',6!-/6! *.:0!()/!A$;!A.3!-/6! ,$B$*;!:-*%=I!2)-/%>! &0)!:-*!%),,)*!

@.,,! (-?)! -! :'**):&! (-*?)&./3! A;! 3.7./3! -67)*&.%)()/&%! '9! %(-,,! :-*%! &'! -!

(-3-<./)!@0.:0!;'$/3!@'()/!*)-6=!

!

! g)7),'1./3! &0)! *.30&! %)3()/&-&.'/! 9'*! 1*'('&.'/%! -/6! :-(1-.3/%=! ['*!

)B-(1,)>! -/! -.*@-;! :'(1-/;! -&! &0)! P/.&)6! K&-&)%! -/-,;%)6! &0)! 6-&-! '9! ! J`!

(.,,.'/!:$%&'()*%!@0'! 9*)G$)/&,;! 9,;>! -/6!(-6)! %'()!(-*?)&./3!:-(1-.3/%=!

Q;!&0.%!@-;!&0);!0-6!-!6):*)-%)!'9!!"MM!(.,,.'/!6',,-*%!./!&0).*!:'%&%=!
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!

2. Forgery fixation:!

! g)7),'1./3! &0)! 1*'9.,)%! '9! &0)! :$%&'()*%! @0'! 0-7)! -! A.3! '*! %(-,,! *.%?! '9!

(-?./3!9'*3)*;=!W.&0!&0)!0),1!'9! &0.%!6-&->! &0)! ./%$*-/:)!:'(1-/;!:-/!(-?)!

(-*?)&./3! :-(1-.3/%! @0.:0! -67)*&.%)%! &0)! 6):*)-%)! ./! 1*.:)%! &'! &0)! 1)'1,)!

@0'!&0)!:'(1-/;!6.%:'7)*)6!&'!0-7)!-!,'@!,'%%!*.%?!./!-!:)*&-./!*)3.'/!'*!-3)!

3*'$1>! '*! &0)! :'(1-/;! :-/! 6):.6)! &'! ./:*)-%)! &0)! 1*.:)%! -&! &0)! *)3.'/%! '*!

3*'$1%!-/6!6):*)-%)!&0)!(-*?)&./3!@'*?=!

!

! R%&-A,.%0./3! &0)! :$%&'()*%! @0'! -:&! $//-&$*-,=! ['*! )B-(1,)>! :'/&-:&./3! &0)!

:$%&'()*O%! A-/?! -/6! -/-,;%./3! &0)! :*)6.&! :-*6! 6-&-! '9! ! &0)! :$%&'()*! 9'*! &0)!

$//-&$*-,!%1)/6./3!A)0-7.'*!@.,,!1*'&):&!&0)!:'(1-/;!9*'(!1'%%.A,)!6-(-3)%=!

!

3. Risk management:!

! Q;!-/-,;%./3!&0)!6-&-!'9!&0)!:$%&'()*!&'!@0'(!-!@-%!3.7)/!./!&0)!1-%&>!9./6./3!

'$&!&0)!1*'9.,)%!'9!&0)!:$%&'()*%!@.&0!'*!@.&0'$&!*.%?%=!['*!)B-(1,)>!H&0)!()/!

@0'!0-7)!-!0'$%)>!@'*?!-&! &0)!%-()!1,-:)!9'*! !'7)*!9.7)!;)-*%>!1-.6! &0)!1-%&!

:*)6.&%! $/6)*! -! ('/&0>! 0-7)! -! :*)6.&! *.%?! '9! ! "^! 1)*:)/&I! *)%$,&>! 0),1%! &0)!

:'(1-/;! &'! )/6! '$&! &0)! *.%?! @0.:)! &0)! :'(1-/;! &-?)%! A;! -/-,;%./3! &0)!

1)*%'/),!9./-/:.-,!&*$%&@'*&0./)%%!'9!&0)!1)*%'/!@0'!-11,.)6!9'*!:*)6.&!

!

4. Production, prizing and distribution: 

! L*'6$:./3!&0)!-11*'1*.-&)!1*'6$:&!!-::'*6./3!&'!&0)!1*'9.,)!-/6!A$;./3!-:&%!'9!

&0)!1'%%.A,)!:$%&'()*!-/6!1*.<./3!-!1*'6$:&!['*!)B-(1,)>! &0)!:'(1-/.)%!:-/!



! Y"

-/-,;%)!1-:?./3!-/6!1*.<)!'1&.'/%!-/6!9./6!'$&!@0.:0!'9!&0)(!-*)!-&&*-:&.7)!9'*!

&0)!:$%&'()*!-/6!-,%'!1*'9.&-A,)!9'*!&0)!:'(1-/;= 

!

1.12.2 Differentiating The Customers 

U&!&0)!%):'/6!%&-3)!'9!#+2>!&0)!A-%.:!('7)()/&!1'./&! .%!H$/6)*%&-/6./3!&0)!/))6%!

-/6!@-/&%!'9!6.99)*)/&!:$%&'()*%!'9! &0)!:'(1-/;I=!F0)!&0./3!&0-&!%0'$,6!A)!6'/)!-&!

&0.%! %&-3)! .%! :,-%%.9;./3! &0)! :$%&'()*%! '9! &0)! :'(1-/;! -::'*6./3! &'! &0).*! 7-,$)! -/6!

6.99)*)/&.-&./3!&0)(!9*'(!&0)!'&0)*%!-::'*6./3!&'!&0).*!/))6%=!#$%&'()*!6.99)*)/&.-&./3!

.%!&0)!('%&!.(1'*&-/&!1-*&!'9!#+2!-11,.:-&.'/%=!4V!*!(=JMM"5!

!

K)3()/&-&.'/! .%! 6.7.6./3! :$%&'()*%! ./&'! 3*'$1%>!@0.:0! 0-7)! %.(.,-*! :0-*-:&)*.%&.:%=!

Q;! :-&)3'*.<./3! :$%&'()*%! ./&'! ,.?)! 3*'$1%>! ! &0)! '*3-/.%-&.'/! .%! -A,)! &'! .6)/&.9;! &0)!

:$%&'()*! /))6%! -%%':.-&)6! @.&0! )-:0! %)3()/&! A)&)*=! b/:)! &0)! :$%&'()*%! /))6%! -*)!

?/'7/!.&!.%!($:0!)-%.)*!&'!6)&)*(./)!@0-&!%)*7.:)%!-*)!/):)%%-*;!&'!)/0-/:)!6),.7)*;!

'9!:$%&'()*!:-*)!&'!-!@.6)!*-/3)!'9!:$%&'()*%=!4Q*'@/=JMMM=1="\5!

!

F0)!:$%&'()*%!6.99)*!./!&@'!1'./&%!9'*!-!:'(1-/;N!4V!*!(=JMM"5!

"= R7)*;!:$%&'()*!0-%!6.99)*)/&!7-,$)!9'*!-!:'(1-/;=!

J= R7)*;!:$%&'()*!0-%!6.99)*)/&!/))6%!-/6!@-/&%!9*'(!&0)!:'(1-/;=!

!

F0)*)9'*)!%)3()/&&.'/!'9!&0)!:$%&'()*%!%0',6!6)7),'1!,.?)!&0.%N!4V!*!(=JMM,!5!

"= U**-/3./3!&0)!:$%&'()*%!-::'*6./3!&'!&0)!&0).*!7-,$)!

J= g.99)*)/&.-&./3!&0)(!-::'*6./3!&'!&0).*!/))6%!

!!!!!!!!
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F0)!:'(1-/;! %0'$,6!?/'@! &0)! %&-&)!'9! .&%! :$%&'()*%! ,';-,&;!-/6!1*'9.&-A.,.&;! -&! &0)!

8'$*/);! '9! .&%! #+2=! D/! '*6)*! &'! -:0.)7)! &0.%>! :'(1-/;! :-/! &-*3)&! .&%! 6.-,'3! -/6!!

9$*&0)*!&0)!6)7),'1()/&!'9!,';-,&;!-/6!,.9)&.()!7-,$)!9'*!./6.7.6$-,!:$%&'()*%!-%!@),%!

-%!9'*!&0)!@0',)!:$%&'()*!1'*&9',.'=!

!

F0)*)! -*)! 9'$*! A-%.:! %.&$-&.'/%! ./! -! :$%&'()*! *),-&.'/%0.1>! @0.:)! -*)! 6)9./)6! A;!!

Q*'@/N!4Q*'@/=JMMM=1=`Y5 

 

1. The customer is loyal and profitable:! F0)! :'(1-/;! %0'$,6! ! 9':$%! '/!

6))1)/./3!&0)!*),-&.'/%0.1>!%&*)/3&0)/./3!,';-,&;!-/6!'1&.(.%./3!1*'9.&-A.,*&;!

&0*'$30!!:*'%%C%),,./3!-/6!$1C%),,./3=!

2. The customer is loyal but unprofitable:F0)! :'(1-/;! %0'$,6! (-./&-./!

*),-&.'/%0.1! -/6! %):$*)! ,';-,&;! A):-$%)! &0)! :$%&'()*! (-;! %&.,! A):'()!

1*'9.&-A,)!&0*'$30!:*'%%C%),,./3!-/6!$1C%),,./3=!D9!/'&>!&0)!:$%&'()*!%0'$,6!A)!

6*'11)6!&'!&0)!:'(1)&.&'*=!

3. The customer is profitable but not loyal:! F0)! :'(1-/;! %0'$,6! 9':$%! '/!

%&*)/3&0)/./3!&0)!*),-&.'/%0.1!-/6!A$.,6./3!&0)!,';-,&;=!

4. The customer is not loyal and unprofitable:! D&! .%! 1*'A-A,;! @'*&0!

:'/%.6)*./3!9'*!&0)!:'(1-/;!&'!3.7)!&0)!:$%&'()*!&'!&0)!:'(1)&.&'*=!!

!

g'/! L)11)*%! :,-%%.9.)%! :$%&'()*%! ./&'! T! 3*'$1%! -::'*6./3! &'! &0).*! 7-,$)=! F0.%! .%!

-/'&0)*!@-;>!-,%'!%.(.,-*!&'!Q*'@/O%!:,-%%.9.:-&.'/>!9'*!:,-%%.9;./3!&0)!:$%&'()*%!'9!-!

:'(1-/;N!4L)11)*%=JMMJ5!

!
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"= Most Valuable Customers: F0)%)!:-/!A)!:-,,)6!H:*-(!6)!,-!:*)-(I!-/6!&0);!

-*)!&0)!('%&!7-,$-A,)!:$%&'()*%!9'*!-!:'(1-/;=!F0)!,';-,&;!'9!&0)%)!:$%&'()*%!

.%! *)-,,;! .(1'*&-/&! -/6! *)&)/&.'/! '9! &0)(! %0'$,6! A)! -! :'(1-/;O%! ('%&!

.(1'*&-/&!8'1=!

J= Most Growable Customers:!F0)%)!:$%&'()*%!0-7)!-!1'&)/&.-,!'9!3*'@&0=!

F0)!%&*-&)3.:!7-,$)!'9!&0)(!.%!0.30)*!&0-/!&0).*!)B.%&./3!7-,$)!-/6!*)&)/&.'/!'9!

&0)%)!:$%&'()*%!.%!-,%'!7)*;!.(1'*&-/&=!

T= Below Zero: F0).*! )B.%&./3! 7-,$)! .%! /)3-&.7)=! F0).*! :'%&! .%! 0.30)*! &0-/! &0)!

1*'9.&>!@0.:0!.%!'A&-./)6!A;!&0)!:'(1-/;=!F0)!A),'@!<)*'!3*'$1!'9!:$%&'()*%!

-*)!&0)!:$%&'()*%!@0'!:-/!/)7)*!A*./3!-!1*'9.&!&'!-!:'(1-/;=!

!

P/&.,! /'@>! &0)! %)3()/&-&.'/! '9! &0)! :$%&'()*%! .%! 6'/)! -::'*6./3! &'! &0).*! 7-,$)! '*!

,';-,&;=!F0)! %):'/6! .(1'*&-/&! 1'./&! -&! :,-%%.9;./3! &0)! :$%&'()*%! .%! :,-%%.9;./3! &0)(!

-::'*6./3!&'!&0).*!/))6%!-,%'=!4V!*!(=JMM"5!

!

F0)*)!-*)!&@'!3*'$1%!'9!/))6%N!4V!*!*(=JMM"5!

1. Group needs: F0)%)! -*)! &0)! 3)/)*-,! /))6%=D/! '&0)*! @'*6%>! '/)! :$%&'()*O%!

/))6%!-*)!&0)!%-()!-%!'&0)*!:$%&'()*O%!/))6%=!

2. Individual needs:!F0)%)!-*)!&0)!/))6%!&0-&!-*)!%1):.-,=!['*!)B-(1,)>!&0)!9,'*.%&!

:-/!%),,!('*)! ! 9,'@)*%! &'!-!:$%&'()*!@0'%)!('&0)*O%!A.*&06-;!6-&)! .%!?/'@/!

A;!&0)!9,'*.%&=!F0)!('*)!-!:'(1-/;!,)-(%!-A'$&!&0)!./6.7.6$-,!/))6%>!&0)!('*)!

.&!:-/!A)!%$::)%%9$,!-&!9'*(./3!./6.7.6$-,!(-*?)&./3!%&*-&)3.)%=!

!
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#$%&'()*!6.99)*)/&.-&./3!.%!&0)!('%&!.(1'*&-/&!#+2!-11,.:-&.'/!%&-3)>!-%!%-.6!A)9'*)=!

F0)*)9'*)>!)7)*;!:'(1-/;!%0'$,6!6'!&0)!%)3()/&-&.'/!-::'*6./3!&'!&0).*!!:$%&'()*O%!

/))6%!-/6!&0)!:'(1-/;O%!%&*-&)3.)%!-/6!-,%'!-/6!'&0)*!6.99)*)/&.-&.'/!:-&)3'*.)%=!

!!

1.12.3 Interacting With The Customers!!

U&!&0)!&0.*6!%&-3)!'9!#+2>!&0)*)!.%!./&)*-:&./3!@.&0!:$%&'()*%=!F0)!./&)*-:&./3!()-/%!

:-,,! :)/&)*%=! D/&)*/)&! %.&)>! 6.*):&!(-.,>! ,.%&)/./3! &'! :$%&'()*! :'(1,-./&%! )&:=! D/! '&0)*!

@'*6%>!.&!.%!&0)!$%-3)!'9!)7)*;!:0-//),!&0-&!9'*(%!-!*),-&.'/%0.1!@.&0!&0)!:$%&'()*=!

!!!!!!!!

!F0)! -.(! '9! ./&)*-:&./3! @.&0! &0)! :$%&'()*! .%! 9'*(./3! -! &@'C%.6)6! 6.-,'3! @.&0! &0)!

:$%&'()*=!Q;!&0)!0),1!'9!&0.%!6.-,'3>!&0)!:'(1-/;!:-/!,)-*/!-!,'&!'9!%1):.-,!6-&-!-A'$&!

&0)!:$%&'()*!!-/6!9'*(!%1):.-,!1*'6$:&%d%)*7.:)%!9'*!&0)!:$%&'()*%=!F0.%!6-&-!:-/!0),1!

&0)!:'(1-/;!&'!*)-:0!&'!%$::)%%!./!&0)!:'(1)&.&.7)!@'*,6=!4V!*!(=JMM"5!

!

He)-*/./3! *),-&.'/%0.1I! .%! &0)! ?);! 1'./&! ./!#+2=!F0.%! ,)-*/./3! *),-&.'/%0.1! :-/! A)!

'A&-./)6!A;!6.-,'3=!Q;!6.-,'3>!-!:'(1-/;!:-/!&$*/!&0)!6-&-!-A'$&!&0)!:$%&'()*%!/))6%!

-/6!@-/&%!./&'!$%)9$,!6-&-=!4V!*!*(=JMM,5!

!

U/! .(1'*&-/&! 1'./&! 9'*! ./&)*-:&./3! .%! $%./3! &0)! :0-//),%>!@0.:0! 0),1! &'! :'/&-:&! &0)!

:$%&'()*%=! Q$.,6./3! &0)! :'(1-/;O%! '*3-/.%-&.'/! %&*$:&$*)! -::'*6./3! &'! $%)! &0)!

:0-//),%!1*'6$:&.7)!-/6!3.7./3!-/!)6$:-&.'/!&'!&0)!)(1,';))%!'9!&0)!:'(1-/;!9'*!&0)!

$%-3)!'9!&0)%)!:0-//),%!-*)!-,%'!7)*;!.(1'*&-/&=!

!

b/)!'9! &0)! ./&)*-:&./3! :0-//),%! .%! :-,,! :)/&)*=!F0)! ),)()/&%! 9'*! 0-7./3! -! %$::)%%9$,!

:-,,!:)/&)*!@.,,!A)!3.7)/!A),'@N!
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!

!1.12.3.1 Call Centers!

!#-,,!:)/&)*%!1,-;!-/!.(1'*&-/&!*',)!9'*!:$%&'()*!*),-&.'/%0.1%=!F0)!-&&*.A$&)%!&0-&!-!!

!#-,,!:)/&)*!%0'$,6!0-7)!-*)N!4Q*'@/=JMMM=11="T\C"T`5!

!!!

"= Accessibility: Q):-$%)!:-,,! :)/&)*%! :'(($/.:-&)!6.*):&.;!@.&0! &0)!:$%&'()*%!

7.-! -! :)/*-,! 1'./&>! -! :'/%.%&)/&! -/6!0.30!G$-,.&;! 9,'@!'9! ./9'*(-&.'/! ./! A'&0!

6.*):&.'/%! :-/! A)! )/%$*)6=! F0.%! 3.7)%! &0)! :'(1-/;! -/! -67-/&-3)! ./!@.//./3!

/)@!:$%&'()*%!-/6!*)&-././3!)B.%&./3!'/)%=!!

!

F0)!:-,,!:)/&)*!%0'$,6N!

! L*'7.6)! -! :)/&*-,! 1'./&! &'! @0.:0! -,,! &),)10'/)! /$(A)*%! $%)6! 9'*! :$%&'()*!

:'(($/.:-&.'/!:-/!A)!6.*):&)6=!

! b99)*!0.30!,)7),%!'9!9,)B.A.,.&;!-/6!%)*7.:)=!

! S-/6,)! &0)! 7-*.)&;! '9! ()6.-! &0-&! (-;! A)! $%)6! A;! &0)! :$%&'()*%!

&),)10'/)>(-!,>9-B!'*!)C(-.,=!

! L*'7.6)!!U::)%%!&'!-!$/.9.)6!-/6!:'0)*)/&!%'$*:)!'9!./9'*(-&.'/!&0-&!-,,'@%!9'*!

-!9$,,!6.-,'3$)!@.&0!)-:0!:$%&'()*!'*!1'&)/&.-,!-!:$%&'()*!

!

J= Integrated use of main sources: D(1,)()/&-&.'/!'9!&0)!:-,,!:)/&)*!*)G$.*)%!-!

0.30!6)3*))!'9!'*3-/.<-&.'/-,!%?.,,!-/6!1*'9)%%.'/-,.%(>!A):-$%)! .&! .%!-!6.*):&!

:0-//),! 9'*! :'(($/.:-&.'/! @.&0! &0)! :'(1-/;O%! :$%&'()*%! -/6! -,%'! .&! .%! -!

%)*7.:)!@0.:0!.%!-!1-*&!'9!&0)!:'(1-/;O%!!(-*?)&./3!6)1-*&()/&=!

!
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T= Procedures to ensure quality and an appropriate system for reporting and 

control: !L*':)6$*)%!9'*!A)%&!G$-,.&;!($%&!A)!@),,!6':$()/&)6=!U,,!'9!&0)!%&-99!

@0'!@'*?!-&!&0)!:-,,!:)/&)*!6)1-*&()/&!'9!&0)!:'(1-/;!($%&!?/'@!0'@!&'!&-,?!

-/6! &*)-&! &0)! :$%&'()*=! b9! :'$*%)! @0)/! *)-:./3! 9'*! &0.%! 3'-,>&0)! :'(1-/;!

%0'$,6!-11,;N!

! U!%&*'/3!&*-././3!1*'3*-(!@0.:0!3.7)%!/'&!'/,;!$%$%-,!&*-././3!A$&!-,%'!-!

&*-././3!9'*!&0)!/)@!1*'6$:&%!-/6!%)*7.:)%!'9!&0)!:'(1-/;=!

! U!:'-:0./3!('/.&'*./3!%;%&)(=!b9!:'$*%)!&0)!%&-99!@0'!W'*?%!-&!&0)!:-,,!

:)/&)*!?/'@!0'@! &'! &*)-&! &0)!:$%&'()*>!A$&! %'()&.()%! &0);!/))6!%$11'*&!

9*'(!%$1)*7.%'*%!-/6!()/&'*! &'!6.%:$%%! &0)!*.30&!@-;! &'!0-/6,)!:$%&'()*!

.%%$)%!-/6!A)%&!1*-:&.:)%!./!*)%1'/6./3!&'!:$%&'()*!/))6%=!

! U! G$-,.&;! ('/.&'*./3! %;%&)(! &0-&! (-;! &-?)! -! /$(A)*! '9! 9*'(%! %$:0! -%!

*)('&)!('/.&'*./3!'9!&0)!:-,,%!A;!-!()(A)*!'9!&0)!&*-././3!%&-99>!:$%&'()*!

%$*7);%!-A'$&!&0)!G$-,.&;!'9!&0)!:-,,!:)/&)*!-/6!(;%&)*;!:-,,./3!&0*'$30!&'!

:-,,! :)/&)*! .&%),9! 4-! &0.*6! G$-,.&;! '9! &0)! :-,,! ./&'! &0)! :-,,! :)/&)*! &'! -%%)%%!

7-*.'$%!-%1):&%!'9!&0)!G$-,.&;!!-/6!-::$*-:;!'9!&0)!:-,,5=!

! U! *)1'*&./3! %;%&)(! &0-&! &*-:?%! 1)*9'*(-/:)! -3-./%&! :*.&.:-,! G$-,.&;! -/6!

%)*7.:)! ,)7),%=! F0)! 1)*9'*(-/:)! ()-%$*)%>! :-,,! 0-/6,./3! ()-%$*)%! -/6!

:'%&d1*'6$:&.7.&;!()-%$*)%=!

!

l$-,.&;d:$%&'()*! %)*7.:)! ()-%$*)%! ./:,$6)N! G$-,.&;! '9! %)*7.:)! *-&./3>! :$%&'()*!

%-&.%9-:&.'/! *-&./3>! )7)/&! A-%)6! %$*7);>! 1)*:)/&! '9! :-,,%! *)%',7)6! '/! 9.*%&! :'/&-:&!

./&)*/-,! &*-/%9)*! *-&)>! )B&)(-,! &*-/%9)*! *-&)>! /$(A)*! '9! :-,,! :)/&)*! %&-99! 1)*!

%$1)*7.%'*>!:'(1,-./&!*-&)>!&*-././3!0'$*%!1)*!:-,,!:)/&)*!%&-99!1)*!;)-*!-/6!/$(A)*!

'9!:-,,%!('/.&'*)6!1)*!:-,,!:)/&)*!%&-99!1)*!('/&0=!
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!

#-,,!0-/6,./3!()-%$*)%!./:,$6)N!F0)!/$(A)*!'9!:-,,%!'99)*)6!1)*!:-,,!:)/&)*!%&-99!

1)*!('/&0>!/$(A)*!'9!:-,,%!0-/6,)6!1)*!:-,,!:)/&)*!%&-99!1)*!('/&0>!:-,,!"!,':?-3)!

*-&)>! -7)*-3)! -A-/6'/)&! *-&)>! -7)*-3)! %1))6! '9! -/%@)*>! -7)*-3)! G$)$)! &.()>!

-7)*-3)! :-,,! 0-/6,)! &.()>! -7)*-3)! :-,,! &-,?! &.()>! -7)*-3)! -9&)*! :-,,! @'*?! &.()>!

-7)*-3)!&.()!'/!0',6!-/6!%)*7.:)!,)7),>!./&)*-:&.7)!:-,,!*)%1'/%)!:'(1,)&.'/!*-&)>!

-/6!-7)*-3)!&.()!./!./&)*-:&.7)!:-,,!*)%1'/%)=!

!

F0)! ,-%&! 3*'$1>! @0.:0! .%! :'%&d1*'6$:&.7.&;! ()-%$*)%>! ./:,$6)%! -7)*-3)! :'%&! 1)*!

(./$&)>!:-,,!:)/&)*!%&-99%!1*'6$:&.7.&;!*-&)>!-&&*.&.'/!*-&)!-/6!-A%)/&))!*-&)=!

!

g$*./3! &0)! ./&)*-:&.'/! @.&0! &0)! :$&'()*%>! &0)! ('%&! )/:'$/&)*)6! %.&$-&.'/! .%!

())&./3!:$%&'()*!:'(1,-./&%=!

!

!

!

!

!

!

!

!

!

!

!

!
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!

1.12.3.2 Customer Complaints!

!

!

!

Figure 1.6 The Value Of Customer Satisfaction 

Source: Anton, 1996 

 

W0.,)!:'(1-*./3!$/0-11;!:$%&'()*%!@.&0!0-11;!:$%&'()*%>!P=K=!b99.:)!'9!#'/%()*!

U99-.*%!4V/-$)*>"]]J5!1*'6$:)6!&0)!6-&-!%$((-*.<)6!./![.3$*)!"=^=!U::'*6./3!&'!&0)!

%&$6;! -A'7)>! '/,;! 9'$*! 1)*:)/&! '9! &0)! $/0-11;! :$%&'()*%! )7)*! 3.7)! &0)! :'(1-/;!

9))6A-:?! -A'$&! &0)! *)-%'/! '9! &0).*! $/0-11./)%%c! &0.%! .@%! (-;A)! 6$)! &'! &0)! 0$(-/!

1%;:0','3;=!L)'1,)!0-7)!3)/)*-,,;!3*'@/!$1!@.&0!-!:$,&$*)!&0-&!6')%!/'&!1,-:)!($:0!

7-,$)!'/!*)7)-,./3!/)3-&.7)!9)),./3%=!F0)%)!1)'1,)!-,%'!6'/O&!:'()!A-:?>!.9! &0);!-*)!

$/0-11;!@.&0! &0)! %)*7.:)d1*'6$:&! &0);! 0-7)! A'$30&! &0)! *)%)-*:0)%! 0-7)! %0'@/! &0-&!
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/./)&;C'/)!1)*:)/&!'9!$/0-11;!:$%&'()*%!@.,,!/)7)*!A$;!9*'(!&0-&!:'(1-/;!-3-./!-/6!

@.,,! &),,! -&! ,)-%&! /./)! '&0)*! 1)'1,)! -A'$&! &0).*! 6.%%-&.%9.)6! :$%&'()*%! @'$,6! 0-7)!

*)&$*/)6!.9!&0)*)!0-6!A))/!-!L*'9)%%.'/-,!-&&)(1&!&'!%-7)!&0)(!-&!&0)!&.()!'9!/)3-&.7)!
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CHAPTER 2 

 

CUSTOMER RELATIONSHIP MANAGEMENT DURING 

TRANSPORTATION 

 

2.1 THE PARTICIPANTS OF MARKETING CHANNELS!

2.1.1 The Major Actors 
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2.1.2 Third-Party Logistics Service Providers!
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2.1.2.1 A Conceptual Model For 3PL!
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Figure 2.1 A Conceptual Model for 3PL 

Source: www.emeraldinsight.com!

 

2.2 RELATIONSHIP OF LOGISTICS AND MARKETING!

 Logisics Relationship Within The Marketing !
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Figure 2.2 Relationship Of Logistics To Marketing 

Source: http://www.marketing.unswedu.au 

 

2.2.1.1 Place Decisions 
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2.2.1.3 Price Decisions 
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1',.:.)%4h'0/%'/>)&!-,!"]]]cZT5I!

 

2.2.1.3 Product Decisions 

HF0)! ('%&! .(1'*&-/&! 'A8):&.7)! '9! &0)! ./&)*9-:)! A)&@))/! -! 9.*(O%! 1*'6$:&.'/! -/6!
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2.2.1.4 Promotional Decisions 
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2.2.2 Logistics Functions 

! #'/:)/&*-&.'/!

#'(A./)!($,&.1,)!%(-,,!%0.1()/&%!./&'!,-*3)*!%0.1()/&%!
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2.2.3 Marketing/Logistics Management Concept 

 

Figure: 2.3 Marketing / Logistics Management Concept 

Source: http://www.marketing.unsw.edu.tr 
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2.2.4 The Scope Of Customer Service 

2.2.4.1 Definition Of Customer Service 
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6)9./.&.'/! *)9,):&%! &0)! $/6)*,;./3! 6)%.3/! -/6! 10.,'%'10;! '9! &0.%! %&$6;>.%! -!
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2.2.4.2 Importance Of Customer Service At Transportation 

2.2.4.2.1 The Importance Of Customer Decisions Respondents And At 

Transportation 

2.2.4.2.1.1 The Decision Making System!
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2.2.4.2.1.1.1 Transportation Decision-Making Framework 
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2.2.4.2.1.1.2 Total Network And Lane Design Decisions!
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2.2.4.2.1.1.3 Service Negotiations 
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2.2.4.2.1.1.4  Framework Decision Making In An Integrated Supply Chain!
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2.2.4.1.2 Managerial Implications Of Flitnet Model 
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2.2.4.2.1.3  A Profile Of The Respondents With Quality Improvement Programs!
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2.2.4.2.2 The Role Of Customer Service Within Marketing At Transportation 

2.2.4.2.2.1 Marketing, Logistics And Customer Service!
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2.2.4.2.2.1.1 Elements Of Customer Service!
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2.2.4.2.2.2 The Segmentation In The Transportation And Distribution Sector 
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2.2.4.2.2.3 Total Time and Time-Based Competition!

X)'*3)!K&-,?!h*!-/6!0.%!:',,)-3$)%!-&!Q'%&'/!#'/%$,&./3!X*'$1!'*.3./-&)6!&0)!:'/:)1&!

'9! &.()CA-%)6! :'(1)&.&.'/! 4K&-,?>"]ZT5=UA)33,)/! -/6! K&-,?! 4"]Z\5! :'/:,$6)6! &0-&!
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R:'/'(.%&>"]]Zc! X0'%0! -/6! X-3/'/>! "]Z]c! E'-?)*c! "]Z]c! L)&)*%>! "]Z]c! F0'(-%!

"]Z]>!"]Z]A5=!

!

FQ#! .%! -! :'/:)1&! &0-&! )%&-A,.%0)%! &.()! -%! &0)! 1*.(-*;! :'(1)&.&.7)! 7-*.-A,)>!

%$11,-/&./3! '&0)*! 6.()/%.'/%! '9! :'(1)&.&.'/=!W0)/! 9.*(%! *):'3/.<)! &0-&! :'/%$()*%!

4@0)&0)*!./6$%&*.-,!'*!*)&-.,5!1$&!-!L*)(.$(!'/!&.()>-/6!(-;!)7)/!A)!@.,,./3!&'!1-;!
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2.3 CRM IN LOGISTIC MANAGEMENT 

2.3.1 The Major Purpose Of CRM In The Logistics Industry!
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2.3.2 The Future Logistics Management IT Systems As Perceived By The Supply 

Chain Partners!
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2.3.2.1 Development In Supply Integration 
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2.3.2.2 Search For Outbound Logistics Management System!
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System Overview!
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Seller side!

 

Buyer side 

Figure: 2.4 Applications Relevant For Logistics Management 

Source: Bowersox, 1999 
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2.3.2.3 Logistic Management Hierarchy 
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2.3.2.4 The Next Generation Of Logistics Management System 

ERP-style solutions(1980-1995) 
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The next generation 
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2.4 CHARACTERISTICS OF CRM IN TRANSPORTATION MANAGEMENT 

2.4.1 Main Effects Of CRM In Transportation Management 

2.4.1.1 Relationship Between Provider And Customer!
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Table 2.1 Types Of Relationships Between Customers And Vendors 
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2.4.1.2 Degree Of Control Supply And Demand!
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2.4.1.3 Rationale For The Service Marketing Mix!
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2.4.2 The Role Of Communication And Technology Over Crm 

2.4.2.1 The Role Of Communication Over Crm!
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Figure 2.5. A communication model!

Sorce: Assael, 1984!
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&0)! %&-99! 9$/:&.'/=! RB:)1&! 9'*! *)G$.*)6! &):0/.:-,! %$11'*&>! %;%&)(! (-/-3)()/&! .%!

&*-/%9)*)6!&'!&0)!g.7.%.'/!-9&)*!.(1,)()/&-&.'/=!

 

Step 1- Situation Analysis!

U/!-/-,;%.%!'9!&0)!A-:?3*'$/6!'9!&0)!*)G$)%&C!@0-&!.%!6*.7./3!&0)!:0-/3)!*)G$)%&p!D%!

&0)!*)%1'/%)!&'!:$%&'()*!/))6%p!S'@!A*'-6!A-%)6!.%!&0)!*)G$)%&p!W0-&!*)%'$*:)%!@.,,!

A)!*)G$.*)6p!W0-&!.%!&0)!&.()!9*-()!*)G$.*)6!9'*!*)%1'/%)p!

 

Step 2-Problem Approach!

g)7),'1!-/!-11*'-:0! &'! &0)!1*'A,)(C!0'@!($:0! &.()!@.,,!A)! *)G$.*)6! 9'*!:$%&'()*!

4EUL#5!)6$:-&.'/p!W0-&!&;1)!'9!)6$:-&.'/!@.,,!A)!*)G$.*)6p!U*)!%'$*:)%!-7-.,-A,)!&'!

-6*)%%! &0)!1*'A,)(p!K0'$,6! &0.*6!1-*&;!1*'6$:&!'*!%$11'*&!A)!:'/%.6)*)6p!W0-&! .%!-!

*)-,.%&.:! &.()&-A,)! 9'*!1*'A,)(!%',$&.'/p!#-/! &0)!1*'A,)(!%',$&.'/!A)!$%)6!A;!'&0)*!
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6.7.%.'/%! '*! '&0)*! )/6! $%)*! :$%&'()*%p! W0'! %0'$,6! &0)! 1,-;)*%! A)p! [*'(! EUL#!

:$%&'()*!g.7.%.'/%p!

 

Step-3 Initial Meeting with Division!

K)&! 6-&)! 9'*! ./.&.-,! ())&./3C!W0'! %0'$,6! -&&)/6! &0)!())&./3p! +)1*)%)/&-&.7)%! 9*'(!

2DK! 4g.7.%.'/! -/6! K&-99>! #$%&'()*! K)*7.:)>! [./-/:)>! RgD! K&-99>! -/6! K&-99! K;%&)(!

K$11'*&!$%$-,,;!-&&)/6=!U&!&0.%!())&./3!&0)!/))6)6!'*.)/&-&.'/!&-?)%!1,-:)>!-!%1):.9.:!

1*'A,)(!-11*'-:0!)7',7)%>!-/6!-!&.()&-A,)!.%!-6'1&)6=!2'%&!'9!&0)%)!())&./3%!,-%&!'/)!

&'!'/)!-/6!'/)!0-,9!6-;%=!

 

Step-4 Problem / Solution Clarification!

D9! &0)! %',$&.'/! *)G$.*)%!('*)! ./1$&>! &0-/! -66.&.'/-,! ./1$&! :-/!'::$*! -&!K&)1!Y! ./! &0)!

1*':)%%=!F0.%!%&)1!(.30&!*)G$.*)!('*)!%&*-&)3;!./1$&!9*'(!&0)!g.7.%.'/>!-!7.%.&!&'!&0)!

g.7.%.'/O%! :$%&'()*! '*! ())&./3%! @.&0! -! &0.*6! 1-*&;! *)1*)%)/&./3! &0)! g.7.%.'/O%!

:$%&'()*>!'*!1'%.A,)!%'$*:)!'9!0-*6@-*)!'9!%'9&@-*)!9'*!1*'A,)(!%',$&.'/=!

!

Step-5 Divisional Implementation!

F0)!g.7.%.'/!.%!*)%1'/%.A,)!9'*! .(1,)()/&-&.'/!'9! &0)!:0-/3)!(-/-3)()/&!1*'3*-(=!

2'%&! '9! &0)! 1*'8):&%! &-?)! 9*'(! &0*))! &'! %.B!('/&0%c! -/6! &0);! 9*)G$)/&,;! $%)! '/)! '*!

('*)!1.,'&!1*'8):&%!9'*!%&-*&!$1!&)%&./3=!

!

Step-6 Progress Monitoring!

K&-99!2DK!nR,):&*'/.:!Q$%./)%%!#'(($/.:-&.'/%!())&%!@.&0!g.7.%.'/%!'/!-!('/&0,;!

A-%.%!&'!('/.&'*!1*'3*)%%!-3-./%&!1,-/=!D/:,$6)6!./!&0.%!())&./3!-*)!6.%:$%%.'/%!'9N!!
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! K:0)6$,./3!1*'A,)(%>!

! +)%'$*:)!1*'A,)(%>!!

! #$%&'()*!1*'A,)(%>!-/6!!

! K1):.-,!.(1,)()/&-&.'/!1*'A,)(%!

!

Next Steps!

F0)*)! -*)!7-*.)&;!'9! :0-/3)%>! )/0-/:)()/&%>! -/6!/)@!1*'6$:&%!A)./3!:'/%.6)*)6!A;!

&0)! RgD! %&-99! 3*'$1=! D/! -/! -*)-! @0)*)! &0)! &):0/','3;! .%! ('7./3! %'! *-1.6,;>! -/!

.(1'*&-/&!1-*&!'9!(-/-3)()/&O%!*)%1'/%.A.,.&;!.%! &'!?))1!:$**)/&!'9!:0-/3)=!RB.%&./3!

/)@!6)(-/6%!@.,,!A)!1,-:)6!'/! &0)(!9'*!%$11'*&!-&!-,,! ,)7),%! ./! &0)!'*3-/.<-&.'/=!U!

/$(A)*! '9! &0)! )/0-/:)()/&%! :'/%.6)*)6! -*)! 6)%.3/)6! &'!(-?)! &0)! %$11'*&! 9$/:&.'/!

('*)!)99.:.)/&!A;!(-?./3!@.6)! &0)!A-%)!'9!H)B1)*&%I!-/6!1*'7.6./3!-!A)&&)*! ,)7),!'9!

:'(($/.:-&.'/%! @.&0./! &0)! '*3-/.<-&.'/=! F0)! 6):.%.'/%! -A'$&! &0)! )/0-/:)()/&%!

:$**)/&,;!A)./3!:'/%.6)*)6!-*)N!

!

! K&-/6-*6.<)6!R6$:-&.'/-,!H!L-:?-3)IN!

L*'7.6)!-!%&-*?)*!?.&!'9!9'*!RgD!$%)*%!@0.:0!./:,$6)%!-!7.6)'!'/!-11,.:-&.'/%>!%,.6)%>!

0-*6!:'1;!-11,.:-&.'/%!./9'*(-&.'/>!-/6!-!,.%&!'9!'&0)*!:'*1'*-&)!$%)*%=!

!

! RgD!E)@%,)&&)*N!

D/-$3$*-&)!-/!RgD!E)@%,)&&)*! &'!A)! %)/&! &'!-,,!'9! &0)! ./6.7.6$-,%! ./&)*)%&)6!-/6! d!'*!

$%./3!RgD!@.&0./!EUL#=!g.%:$%%!/)@>!1*'6$:&%!-/6!/)@!-11,.:-&.'/%!@.&0./!EUL#=!!

!

!

!
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! L)*.'6.:!P%)*!2))&./3%N!

Q*./3!&'3)&0)*!-,,!RgD!$%)*%!@.&0./!EUL#!'/!-!1)*.'6.:!A-%.%!&'!9-:.,.&-&)!/)&@'*?./3!

-/6! &'! )99.:.)/&,;! 1*'7.6)! ./9'*(-&.'/! 4e'/6)! -/6! #''1)*! -/6! E''*6)@.)*>!

"]ZZN"J`5=!

!

!

!

!

!
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!

!

!
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!
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!

!

!

!

!

!



! ]`

!

CHAPTER 3 

SUNEXPRESS AIRLINES AS A CASE STUDY  

3.1 BRIEF HISTORY AND INFORMATION ABOUT SUNEXPRESS 

AIRLINES 

3.1.1 Foundation and Partnership Structure 

K$/RB1*)%%! @-%! 9'$/6)6! ./! b:&'A)*! "]Z]! 6$)! &'! -/! -3*))()/&! A)&@))/! F$*?.%0!

U.*,./)%!-/6!e$9&0-/%-=! D/.&.-,,;!%&-*&)6!%)*7./3!F$*?.%0! &'$*.%(!@.&0!:0-*&)*! 9,.30&%>!

K$/RB1*)%%!:-**.)6!'$&!.&%!9.*%&!9,.30&!9*'(![*-/?9$*&!&'!U/&-,;-!./!U1*.,!"]]M=!

3.1.2 Fleet!

K$/RB1*)%%! .%! '1)*-&./3! -! 9,))&! '9! "T! -.*1,-/)%>! @.&0! -! J=`M^! %)-&! :-1-:.&;! -/6! -/!

-7)*-3)!-3)!'9!Z!;)-*%=!U9&)*!-!/)@!Q')./3!^T^CZMM!&0-&!@.,,!A)!-66)6!&'!&0)!9,))&!./!

JMM^! %$(()*>! /$(A)*! '9! -.*:*-9&! @.,,! *)-:0! &'! "Y! -/6! %)-&! :-1-:.&;! &'! J=^]`=! U,,!

Q')./3!-.*1,-/)%!,)-%)6!A;!K$/RB1*)%%!-*)!)G$.11)6!@.&0!A,)/6)6!@./3,)&%!./%&-,,)6!

A;!FSk!2-./&)/-/:)!#)/&)*=!U,%'>!&@'!'9!&0)!Q')./3!^\^%!./!&0)!9,))&!-*)!)G$.11)6!

@.&0!:./)(-!%)-&%>!@0.:0!)/-A,)!1-%%)/3)*!&'!('7)!)-%.)*!./%.6)!&0)!:-A./=!

!
!
!
!
!
!
!
!
!
!
!

!
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F-A,)!T="!N!K$/)B1*)%%O!9,))&!-/6!1-%%)/3)*%!:-1-:.&;!A;!&0)!;)-*%!

K'$*:)N!@@@=%$/)B1*)%%=:'(=&*!

!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
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[.3$*)!T="N!K$/RB1*)%%CQ')./3!^T^CZMM!-/6!Q')./3!^\^CJMM!

K'$*:)N!@@@=%$/)B1*)%%=:'(=&*!

!

!
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F0)!:'(1-/;!:$**)/&,;!0-%!DKb!]MM"NJMMM!G$-,.&;>! DKb!"YMM"N!"]]`!)/7.*'/()/&-,!

-/6! bSKUK! "ZMM"N"]]]! b::$1-&.'/-,! S)-,&0! -/6! K-9)&;! 2-/-3)()/&! K;%&)(%!

:)*&.9.:-&)%>!@0.:0!:'7)*%!/)@!3)/)*-&.'/!Q')./3!^T^!-.*,./)!'1)*-&.'/%>!(-./&)/-/:)!

-/6!F;1)!+-&./3!&*-././3!*)G$.*)()/&%=!

3.1.3. Employees 

W.&0!.&%!%&-99!'9!^`"!1)'1,)>!Y`M!'9!@0.:0!-*)!9,.30&!:*)@%>!K$/RB1*)%%!.%!&0)!,-*3)%& 

)(1,';)*!'9!U/&-,;-=!K$/RB1*)%%!)(1,';%!"\]!%&-99!-&!.&%!D<(.*!0)-6G$-*&)*%= 

3.1.4 Flights 

! International: 

W.&0!.&%!U/&-,;-C[*-/?9$*&!9,.30&!./!JMM">!K$/RB1*)%%!A):-()!&0)!9.*%&!1*.7-&)!-.*,./) 

:'(1-/;>! @0.:0! 0-%! %:0)6$,)6! 9,.30&%! 9*'(! F$*?);! &'! -A*'-6=! F0)! :'(1-/;! -,%'!

)B1-/6)6 .&%! ./&)*/-&.'/-,!/)&@'*?!@.&0! .&%! D<(.*!A-%)6! 9,.30&%>!@0.:0!0-%! %&-*&)6! ./!

JMM\=!

D/!&0)!:'/&)B&!'9!JMM^!%$(()*!%:0)6$,)>!K$/RB1*)%%!'1)*-&)%!%:0)6$,)6!./&)*/-&.'/-, 

9,.30&%! 9*'(!U/&-,;-! &'!e'/6'/CK&-/%&)6>! [*-/?9$*&>!2$/.:0>!f.)//->! m$*.:0>!Q-%),!

-/6!R*:-/>!-/6 9*'(!D<(.*!&'!U(%&)*6-(>!Q-%),>!Q)*,./>!gr%%),6'*9>!R*:-/>![*-/?9$*&>!

S-/'7)*>!#','3/) e'/6'/CK&-/%&)6>!2$/.:0>!K&$&&3-*&!-/6!m$*.:0= 

! Domestic  

K$/RB1*)%%! :'//):&)6! D<(.*>! &0)! T*6! A.33)%&! :.&;! '9! F$*?);>! &'! U/&-,;->! U6-/->!

g.;-*A-?.*> R*<$*$(>! X-<.-/&)1>! V-;%)*.>! F*-A<'/! -/6! f-/! @.&0! 6.*):&! 6'()%&.:!

9,.30&%!'/!2-*:0!J`>J JMM`=!K'>!K$/RB1*)%%!0-%!A))/!1*'7.6)6! &'! 9,;! 9*'(!-!:)/&)*!

)B:)1&!D%&-/A$,!'*!U/?-*-!&' &0)!'&0)*!:.&.)%!'9!'$*!:'$/&*;!6.*):&,;!-%!&0)!9.*%&!&.()!./!

F$*?);=!Q;! &0)!JMM^!%$(()* %:0)6$,)>! &0)!:'(1-/;!-,%'!%&-*&)6!6.*):&! 9,.30&%! 9*'(!
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D<(.*!&'!2-,-&;-!-/6!K.7-%= K$/RB1*)%%O!6.*):&!6'()%&.:!9,.30&%>!@0.:0!0-7)!%&-*&)6!./!

D<(.*!-/6!*)-:0)6!&'!0.30 '::$1-/:;!*-&)%! ./!-!7)*;!%0'*&! &.()>!%0'@)6!(-/;!:.&.)%!

0-6! %.(.,-*! 1'&)/&.-,=! [.*%&>! 6.*):& 9,.30&%! A)&@))/! U/&-,;-! -/6! g.;-*A-?.*! @)*)!

'1)*-&)6=!F0)/>!K$/RB1*)%%! %&-*&)6! &'! 9,; 6.*):&,;! 9*'(!U/&-,;-! &'!U6-/->!F*-A<'/>!

R*<$*$(!-/6!f-/= 

K$/RB1*)%%!%)*7)%!%:0)6$,)6!9,.30&%!9*'(!U/&-,;-!4%./:)!JMM"5!-/6!D<(.*!4%./:)!JMM\5!

&'! &0)! (-8'*! :.&.)%! '9! X)*(-/;! -/6! 1-%%)/3)*%! -*)! -A,)! &'! 9,;! &'! e'/6'/>! L-*.%>!

Q*$%%),%>! 2-6*.6>! 2.,-/>! U(%&)*6-(>! m$*.:0>! #'1)/0-3)/>! b%,'>! K&':?0',(>!

W-*%-@>! 2'%:'@>! L*-3$)! -/6! S),%./?.! A;! &-?./3! -! :'//):&.'/! @.&0! e$9&0-/%-! ./!

[*-/?9$*&! -/6! 2$/.:0=! 2$/.:0>! Q)*,./>! S-(A$*3>! #','3/)>! Q*)()/>! gr%%),6'*9>!

K&$&&3-*&>! e).1<.3>! E$*/A)*3>! g*)%6)/>! S-//'7)*! -/6! 2$)/%&)*! -*)! -('/3! &0)!

6)%&./-&.'/%!./!X)*(-/;!&0-&!:-/!A)!*)-:0)6!7.-!e$9&0-/%-!:'//):&.'/=!

3.1.5 Reservation  

K$/RB1*)%%! @0.:0! 1*'7.6)%! '/,./)! &.:?)&%! -/6! *)%)*7-&.'/%! ./! .&%! @)A%.&)% 

www.sunexpress.de -/6!www.sun-express.co.uk -,%'! $%)%! ),):&*'/.:! &.:?)&%! %./:)!

JMM\= K$/RB1*)%%!&.:?)&%!:-/!-,%'!A)!A''?)6!7.-!!#-,,!#)/&)*!-/6!%-,)% -3)/:.)%= 

3.1.6 Market share  

K$/RB1*)%%! 0-%! :-**.)6! "`=M\]=\JZ! 1-%%)/3)*%! &0*'$30! ('*)! &0-/! "Y\>YMM! 9,.30&%!

%./:)! .&% )%&-A,.%0()/&=!F0)!:'(1-/;!A):-()! &0)!T*6!A.33)%&!-.*,./)!@.&0!">^`M>MMM!

1-%%)/3)*%! ./ F$*?);! ./! JMM\>! ./! &)*(%! '9! &0)! /$(A)*! '9! 1-%%)/3)*%! :-**.)6! -&!

./&)*/-&.'/-,! 9,.30&%=! D/!JMM`> K$/RB1*)%%! %$%&-./)6! .&%! ,)-6)*%0.1! ./!U/&-,;-!@.&0! -!

(-*?)&!%0-*)!'9!"Jj=!D&!-,%'!-&&-./)6!- %0-*)!'9!J"j!./!&0)!D<(.*!(-*?)&!-/6!-:0.)7)6!

&0)! ,)-6)*%0.1>!@0)*)! .&!0-%! %&-*&)6! &' '1)*-&)!'/,;! ./!E'7)(A)*!JMM\=!F0*'$30! &0)!

6'()%&.:! 9,.30&%>! &0)!:'(1-/;!-,%'!:-**.)6 T"Y>MMM!1-%%)/3)*%! ./d'$&!'9! D<(.*! 4"Tj!
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(-*?)&! %0-*)5! -/6! "J`>MMM! 1-%%)/3)*%! ./d'$&! '9 U/&-,;-! 4\j! (-*?)&! %0-*)5! 9*'(!

2-*:0!J`!&'!&0)!)/6!'9!JMM`=  

3.1.7 Current Situation  

K$/RB1*)%%! %$11'*&%! X',6)/! b*-/3)! ['$/6-&.'/>! U/&-,;-! L.-/'! [)%&.7-,>!

D/&)*/-&.'/-,! D<(.* [)%&.7-,>! U;7-,.?! D/&)*/-&.'/-,! 2$%.:! U:-6)(;>! U/&-,;-! U*&%!

[)%&.7-,>!k'$/3)/:!b*:0)%&*- -/6!U/&-,;-!k'$&0!R6$:-&.'/!U%%':.-&.'/! ./!'*6)*! &'!

:'/&*.A$&)! &'! &0)! %':.-,! -/6! :$,&$*-,! ,.9) '9! U/&-,;-! -/6! D<(.*=! F0)! :'(1-/;! -,%'!

1*'7.6)%! )6$:-&.'/! %:0',-*%0.1! 9'*! "MM! 3.*,%! ./! &0) :'/&)B&! '9! HQ-A-! Q)/.! b?$,-!

X'/6)*I!1*'8):&! -/6! .%! &0)!'99.:.-,! :-**.)*!'9! &0)!U/&-,;- 2)&*'1',.&-/!2$/.:.1-,.&;!

Q-%?)&A-,,!F)-(=  

K$/RB1*)%%! -,%'! 7',$/&-*.,;! $%)%! .&%! )99'*&! :'/&*.A$&./3! &'! &0)! 3*'@&0! '9! F$*?.%0!

&'$*.%(= Q)./3! -/! -:&.7)! ()(A)*! '9! U/&-,;-! L*'('&.'/! ['$/6-&.'/! 4UFUf5! -/6!

g)%&./-&.'/! D<(.* 1*'8):&>! @0.:0! @-%! )%&-A,.%0)6! 9'*! 1*'('&./3! D<(.*O%! &'$*.%(!

-&&*-:&.'/%! ./! R$*'1)> K$/RB1*)%%! -,%'! %$11'*&%! FP+b[Rg! 4F$*?.%0! S'&),%!

[)6)*-&.'/5! ./!'*6)*! &'!:'/&*.A$&) 1*'('&./3!0'&),%! ./!F$*?);>!@0.:0!-*)!:'/%.6)*)6!

'/)!'9!&0)!('%&!.(1'*&-/&!:'(1'/)/&!'9 &'$*.%(= 

3.1.8 Sunexpress quality system its relationship with customer service 

K$/RB1*)%%! 6')%! /'&! 6)%.3/! '*! 6)7),'1! 1*'6$:&%=! D/%&)-6>! :$%&'()*%! %1):.9;! -,,!

1*'6$:&! :0-*-:&)*.%&.:%=!F0)! :'(1-/;! )/3./))*./3! -:&.7.&.)%! .%! ,.(.&)6! &'! 6)7),'1./3!

()&0'6%!-/6!()-/%!'9!%)*7.:)>!&*-././3>!./%&-,,-&.'/!'*!(-./&)/-/:)=!F0)!:'(1-/;!0-%!

)%&-A,.%0)6>! 6':$()/&)6>! .(1,)()/&)6! -/6! (-./&-././3! -! l$-,.&;! 2-/-3)()/&!

K;%&)(! -/6! :'/&./$-,,;! %&*.7)! &'! .(1*'7)! .&%! )99):&.7)/)%%! ./! -::'*6-/:)! @.&0! &0)!

*)G$.*)()/&%! '9! &0)! %&-/6-*6=! K$/RB1*)%%! l$-,.&;! 2-/-3)()/&! D/! A),'7! 9.3$*)>!

%;%&)(!.%!A-%)6!'/!1*':)%%!-11*'-:0!-/6!:'/&./$-,!.(1*'7)()/&!('6),!-%!)B1,-./)6=!
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!

!

!

[.3$*)!T=J : 2'6),!'9!-!1*':)%%CA-%)6!l$-,.&;!2-/-3)()/&!K;%&)(=!!

K'$*:)N!@@@=%$/)B1*)%%=@)A=&*!

F0)! :'(1-/;O%! 1*':)%%! A-%)6! l$-,.&;! 2-/-3)()/&! K;%&)(! 6)%:*.A)%! 0'@!

K$/RB1*)%%!9'*($,-&)%>!6)1,';%>!*)7.)@%!.&%!1',.:;!-/6!%&*-&)3;!-/6!&$*/%!.&!./&'!1,-/%!

-/6!-:&.'/%=!Q-%)6!'/!K:'1)!%):&.'/!'9!&0.%>!&0)!-A'7)!6.-3*-(!:-/!A)!-11,.)6!A;!&0)!

A),'@!6)9./.&.'/%!'9!#$%&'()*!-/6!L*'6$:&=!

!

!

!
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F-A,)!T=JN!K$/)B1*)%%!6)%:.*.A)%!:$%&'()*!-/6!1*'6$:&!.&%!1'./&!'9!7.)@=!

K'$*:)N!@@@=%$/)B1*)%%=@)A=&*!

R-:0! 1*':)%%! %0-,,! 9$*&0)*! A)! 6.7.6)6! ./! %$AC1*':)%%)%! -/6! &0).*! ./&)*-:&.'/! -/6!

*),-&.'/!@.&0!'&0)*!1*':)%%)%!%0-,,!A)!6)&)*(./)6=!

being ! customer is ! 1*'6$:&!.%!!

an Airline operator ! Individual passengers, tour 
operators, other airline 
operators that the company 
provide 
sub-charter service !

a safe quality flight 
orflights including all 
ground and in-flight 
service in accordince with 
applicable standards!!

as a Maintenance 
provider !

Airplane operators 
including Sunexpress 
requesting maintenance!!

a quality amd timely 
maintanence action in 
accordence with applicable 
standards!!

a type Raining 
Organization !

First Officers and Captains 
of Sunexpress and other 
airlines!!

a quality training and 
licensing in accordance 
with applicable standards!

!

3.2 CUSTOMER SERVICE AT SUNEXPRESS AIRLINES 

F0)!-.*,./)!&0-&!&$*/)6!6)*'3-&'*;!%,$*%!'/!&0)!,.&&,)!A-3%!'9!1)-/$&%!&0-&!.&!&*-6.&.'/-,,;!

%)*7)6!1-%%)/3)*%!./&'!-!:$,&$*)!&0-&!A),.)7)%!./!3'./3!'$&!'9!.&%!@-;!&'!%)*7)!1)'1,)!./!

&0)! )7)*;6-;! 6)&-.,%! '9! 9,;./3! 0-%! -! 3*)-&! 6)-,! &'! &)-:0! &0)! -.*,./)! ./6$%&*;! -/6! -/;!

'&0)*!H%)*7.:)I!./6$%&*;!-A'$&!:$%&'()*!%-&.%9-:&.'/=!W0.,)!&0)!/'C9*.,,%>!%./3,)!%)-&./3!

1*'6$:&! '99)*)6! A;! K$/)B1*)%%! .%! /'&! )7)*;'/)O%! .6)-,! '9! -.*,./)! %)*7.:)>! &0)!

K$/)B1*)%%! A),.)9! &0-&! :$%&'()*%! 6)%)*7)! *)%1):&>! 6.3/.&;>! -/6! -! ,.&&,)! 9$/! 0-%! @'/!

&0)(! (-/;! ,';-,! :$%&'()*%=! F0)! %.(1,.9.)6! 1*.:./3! %&*$:&$*)! -/6! '1)*-&.'/-,!

*),.-A.,.&;!0-7)!@'/!'7)*!(-/;!'9!&0)!:'7)&)6!6'()%&.:!A$%./)%%!&*-7),)*%!@0'!0-7)!
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9'$/6! .&! ./:*)-%./3,;! 6.99.:$,&! &'! 8$%&.9;! &0)! 0.30! 9-*)%! '9! &*-6.&.'/-,! :-**.)*%>!

1-*&.:$,-*,;!./!&0)!9-:)!'9!:'%&C:$&&./3!6):,./)%!./!-()/.&.)%!%$:0!-%!()-,%=!F.:?)&C,)%%!

&*-7),>! %.(1,.9.)6! A'-*6./3>! %),9C%)*7.:)! ?.'%?%>! -/6! ,.(.&)6! -()/.&.)%! 6'!('*)! &0-/!

*)6$:)!:'%&%>! &0);!-,,'@!K$/)B1*)%%!)(1,';))%! &'!6)7'&)! &.()! &'!H3)&&./3! &'!?/'@I!

&0)!/))6%!-/6!:'/:)*/%!'9!:$%&'()*%=!K&*.:&,;!%1)-?./3>!1*'9)%%'*%!V)7./!-/6!h-:?.)!

[*).A)*3!%$((-*.<)!&0)!?);%!&'!%$::)%%!9'*!-/!-.*,./)!:'(1-/;!-*)!-%!9',,'@%N!

! g)9)/6!;'$*!1)'1,)=!F0)!:$%&'()*!(-;!/'&!A)!*.30&!-,,!&0)!&.()=!

! 2-?)!%)*7.:)!-!@-;!'9!,.9)>!/'&!8$%&!-!A$%./)%%!&):0/.G$)=!

! X.7)!1)'1,)!&0)!9,)B.A.,.&;!&'!&*-/%:)/6!*$,)%!-/6!*)3$,-&.'/%!&'!A)&&)*!%)*7)!&0)!

:$%&'()*=!

! U%?!;'$*%),9>!HW0'(!:-/!D!%)*7)!&'6-;pI!F0)/!6'!.&=!

! W0)/!.&!:'()%!&'!%)*7./3!'&0)*%>!(-?)!%$*)!&0-&!H3''6!)/'$30I!.%!/)7)*!3''6!

)/'$30=!

! F*)-&!;'$*!9*.)/6%!-/6!9-(.,;!,.?)!;'$*!('%&!7-,$)6!:$%&'()*%!41=!JZ"5=!

R7)/! ('*)! -%&'/.%0./3! .%! &0)! 9-:&! &0-&! K$/)B1*)%%! )(1,';))%! -*)! )7-,$-&)6! '/!

&0).*!-A.,.&;!&'!6)('/%&*-&)!HK$/)B1*)%%!K1.*.&I!./!:$%&'()*!%)*7.:)!@.&0!-!%;%&)(!&0-&!

*)G$.*)%!%$1)*.'*!1)*9'*(-/:)!*-&./3%!&'!A)!6':$()/&)6!@.&0!-:&$-,!)B-(1,)%!'9!&0.%!

A)0-7.'*!./!-:&.'/=!F0)!)(1,';))%!@0'!6'!1*'7.6)!&0)!?./6!'9!%)*7.:)!&0-&!K$/)B1*)%%!

)B1):&%! -*)! -,%'! :),)A*-&)6! ./! &0)! 1.:&$*)%! -/6! %&'*.)%! &0-&! -11)-*! ./! &0)! :'(1-/;!

0-,,@-;%!-/6!&0)!:'*1'*-&)!/)@%,)&&)*>!K$//;!E)@%=!D(-3./)!@0-&!:-/!0-11)/!@0)/!-!

:'(1-/;! 0.*)%! ./6.7.6$-,%! 9'*! H1)'1,)! %?.,,%I! -/6! &0)/! *)@-*6%! &0)(! 9'*!

6)('/%&*-&./3! &0'%)! %?.,,%=! b9! :'$*%)>! K$/)B1*)%%! (-?)%! /'! %):*)&! '9! &0)! 9-:&! &0-&!

H:$%&'()*%! :'()! %):'/6Ic! )(1,';))%! :'()! 9.*%&! ./! &0.%! :$,&$*)!@0)*)! &0);! A),.)7)!
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&0-&!;'$! &*)-&!;'$*! )(1,';))%! &0)!@-;!;'$!@-/&! &0)(! &'! &*)-&!;'$*! :$%&'()*%=! D&! .%!

0-*6!&'!-*3$)!@.&0!%$::)%%s!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!
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CHAPTER 4 

SWOT ANAYSIS RESEARCH METODOLGY AND ANALYSIS 

!
4. SWOT ANALYSIS OF SUNEXPRESS 
 
 
4.1 STRENGTH 
!

! F0)! #'(1-/;! 0-%! 9,;.)6! %./:)! "]]M! -%! -! 1-*&/)*! '9! e$9&0-/%-! -/6! F$*?.%0!

U.*,./)%=! !Q-:?*'$/6!'9!e$9&0-/%-!-/6!F$*?.%0!U.*,./)%!3.7)!@),,!)B1)*.)/:)!

-/6!%&-/6-*6%!&'!K$/)B1*)%%!*),-&)6!@.&0!%-9)&;!-/6!:$%&'()*!*),-&.'/%0.1=!!

! K$/)B1*)%%! .%! &0)!'/,;!:'(1-/;! ./!F$*?);!@0.:0!0-%! &0*))!Q-%)%!@0.:0!0-%!

)%&-A,.%0)6!!U/&-,;->!!<(.*!-/6!!%&-/A$,=!

! F0)! :'(1-/;! A):-()! &0)! T*6! A.33)%&! -.*,./)! @.&0! ">^`M>MMM! 1-%%)/3)*%! ./ 

F$*?);!./!JMM\>!./!&)*(%!'9!&0)!/$(A)*!'9!1-%%)/3)*%!:-**.)6!-&!./&)*/-&.'/-,!

9,.30&%=!

! D/!JMM`> K$/RB1*)%%!%$%&-./)6!.&%!,)-6)*%0.1!./!U/&-,;-!@.&0!-!(-*?)&!%0-*)!'9!

"Jj=!

! D&!-,%'!-&&-./)6!- %0-*)!'9!J"j!./!&0)!D<(.*!(-*?)&!-/6!-:0.)7)6!&0)!,)-6)*%0.1>!

@0)*)!.&!0-%!%&-*&)6!&' '1)*-&)!'/,;!./!E'7)(A)*!JMM\=!

! F0)! :'(1-/;! -,%'! :-**.)6 T"Y>MMM! 1-%%)/3)*%! ./d'$&! '9! D<(.*! 4"Tj!(-*?)&!

%0-*)5! -/6! "J`>MMM! 1-%%)/3)*%! ./d'$&! '9 U/&-,;-! 4\j! (-*?)&! %0-*)5! 9*'(!

2-*:0!J`!&'!&0)!)/6!'9!JMM`!>!&0*'$30&!&0)!6'()%&.:!9,.30&%=! !

! K$/RB1*)%%!.%!'1)*-&./3!-!9,))&!'9!"Y!-.*1,-/)%>!@.&0!-!J=^]`!%)-&!:-1-:.&;=!U,,!

Q')./3! -.*1,-/)%! ,)-%)6! A;! K$/RB1*)%%! -*)! )G$.11)6! @.&0! A,)/6)6! @./3,)&%!

./%&-,,)6!A;!FSk!2-./&)/-/:)!#)/&)*=!D/!-66.&.'/!&0-&!:'(1-/;!0-%!3'&!9'$*!

A'./3!^\^CJMM!>!&0)!%)-&%!:-1-:.&;!9'*!&0*))!-*)!JJ]>!'/)!'9!&0)(!0-%!3'&!J"]!



! "M^

%)-&%! :-1-:.&;=! F0.%! 9,))&! :-1-:.&;! (-?)! 1'%%.-A,)! &'! :-**;! "`=M\]=\JZ!

1-%%)/3)*%=!!

! K$/RB1*)%%!0-%!A))/!1*'7.6)6!&'!9,;!9*'(!-!:)/&)*!)B:)1&!D%&-/A$,!'*!U/?-*-!

&' &0)!'&0)*!:.&.)%!'9!'$*!:'$/&*;!6.*):&,;!-%!&0)!9.*%&!&.()!./!F$*?);=!

! F0)!:'(1-/;!:$**)/&,;!0-%!DKb!]MM"NJMMM!G$-,.&;>!DKb!"YMM"N!"]]`!

)/7.*'/()/&-,!-/6!bSKUK!"ZMM"N"]]]!b::$1-&.'/-,!S)-,&0!-/6!K-9)&;!

2-/-3)()/&!K;%&)(%!:)*&.9.:-&)%>!

!

4.2 WEAKNESSES: 

! F0)!:'(1-/;!0-%!3'&!Q'./3!^T^CZMM!-/6!&0.%!-.*:*-9&!0-%!3'&!"Z]!%)-&%!9'*!

1-%%-/3)*%!%'!%)-&./3!:'(9'*&!.%!*)6$:)=!F0.%!%.&$-&.'/!:*)-&)%!:'%&!%-7./3!

-67-/&-3)!>!0'@)7)*!1-%%-/3)*%!@-/&!&'!%)-&!)/'$30!%1-:)!9'*!('7./3!-/6!

&0);!&0./?!@0)/!&0);!6):.6)!&0)!9,.30./3!:'(1-/;=!

! F0)! :'(1-/;! 0-%! /'&! 3'&! &0).*! 3*'$/6! '1)*-&.'/! @0.:0! .&! .%! A'$30&! 9*'(!

Ht),)A.I=!F0);! !3.7)! &0)!3*'$/6!'1)*-&.'/>!:,)-/./3!%)*7.:)>!:0)?C./!%)*7.:)>!

A$%!9*'(!-.*1'*&!&'!1,-/)>!9$),./3!%)*7.:)=!!

!

4.3 OPPORTUNITYN!

! F0)!#'(1-/;!0-%!3'&! &0*))!A-%)%!./!A.3!:.&.)%>! &0-&%!3.7)!&0)!:'(1-/;!(-?)!

&0).*!'1)*-&.'/!6.*):&,;!-/6!-,%'!:'%&!%-7./3!-67-/&-3)=!!

! U/'&0)*!-67-/&-3)!.%!&0-&!&0)!:'(1-/;!0-%!'1)*-&)6!&0).*!9,.30&%!('*)!&0-/!"Z!

;)-*%! &0-&! 3.7)%! &'! &0)! :'(1-/;! @),,! )B1)*.)/:)! ./! &0.%! %):&'*! -3-./%&! &0).*!

:'(1)&.&'*%=!

! K$/RB1*)%%O!6.*):&!6'()%&.:!9,.30&%>!@0.:0!0-7)!%&-*&)6! ./!D<(.*!-/6!*)-:0)6!

&'!0.30 '::$1-/:;!*-&)%!./!-!7)*;!%0'*&! &.()>!%0'@)6!(-/;!:.&.)%!0-6!%.(.,-*!
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1'&)/&.-,=! F0-&O%!@0;! :'(1-/;! 'A&-./)6! -/6! ./:*)-%)! &0).*! 1*'9.&! 7)*;! %0'*&!

&.()=!

! !<(.*!A-%)!3.7)%!&'!:'(1-/;!6.*):&!9,.30&!-67-/&-3)!-3-./%!&0).*!:'(1)&.&'*%=!

! F0)! :'(1-/;! 0-%! 3'&! &0).*! '@/! ./%&*$:&)*%! !@0'! )6$:-&)! )(1,';))%! *),-&)6!

@.&0! %)*7.:)! %&-/6-*6%>! %-9)&;! -/6! )()*3)/:;! -/6! -,%'! 6-/3)*'$%! 3''6%!

&*-/%1'*&-&.'/! D/! &0.%! '11'*&$/-&.;>! :'(1-/;! .%! /'&! /))6! &'! 1-;! 9'*! &*-././3!

)7)*;!;)-*!-/6!'A&-./!:'%&!%-7./3!'11'*&$/-&.;=!!!

! K$/RB1*)%%!@0.:0!1*'7.6)%!'/,./)!&.:?)&%!-/6!*)%)*7-&.'/%!./!.&%!@)A%.&)% -,%'!

$%)%! ),):&*'/.:! &.:?)&%! %./:)! JMM\=! D/! &0.%! @-;>! L-%%-/3)*%! :-/! (-?)! &0).*!

A''?./3!)-%,;!@0)/)7)*! &0);!@-/&=! D/!-66.&.'/! &0-&! &0);!(-?)! &0).*!A''?./3!

A)9'*)! ,'/3! &.()!-3'! ! &0).*! 9,.30&%! %'! &0);!:-/!3)&!:0-/:)! &'!A$;! &0).*! &.:?)&!

:0)-1)*!1*.:)=!F0)!:'(1-/;!0-%!3'&!-67)*&.%)()/&!-67-/&-3)!./!&0.%!@-;!-/6!

-,%'!:'(1-/;!6')%/&!/))6! &'!1-;!:'(.&.'/! &'! &0)!-3)/:.)%!-/6!-,%'! .&!'A&-./!

:'%&!%-7./3!-67-/&-3)=!

! F0)!:'(1-/;!0-%!3'&!^`"!%&-99%>!Y`M!'9!@0.:0!-*)!9,.30&!:*)@%>!K$/RB1*)%%!.%!

&0)!,-*3)%& )(1,';)*!'9!U/&-,;-=!/!-66.&.'/!&0-&>!K$/RB1*)%%!)(1,';%!"\]!%&-99!

-&! .&%! D<(.*! 0)-6G$-*&)*%=! D&! )/8';%! @),,C&*-./)6! 9,.30&! :*)@! @0'! -*)!

)B1)*.)/:)6!./!./&)*/-&.'/-,!'1)*-&.'/%!-/6!%)*7.:)%=!D&!'@/!('%&!$16-&)6!9,))&!

-/6! :'(1)&)/&! *)1-.*%! _! (-./&)/-/:)%! )B1)*&.%)=! X*'@./3! @-;! '9! &0)!

:'(1-/;!:*)-&)%!)(1,';()/&!7',$()!9'*!F$*?);!-.*,./)!%):&'*=!

4.4 THREATS: 

! K$/)B1*)%%! ! 9-:)%! .((./)/&! -33*)%%.7)! :'(1)&.&.'/! 9*'(! -.*,./)%! :'(1-/;!!

-/6! 1*.:)! @-*%! &*.33)*)6! A;! 6'()%&.:! 1,-;)*%=! U,,! '9! &0)! -.*,./)! :'(1-/;!

*)6$:)! &0).*! &.:?)&! 1*.:)! 9'*! -67)*&.%)()/&! 1$*1'%)=! U.*,./)! %):&'*! '1)/%! .&%!
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6''*%!./!'*6)*!&'!:'(1)&.&.'/=!U,,!'9!'&0)*!:'(1-/.)%!$%)!6.99)*)/&!(-*?)&./3!

1',.:.)%=!

! F0)!3*'@./3!A$%!9.*(%!-/6!*-.,!*'-6!&0*)-&!&0)!-.*,./)!:'(1-/.)%=!

! F$*?);!9-:)!@.&0!6.99)*)/&!1*'A,)(%!&'!-7'.6!&$*.%&.:!&*-/%1'*&-&.'/=!E'&!'/,;!

&)**'*.%(! A$&! -,%'! )-*&G$-?)%! )99):&! ! /$(A)*! '9! ./&)*/-&.'/-,! 9,.30&O%!

1-%%)/3)*%!=!

5. SURVEY ANALYSIS & FINDINGS 

5.1 METHOD OF ANALYSIS 

 

D/! &0.%! *)%)-*:0>! KLKK! 4K&-&.%&.:-,! L-:?-3)! 9'*! K':.-,! K:.)/:)%5! %'9&@-*)>! f)*%.'/!

"\=MM!@-%!$%)6!9'*!&0)!-/-,;%.%!-/6!)7-,$-&.'/=!g)%:*.1&.7)!%&-&.%&.:%!@)*)!:'/6$:&)6=!

F0)%)!6)%:*.1&.7)!%&-&.%&.:%!./:,$6)6!2RUE!@0.:0!%0'@%!&0)!1)*:)/&-3)!'9!:0''%./3!

-/%@)*=! f-,.6! E! @.,,! &),,! &0)! *)-6)*%! -/6! *)%)-*:0)*%! &0-&! 0'@! (-/;! 1-%%)/3)*%!

*)1,.)6!&'!)-:0!G$)%&.'/!./!&0)!%$*7);!&0-&!1*'7.6)!-!3)/)*-,!.6)-=!4L-,,-/&>!JMMT>!1=\"C

`T5=!

 

5.2 DATA COLLECTION PROCEDURE AND SAMPLING 

 

D/! &0.%! %&$6;>! @0.:0! .%! A-%)6! '/! -! 6)%:*.1&.7)! *)%)-*:0! ('6),>! &0)! 1'1$,-&.'/! .%!

%),):&)6! 9*'(! J\M! 1-%%)/3)*%! '9! D/&)*/-&.'/-,! [,.30&! '9! K$/)B1*)%%! 9*'(!F$*?);! &'!

X)*(-/;!-/6!'/,;!\M!1-%%)/3)*%!'9!9,.30&%!@)*)!-/%@)*)6!%$*7);!@.&0!-!JM!1)*:)/&!

*)&$*/! *-&)! @0.:0! .%! /)-*! &0)! @'*,6! %&-/6-*6! 9'*! *)&$*/! -/6>! &0$%! -::)1&-A,)=! F0)!

1-*&.:.1-/&%!-*)!6.99)*)/&!-3)!3*'$1%>!A$%./)%%()/!'*!@'()/>!&*-7),)*%>!%&$6)/&%=)&:=!
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5.3 FINDINGS OF THE SURVEY 

 

F0)! 9./6./3%!'9! &0)! %$*7);! -*)! 1*)%)/&)6! ./!Y!1-*&%=![.*%&! 1-*&%! %0'@! &0)!1-*&.:.1-/&!

1$*1'%)!'9!9,.30&>!&*-7),!-,'/)!'*!@.&0!-!:'(1-/;>!&0).*!1-:?-3)!1*'3*-(=!F0)!%):'/6!

1-*&! '9! &0)! %$*7);! .%! *),-&)6!@.&0! &0)! 1-%%)/3)*%O! %-&.%9-:&.'/!@.&0! :0):?! ./! :'$/&)*!

%$:0!-%!:0):?!./!1)*%'//),!A)0-7.'*>!-.*1'*&!-//'$/:)()/&!:,)-*-/:)>!A'-*6./3!%1))6>!

-/6!6.99.:$,&;!'9!:0):?!./=!F0.*6!1-*&!.%!-A'$&!&0).*!-%%)%%()/&!'9!&0)!'7)*-,,!:'/6.&.'/!

'9! &0)! 1,-/)>! &0)! 9,.30&! :*)@! 9'*! 9*.)/6,./)%%! -/6! 0),19$,/)%%>! %)*7.:)! G$-,.&;>!

-//'$/:)()/&!'/!A'-*6=!e-%&!1-*&!'9!&0)!%$*7);!.%!*),-&)6!@.&0!*)%.6)/:)>!/-&.'/-,.&;>!

-/6!-3)!3*'$1!'9!&0)!1-%%)/3)*%=!

!
 
5. 4 PART I OF THE SURVEY: 
 
l"!N!F-A,)!Y="N!D/!&0.%!G$)%&.'/!&0)!(-./!1$*1'%)!'9!&0.%!9,.30&!@)*)!)7-,$-&)6=!

!F0)!*)%$,&!.%!-%!9',,'@%c!

!

!

!

!

!

!

!

!

!

!

[*'(! &0)! F-A,)! ">! .&! .%! %))/! &0-&! TJ! j! '9! &0)! K$/)B1*)%%O! 1-%%)/3)*%! 7.%.&! &0).*!

*),-&.7)%>! JZ!j! '9! &0)! 1-%%)/3)*%! -*)! '/! -! 0',.6-;! &*.1>! "Z!j! '9! 1-%%)/3)*%! ,.7)! ./!

holiday trip

tour or 
student 

excursion

bussines trip

visit their 
relatives

live turkey

travel
for fair

0

0,05

0,1

0,15

0,2

0,25

0,3

0,35

main purpose of this flight

1
2
3
4
5
6Seri 1 0,28 0,06 0,08 0,32 0,18 0,08

1 2 3 4 5 6
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F$*?);>!Z!j!'9!&0)!1-%%)/3)*%!-.(!-*)!A$%%./)%%d'99.:.-,!&*.1>!Z!!j!'9!&0)!1-%%)/3)*%!

&*-7),!9'*!9-.*>!)B0.A.&.'/>!())&./3>!-/6!&0)!*)%&!`!j!'9!&0)!1-%%)/3)*%!&*-7),!9'*!&'$*!'*!

%&$6)/&!)B:$*%.'/=!!!!

!
l!JN!F-A,)!Y=J!N!F0)!1-%%)/3)*%!@)*)!-%?)6!.9!&0);!@)*)!&*-7),!-,'/)!'*!@.&0!-!

:'(1-/;=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

!

!

!

!

!

!

!

!

!

[*'(!&0)!F-A,)!J>!.&!.%!%))/!&0-&!./!K$/)B1*)%%O!9,.30&>!JY!!j!'9!&0)!1-%%)/3)*%!&*-7),!

@.&0! 1-*&/)*! -/6! :0.,6*)/>! JJ! j! '9! &0)! 1-%%)/3)*%! &*-7),! @.&0! 1-*)/&%>! A*'&0)*! '*!

%.%&)*%>!JM!j!'9!&0)!1-%%)/3)*%!-*)!-,'/)>!"Y!!j!'9!&0)!1-%%)/3)*%!&*-7),!@.&0!-!3*'$1>!

'&0)*! "M! ! j! '9! 1-%%)/3)*%! &*-7),! @.&0! 1-*&/)*! '*! 0$%A-/6d! @.9)>! -/'&0)*! "M! j! '9!

1-%%)/3)*%!&*-7),!@.&0!&0).*!:0.,6*)/=!

!

!
!
!
!
!

alone

with partner

with parents
partner and 

children

with their 
children

with agroup

0

0,05

0,1

0,15

0,2

0,25

traveling with alone or with a company

Seri 1

Seri 1 0,2 0,1 0,22 0,24 0,1 0,14

1 2 3 4 5 6



! ""J

l!TN!F-A,)!Y=TN!F0)!1-%%)/3)*!@)*)!-%?)6!.9! &0);!A'$30&!-!1-:?-3)!6)-,!@.&0!0'&),>!

&*-/%9)*!)&:=!b*!'/,;!&0)!9,.30&!&.:?)&!9'*!&0.%!&*.1=!

F0)!*)%$,&!.%!-%!9',,'@%>!

 
 
 
^J!j!'9!1-%%)/3)*%!'9!K$/)B1*)%%!A$;!'/,;!!&0)!9,.30&!&.:?)&>!*)%&!'9!&0)(!A$;!-!
1-:?-3)!6)-,=!
!
!
!
l!YN! !F-A,)!Y=YN!D/! &0.%!G$)%&.'/!1-%%)/3)*%!@)*)!-%?)6!.9! &0);!0-6!&-?)/!-!1-:?-3)!

1*'3*-(!-/6!9*'(!@0.:0!&'$*!'1)*-&'*!&0);!A'$30&!&0).*!&.:?)&=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

!

!

!

!

!
!

!

only the flight 
ticket

2

0

0,2

0,4

0,6

0,8

1 2

package deal or only ticket

1 2

package deal

Alltours
Bentour 

Merge&Meer
L tour

öger tour

travel agency

0

0,2

0,4

0,6

0,8

Which tour operator did passengers buy their ticket?

1
2
3
4
5
6

Seri 1 0,06 0,04 0,04 0,02 0,12 0,72

1 2 3 4 5 6



! ""T

^J!j! '9! &0)! 1-%%)/3)*%! -*)! /'&! &-?)! &0).*! &.:?)&! 9*'(! &*-7),! -3)/:;>! ! "J!j! '9! &0)!

1-%%)/3)*%!&-?)!-!1-:?-3)!1*'3*-(!9*'(!!u3)*!&'$*>!`!j!'9!&0)!1-%%)/3)*%!&-?)!9*'(!

U,,&'$*%>!Y!j!'9!&0)!1-%%)/3)*%!A$;!9*'(!Q)/&'$*!-/6!Q)*3)!_!2))*!&'$*>!&0)!*)%&!'9!

&0)!1-%%)/3)*%!&-?)!9*'(!eO&$*=!

!
!
l!\N!F-A,)!Y=\N!F0)!1-%%)/3)*%!@)*)!-%?)6!@0)*)!-/6!0'@!!&0);!A'$30&!&0).*!&.:?)&=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

!

!
!
!
!
!
!
!
!
!
!
!
!
!
!
J`!j!'9!&0)!1-%%)/3)*%!1$*:0-%)!-/!-.*,./)!&.:?)&!&0*'$30!K$/)B1*)%%!@)A!1-3)>!JJ!j!

'9!&0)!1-%%)/3)*%!A$;!&0).*!&.:?)&!6.*):&,;!9*'(!K$/)B1*)%%>!"M!j!'9!&0)(!&-?)!.&!9*'(!

&*-7),!-3)/:;>!Z!j!'9!&0)(!&-?)!.&!-&!&0)!-.*1'*&>!`!j!'9!&0)(!A$;!&0).*!&.:?)&!!&0*'$30!

@)A!1-3)!'9! &0)! &'$*!'1)*-&'*>!j!JZ!'9! &0)!1-%%)/3)*%!6'!/'&!'/,;!1$*:0-%)! -.*,./)!

&.:?)&=!!

!
!

!

!

!

travel agency

sunexpress
  web page

web page of 
tour operator

at the airport

package deal

0

0,05

0,1

0,15

0,2

0,25

0,3

where the passengers bought their ticket?

1
2
3
4
5
6

Seri 1 0,1 0,22 0,26 0,06 0,08 0,28

1 2 3 4 5 6



! ""Y

l!`N!F-A,)!Y=`N!F0)!1-%%)/3)*%!@)*)!-%?)6!0'@!,'/3!./!-67-/:)!&0);!A''?)6!&0.%!&*.1=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
TM!j!'9!&0)!1-%%)/3)*%!'9!K$/)B1*)%%!A''?!&0).*!&*.1!-&!&0)!%-()!6-;>!JZ!j!'9!&0)(!

A''?!@.&0./!"!@))?>!"Z!j!'9!&0)(!A''?!&0).*!&*.1!JCT!@))?%!./!-67-/:)>!!!Z!j!'9!&0)(!

A''?! .&! "CJ!('/&0%! ./! -67-/:)>! `!j!'9! &)! 1-%%)/3)*%! A''?! &0).*! &*.1! TC`!('/&0%! ./!

-67-/:)!-/6!j!"M!'9!&0)(!A''?!('*)!&0-/!`!('/&0%!-3'=!

!

!

!

!

!

!

!

!

!

!

same day

within 1 week
2-3 weeks in 

advanced

1-2 months in 
advanced

3-6 months in 
advanced

6 months ago

0

0,05

0,1

0,15

0,2

0,25

0,3

How long in advanced did passengers book this trip?

1
2
3
4
5
6

Seri 1 0,3 0,28 0,18 0,08 0,06 0,1

1 2 3 4 5 6



! ""\

l!^N!F-A,)!Y=^!N!D/!&0.%!G$)%&.'/!&0)!1-%%)/3)*%!@)*)!-%?)6!.9!&0);!0-7)!-/;!

)B1)*.)/:)!@.&0!K$/)B1*)%%!1*.'*!&'!&0.%!&*.1=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

YZ!j!'9!&0)!1-%%)/3)*%!?/'@!&'!&0).*!A;!/-()>!T`!j!'9!&0)(!9,)@!@.&0!K$/)B1*)%%!'/!

1*)7.'$%!'::-%.'/>!!"Y!j!'9!&0)(!0)-*!'9!!K$/)B1*)%%!9'*!&0)!9.*%&!&.()!'/!&0.%!&*.1= 

!
!

!

!

!

!

!

!

!

!

!

!

flew with SXS 
previous 
occasion hear of SXS 

first time on 
this trip

know their by 
name

0

0,1

0,2

0,3

0,4

0,5

1
2
3

Seri 1 0,36 0,14 0,48

1 2 3



! ""`

l! ZN! F-A,)! Y=ZN! &0)! 1-%%)/3)*%! @)*)! -%?)6! 0'@!(-/;! &.()%! -! ;)-*! &0);! &*-7),! A;!

1,-/)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

!

TZ!j!'9!&0)!1-%%)/3)*%!&*-7),!A;!1,-/)!'/)!-!;)-*>!j!JY!'9!&0)(!&*-7),!A;!1,-/)!JC\!

&.()%!-!;)-*>!"Z!j!'9!&0)(!&*-7),!`!&.()%!'*!('*)!-!;)-*>!"J!j!'9!&0)(!-/%@)*)6!&0-&!

&0.%!.%!&0.)*!9.*%&!9,.30&>!Z!j!'9!&0)!1-%%)/3)*%!&*-7),!A;!1,-/)!'/:)!./!-!:'$1,)!'9!;)-*%=!

!

 

 

 

 

 

 

 

 

once in a 
couple of year

one a year

2-5 times a 
year

6 or more a 
year

 first flight

0

0,1

0,2

0,3

0,4

how many times a year passengers travel by plane?

1
2
3
4
5

Seri 1 0,08 0,38 0,24 0,18 0,12

1 2 3 4 5



! ""^

 

5.5 PART II OF THE SURVEYN!

!
#$%&'()*! %-&.%9-:&.'/! -&! &0)! :0):?! ./! :'$/&)*! 0-%! A))/! )7-,$-&)6! ./! &0.%! 1-*&! '9! &0)!

%$*7);=!L-%%)/3)*%!-*)!-%?)6! &'!1'./&! &0).*!%-&.%9-:&.'/!9*'(!1'./&!"! &'!`! ./!@0.:0!"!

()-/%!9$,,;!%-&.%9.)6!&'!&0)!,'@)*./3!1'./&!`!@0.:0!()-/%!6.%%-&.%9.)6=!!

!

l!]N!F-A,)! Y=]N!F0)! 1-%%)/3)*!@)*)! -%?)6! .9! 1)*%'/),! -&! &0)! :0):?! ./! :'$/&)*!@)*)!

9*.)/6,;!-/6!0),19$,=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

0

0,05

0,1

0,15

0,2

0,25

0,3

0,35

Seri 1 0,2745 0,0588 0,0784 0,3137 0,1765 0,098

1 2 3 4 5 6



! ""Z

 
 
 
[*'(!&0.%!1'./&!'9!7.)@!-%!%))/!'/!&0)!F-A,)!"T>!J^!1)*:)/&!'9!&0)!1-%%)/3)*%!-*)!9$,,;!

%-&.%9.)6!@.&0! %)*7.:)! -&! &0)! :0):?! ./! :'$/&)*! -/6! 9'$/6! &0)!1)*%'//),! 7)*;! 9*.)/6,;!

-/6! 0),19$,=! b/! &0)! '&0)*! 0-/6! ]! 1)*:)/&! '9! &0)! 1-%%)/3)*%! -*)! /'&! %-&.%9.)6! @.&0!

1)*%'//),!%)*7.:)!-&!&0)!:0):?C./!:'$/&)*!S'@)7)*>!-!3*)-&!-('$/&!'9!&0)!%$*7);!'9!T"!

1)*:)/&! 0-%! -!('6)*-&)! %-&.%9-:&.'/!@0.:0!()-/%! &0-&! &0)! :'(1-/;! %0'$,6! )B-(./)!

:0):?! ./! :'$/&)*O%! 1)*%'//),! A)0-7.'*! &'! 1-%%)/3)*%! -/6! .(1*'7)! &0)(%),7)%! ./! -!

('*)!9*.)/6,;!-/6!0),19$,,!@-;=!

!
l!"MN!F-A,)!Y="MN!F0)!1-%%)/3)*!@)*)!-%?)6!.9!1)*%'/),!-&!&0)!:0):?!./!:'$/&)*!@)*)!

:'(1)&)/&=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

[*'(!&0)!F-A,)!"Y>!./!&0.%!G$)%&.'//-.*)!:0):?!./!:'$/&)*!1)*%'//),!0-%!A))/!1'./&)6!

-::'*6./3!&'!&0).*!,)7),!'9!1*'9.:.)/:;=![*'(!&0)!F-A,)!"M>!.&!.%!%))/!&0-&!YM!1)*:)/&!'9!

&0)!1-%%)/3)*%!)7-,$-&)! &0)!1)*%'//),!-&! &0)!:0):?! ./!:'$/&)*!A;!:'(1)&)/&>!@0.,)!`!

1)*:)/&!'9!&0)(!&0./?!&0-&!&0);!-*)!/'&!:'(1)&)/&!9$,,;=!D/!'&0)*!()-/%!-!3*)-&!1)*:)/&!

0

0,05

0,1

0,15

0,2

0,25

0,3

0,35

0,4

Seri 1 0,4 0,16 0,24 0,08 0,06 0,06

1 2 3 4 5 6



! ""]

'9!&0)!1-%%)/3)*%!%$:0!-%!\Y!1)*:)/&!-*)!('*)!'*!,)%%!%-&.%9.)6!@.&0!:'(1)&)/:;!'9!&0)!

1)*%'//),=!

!
l!""N!F-A,)!Y=""N!&0)!1-%%)/3)*%!@)*)!-%?)6!.9!:0):?!./!:'$/&)*!@-%!0-/6,)6!G$.:?,;!

-/6!@.&0'$&!6.99.:$,&;=!

F0)!*)%$,&!.%!-%!9',,'@%>!

 

 
 
 
[*'(!&0)!F-A,)!"\>! .&! .%!%))/! &0-&!\M!1)*:)/&!'9! &0)!1-%%)/3)*%!@-%!0-/6,)6!G$.:?,;!

-/6!@.&0'$&!6.99.:$,&;!-&!&0)!:0):?!./!:'$/&)*=!E'!'/)!@-%!6.%%-&.%9.)6!-/6!\M!1)*:)/&!

0-%!('6)*-&)!%-&.%9-:&.'/= 

 

!

!

!

!

!

!

0

0,1

0,2

0,3

0,4

0,5

Seri 1 0,5 0,32 0,14 0,02 0,02 0

1 2 3 4 5 6



! "JM

!

l"JN!!F-A,)!Y="JN!&0)!1-%%)/3)*%!@)*)!-%?)6!.9!-.*1'*&!-//'$/:)()/&!9'*!&0)!6)1-*&$*)!

@)*)!:,)-*!-/6!$/6)*%&-/6-A,)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
!
  
F0.%! G$)%&.'//-.*)! ./! &0)! &-A,)! "J! )7-,$-&)%! &0)! -.*1'*&! :,)-*! -/6! $/6)*%&-/6-A,)!

-//'$/:)()/&%!9'*!&0)!6)1-*&$*)=!Z`!1)*:)/&!'9!&0)!1-%%)/3)*%!:-/!)-%.,;!-/6!:,)-*,;!

$/6)*%&-/6! &0)! -//'$/:)()/&%=! F0)! *)%&! '9! &0)(! 1'./&)6! ,)7),! J! -/6! /'A'6;! 0-%!

:'(1,-./)*!-A'$&!&0)!-//'$/:)()/&%=!

!

!

!

!

!

!

!

!

0
0,1
0,2
0,3
0,4
0,5
0,6
0,7
0,8
0,9

Seri 1 0,86 0,14 0 0 0 0

1 2 3 4 5 6



! "J"

!

l!"TN!F-A,)!Y="TN!F0)!1-%%)/3)*%!@)*)!-%?)6!.9!A'-*6./3!@)/&!G$.:?,;!-/6!%(''&0,;=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

F0)!A'-*6./3!1*':)%!0-%!A))/!)7-,$-&)6!./!&0.%!%):&.'/=!\`!1)*:)/&!'9!&0)!1-%%)/3)*%!

()/&.'/)6! &0-&! &0)! A'-*6./3!@)/&! G$.:?,;! -/6! %(''&0,;=! `! 1)*:)/&!@-%! 6.%%-&.%9.)6!

-/6!TZ!1)*:)/&!0-%!,'@)*./3!%-&.%9-:&.'/=!!!

!
!

!

!

!

!

!

!

!

!

0

0,1

0,2

0,3

0,4

0,5

0,6

Seri 1 0,56 0,26 0,08 0 0,04 0,06

1 2 3 4 5 6



! "JJ

l!"YN!F-A,)!Y="YN!!F0)!1-%%)/3)*%!@)*)!-%?)6!.9!&0).*!%)-&%!*)G$)%&!@-%!9$,9.,,)6!-&!&0)!

:0):?!./=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

D/!&0.%!G$)%&.'//-*;!!1-%%)/3)*%!@)*)!-%?)6!.9!&0);!*)G$)%&)6!-!%1):.-,!%)-&!-/6!&0).*!

*)G$)%&! @-%! 9$,9.,,)6! '*! /'&=! ``! 1)*:)/&! 6.6! /'&! *)G$)%&! -/;! %)-&>! JJ! 1)*:)/&! '9! &0)!

1-%%)/3)*%!*)G$)%&!0-%!A))/!9$,9.,,)6!-/6!"J!1)*:)/&!@)*)!6)/.)6=!

!
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

0

0,1

0,2

0,3

0,4

0,5

0,6

0,7

1
2
3

Seri 1 0,22 0,66 0,12

1 2 3



! "JT

5.6 PART III OF THE SURVEYN!
!
#$%&'()*!%-&.%9-:&.'/!-&!&0)!9,.30&!-/6!'/!A'-*6!%)*7.:)!0-%!A))/!)7-,$-&)6!./!&0.%!1-*&!

'9!&0)!%$*7);=!L-%%)/3)*%!-*)!-%?)6!&'!1'./&!&0).*!%-&.%9-:&.'/!9*'(!1'./&!"!&'!`!./!

@0.:0!"!()-/%!9$,,;!%-&.%9.)6!&'!&0)!,'@)*./3!1'./&!`!@0.:0!()-/%!6.%%-&.%9.)6=!

l"\N!F-A,)!Y="\N!D/!&0.%!G$)%&.'/!&0)!1-%%)/3)*%!@)*)!-%?)6!@0-&!;'$*!-%%)%()/&!'9!

&0)!'7)*-,,!:'/6.&.'/!'9!&0)!1,-/)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

^M!1)*:)/&!'9!&0)!1-%%)/3)*%!-*)!9$,,;!%-&.%9.)6!@.&0!&0)!'7)*!-,,!:'/6.&.'/!'9!&0)!1,-/)=!

b/,;! `! 1)*:)/&! @)*)! 6.%%-&.%9.)6! -/6! &0)! *)%&! '9! &0)! JY! 1)*:)/&! @)*)! ('*)! '*! ,)%%!

%-&.%9.)6=!

!
!
!
!
!
!
!
!
!
!
!
!
!
!

0

0,1

0,2

0,3

0,4

0,5

0,6

0,7

1
2
3
4
5
6

Seri 1 0,7 0,14 0 0,04 0,06 0,06

1 2 3 4 5 6



! "JY

l!"`N!!F-A,)!Y="`N!F0)!1-%%)/3)*%!@)*)!-%?)6!0'@!&0);!*-&)!%)-&%!9'*!:'(9'*&=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
 
 
 
 
W0)/!&0)!%)-&%!'9!&0)!1,-/)!@)*)!*-&)6!9'*!:'(9'*&!J`!1)*:)/&!'9!&0)!1-%%)/3)*%!9'$/6!

&0)! %)-&%! 9$,,;! :'(9'*&-A,)=! ! JZ! 1)*:)/&! '9! &0)(! 1'./&)6! \!@0.:0!()-/%! &0);! /))6!

%'()!('*)!:'(9'*&=!`!1)*:)/&!@)*)!9$,,;!$/:'(9'*&-A,)!@.&0!&0)!%)-&%!-/6!&0)!*)%&!YM!

1)*:)/&!0-6!('6)*-&)!:'(9'*&=!

!

!

!

!

!

!

!

!

0

0,05

0,1

0,15

0,2

0,25

0,3

1
2
3
4
5
6

Seri 1 0,26 0,28 0,12 0,2 0,08 0,06

1 2 3 4 5 6



! "J\

l"^N! F-A,)! Y="^N! F0)! 1-%%)/3)*! @)*)! -%?)6! 0'@! &0).*! *-&)! &0)! 9,.30&! :*)@! 9'*!

9*.)/6,./)%%!-/6!0),19$,/)%%=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
!
!
D/!&0.%!G$)%&.'/-*;!!9,.30&!:*)@!@)*)!-%%)%&)6!9'*!9*.)/6,./)%%!-/6!0),19$,/)%%=!U!3*)-&!

-('$/&!'9!&0)!1-%%)/3)*%!-%!^J!1)*:)/&!@)*)!1,)-%)6!-A'$&!&0)!A)0-7.'*!'9!&0)!9,.30&!

:*)@=!Y!1)*:)/&!@)*)!6.%%-&.%9.)6=!

!
!

!

!

!

!

!

!

!

!

!

0

0,1

0,2

0,3

0,4

0,5

0,6

0,7

0,8

1
2
3
4
5
6

Seri 1 0,72 0,18 0 0,02 0,04 0,04

1 2 3 4 5 6



! "J`

l"ZN!!F-A,)!Y="ZN!F0)!1-%%)/3)*%!@)*)!-%?)6!0'@!&0);!*-&)!&0)!()-,=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
!
^Z!1)*:)/&!'9!&0)!1-%%)/3)*%!@)*)!0-11;!@.&0!&0)!()-,!%)*7)6!./!&0)!-.*:*-9&=!!
!
!
!

!

!

!

!

!

!

!

!

!

!

!

0

0,1

0,2

0,3

0,4

0,5

0,6

0,7

0,8

1
2
3
4
5
6

Seri 1 0,78 0,12 0,04 0 0 0,06

1 2 3 4 5 6



! "J^

l"]N!F-A,)!Y="]N!&0)!1-%%)/3)*!@)*)!-%?)6!.9!&0);!@)*)!/'&!%-&.%9.)6!@.&0!&0)!()-,>!

@0-&!&0)!:'(1-/;!:-/!.(1*'7)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

0

0,1

0,2

0,3

0,4

0,5

0,6

0,7

1
2
3
4

Seri 1 0,26 0,04 0,04 0,66

1 2 3 4

!

!

``! 1)*:)/&! '9! &0)! 1-%%)/3)*! )/8';)6! &0)! ()-,=! D/! -66.&.'/! &0-&! J`! 1)*:)/&! '9! &0)!

1-%%)/3)*%! @0'!@)*)! /'&! %-&.%9.)6! @.&0! &0)!()-,! '99)*)6! .(1*'7)()/&! ./! &0)!(-./!

:'$*%)!-/6!Y!1)*:)/&!./!%-,-6!-/6!Y!1)*:)/&!./!6)%%)*&=!

!

!

!

!

!

!

!

!

!



! "JZ

!

l!JMN!!F-A,)!Y=JMN!F0)!1-%%)/3)*%!@)*)!-%?)6!0'@!&0);!*-&)6!&0)!%),):&.'/!'9!6*./?%=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
!
F0)!%),):&.'/!'9!6*./?!@)*)!*-&)6!]J!1)*:)/&!)7-,$-&)6!&0)!6*./?%!)B:),,)/&=!
!
!
!

!

!

!

!

!

!

!

!

!

!

!

0

0,2

0,4

0,6

0,8

1

1
2
3
4
5
6

Seri 1 0,92 0,06 0 0 0,02 0

1 2 3 4 5 6



! "J]

!

l!J"N!!F-A,)!Y=J"N!F0)!1-%%)/3)*%!@)*)!-%?)6!.9!&0);!-*)!&*-7),,./3!&'6-;!@.&0!

:0.,6*)/>!0'@!&0);!*-&)6!K$/)B1*)%%!9'*!9-(.,;!9*.)/6,./)%%=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

!

!

L-%%)/3)*%!&*-7),./3!@.&0!:0.,6*)/!@)*)!-%?)6!&'!*-&)!%$/)B1*)%%!9'*!9-(.,;!

9*.)/6,./)%%=!\Y!1)*:)/&!!6.6!/'&!0-7)!:0.,6*)/!-/6!TZ!1)*:)/&>!@0'!@)*)!&*-7),./3!

@.&0!:0.,6*)/>!@)*)!!9$,,;!%-&.%9.)6!@.&0!&0)!9,.30&=!

!

!

!

!

!

!

0

0,1

0,2

0,3

0,4

0,5

0,6

1
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4
5
6

Seri 1 0,38 0,06 0,02 0 0 0,54
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! "TM

l!JJN!F-A,)!Y=JJN!F0)!1-%%)/3)*!@)*)!-%?)6!.9!&0);!1$*:0-%)6!&0)!0)-6!10'/)%!0'@!

&0);!,.?)6!&0)!9.,(=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

0

0,1

0,2

0,3

0,4

0,5

0,6

1
2
3
4
5
6

Seri 1 0,36 0 0 0 0,04 0,6
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!

L-%%)/3)*!@0'!1$*:0-%)6!0)-6!10'/)%!)7-,$-&)6!&0)!('7.)%=!`M!1)*:)/&!'9!&0)(!6.6!

/'&!A$;!-!0)-6!10'/)%=!T`!1)*:)/&!)/8';)6!&0)!9.,(!-/6!Y!1)*:)/&!6.6!/'&!,.?)!&0)!

('7.)=!

!

!

!

!

!

!

!

!

!



! "T"

l!JTN!F-A,)!Y=JTNF0)!1-%%)/3)*!@)*)!-%?)6!.9!&0);!(-6)!-!%1):.-,!*)%)*7-&.'/!9'*!&0.%!

9,.30&!0'@!&0);!*-&)6!&0.%!%)*7.:)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

!
!
!
L-%%)/3)*%!@)*)!-%?)6!.9!&0);!(-6)!-!%1):.-,!*)%)*7-&.'/!%$:0!-%!-!%1):.-,!()-&>!-!

%1):.-,!%)-&!'*!-/!)B&*-!,$33-3)!9'*!&0.%!9,.30&=!^Y!1)*:)/&!6.6!-%?)6!-/;!%1):.-,!

*)%)*7-&.'/=!J`!1)*:)/&!(-6)!-!%1):.-,!*)%)*7-&.'/!-/6!JY!1)*:)/&!@)*)!9$,,;!%-&.%9.)6!

@.&0!&0).*!*)G$)%&=!

!

!

!

!

!

!

!

!

0

0,1
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0,5

0,6

0,7

0,8

1
2
3
4
5
6

Seri 1 0,24 0 0,02 0 0 0,74
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! "TJ

l!JYN!F-A,)!Y=JYN!F0)!1-%%)/3)*%!@)*)!-%?)6!!0'@!&0);!,.?)6!&0).*!6$&;!9*))!*-/3)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
 
D/!&0.%!!G$)%&.'/-*;>!6$&;!9*))!*-/3)!@-%!)7-,$-&)6!``!1)*:)/&!'9!&0)!1-%%)/3)*%!9'$/6!

&0)!6$&;!9*))!*-/3)!%-&.%9-:&'*;=!E'A'6;!0-6!9$,,;!:'(1,-./&!-A'$&!&0)!6$&;!9*))!*-/3)=!

l!J\N!F-A,)!Y=J\N!F0)!1-%%)/3)*%!@)*)!-%?)6!.9!&0)!'/!A'-*6!-//'$/:)()/&!@)*)!

:,)-*!-/6!$/6)*%&-/6-A,)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

 
 
 
 
 
ZJ!1)*:)/&!'9!&0)!1-%%)/3)*%!:,)-*,;!$/6)*%&-/6!'/!A'-*6!-//'$/:)()/&%=!!

0
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0,4
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0,9

Seri 1 0,82 0,14 0 0 0,04 0
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! "TT

l!J`N!F-A,)!Y=J`N!F0)!1-%%)/3)*%!@)*)!-%?)6!0'@!&0);!*-&)6!'/!A'-*6!(-3-<./)!

HK$//;!F.()%I=!

!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

F0)!'/!A'-*6!(-3-<./)!HK$//;!&.()%I!@-%!*-&)6!./!&0.%!G$)%&.'/-*;=!\Y!1)*:)/&!'9!&0)!

1-%%)/3)*%!)7-,$-&)6!&0)!(-3-<./)!)B:),,)/&=!"Y!1)*:)/&!9'$/6!.&!./%$99.:.)/&=!

 
l!J^N!F-A,)!Y=J^N!L-%%)/3)*%!@)*)!-%?)6!&'!-@-*6!'7)*-,,!(-*?!9'*!'/!A'-*6!%)*7.:)!
-%!@0',)=!
 
F0)!*)%$,&!.%!-%!9',,'@%>!
!

!
^Y!1)*:)/&!()/&.'/)6!)B:),,)/&!'A%)*7-&.'/=!b/,;!J!1)*:)/&!@)*)!6.%%-&.%9.)6=!
!

0

0,1

0,2

0,3

0,4

0,5

0,6

0,7

0,8

1
2
3
4
5
6

Seri 1 0,74 0,18 0,04 0,02 0 0,02

1 2 3 4 5 6
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Seri 1 0,54 0,2 0,08 0,02 0,02 0,14
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! "TY

5.7 PART IV OF THE SURVEY 

l!JZN!!F-A,)!Y=JZN!L-%%)/3)*%!@)*)!-%?)6!.9!&0);!@'$,6!9,;!-3-./!@.&0!K$/)B1*)%%!-/6!

*):'(()/6!&0)!-.*,./)!&'!'&0)*%=!

F0)!*)%$,&!.%!-%!9',,'@%>!

 
 
 
Z`!1)*:)/&!'9!&0)!1-%%)/3)*!@'$,6!*):'(()/6!&'!'&0)*=!"J!1)*:)/&!'9!&0)!1-%%)/3)*%!

6.6!/'&!0-%!-/;!.6)-!-A'$&!&0-&=!b/,;!J!1)*:)/&!'9!&0)!1-%%)/3)*%!6.6!@-/&!&'!9,;!-3-./!

@.&0!K$/)B1*)%%=!

!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
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3

Seri 1 0,86 0,12 0,02
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! "T\

l!J]!N!!F-A,)!Y=J]N!F0)!1,-:)!'9!*)%.6)/:)!'9!&0)!1-%%)/3)*%!@)*)!-%?)6=!
!
 

 
 
 
`M!1)*:)/&!'9!&0)!1-%%)/3)*%!@)*)!9*'(!X)*(-/;>!TJ!1)*:)/&!'9!&0)(!@)*)!F$*?);>!J!

1)*:)/&!'9!&0)(!@)*)!K@.&<)*,-/6!-/6!`!1)*:)/&!@)*)!9*'(!'&0)*!:'$/&*.)%!%$:0!-%!

S',,-/6>!Q),3.$(!-/6!U$%&*.-=!

!

lTMN!F-A,)!Y=TMN!D/!&0.%!G$)%&.'/!/-&.'/-,.&;!'9!&0)!1-%%)/3)*%!@)*)!-%?)6=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

!

0

0,1

0,2

0,3

0,4

0,5

0,6
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Seri 1 0,2 0,56 0,22 0,02 0 0
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Seri 1 0,6 0,32 0,02 0 0 0,06
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! "T`

JM! 1)*:)/&! @)*)! X)*(-/>! \`! 1)*:)/&! @)*)! F$*?.%0>! JJ! 1)*:)/&! @)*)! F$*?.%0! -/6!

X)*(-/>!Y!1)*:)/&!@)*)!K@.%%=!!

!

l!T"N!F-A,)!Y=T"N!D/!&0.%!G$)%&.'/!-3)!3*'$1!'9!&0)!1-%%)/3)*%!@)*)!)7-,$-&)6=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!
!
!
`!1)*:)/&!'9!&0)(!@)*)!JM!;)-*%!-/6!$/6)*>!T`!1)*:)/&!'9!&0)(!@)*)!J"CTM!;)-*%>!J`!

1)*:)/&! '9! &0)(!@)*)! T"CYM! ;)-*%>! Z! 1)*:)/&! '9! &0)(!@)*)! Y"C\M! ;)-*%>! "`! 1)*:)/&!

@)*)!\"C`M!;)-*%>!Z!1)*:)/&!'9!&0)(!@)*)!'7)*!`"!;)-*%=!

!

!

!

!

!

!

!

0

0,05

0,1
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0,35
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Seri 1 0,06 0,36 0,26 0,08 0,16 0,08

1 2 3 4 5 6



! "T^

l!TJN!F-A,)!Y=TJN!L-%%)/3)*%!@)*)!-%?)6!.9!&0);!-*)!9)(-,)!'*!(-,)=!

F0)!*)%$,&!.%!-%!9',,'@%>!

!

\J!1)*:)/&!'9!&0)!1-%%)/3)*%!@)*)!9)(-,)!-/6!'&0)*%!@)*)!(-,)=!

!

!

!

!

!

!

!

!

!

!

!

!
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0,5

0,51

0,52

1
2

Seri 1 0,52 0,48
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! "TZ

CHAPTER V 

CONCLUSION 

6. RECOMENDATION AND CONCLUSION 

F0)! :'(1-/;! %0'$,6! 6)9./)6! A$%./)%%! -:&.7.&.)%! 9*'(! &0)! 1-%%)/3)*! 1'./&%! '9! 7.)@=!

L-%%)/3)*%! &*-7),! 1*':)%%! .%! 6.7.6)6! ./&'! %.B! 10-%)%! -%! %0'@/! ./! [.3$*)! ">! %&-*&./3!

9*'(! 1-%%)/3)*! )/G$.*;! -/6! )/6./3! $1! @.&0! 1-%%)/3)*%! A)./3! '$&! '9! '1)*-&.'/%=!

U*'$/6! 1-%%)/3)*! &*-7),! 1*':)%%! -/6! %-&.%9-:&.'/! 6*.7)*%>! &0)! :'(1-/;! :'$,6!

.6)/&.9.)6!?);!A$%./)%%!-:&.7.&.)%N!

! 9,.30&!%)*7.:)c!

! 1)'1,)!(-/-3)()/&c!

! K$11,;!/)&@'*?!(-/-3)()/&c!

! ./9'*(-&.'/!-/6!./&)3*-&.'/c!

! 1-%%)/3)*!*)G$.*)()/&!(-/-3)()/&c!-/6!

! :$%&'()*!%-&.%9-:&.'/%!()-%$*./3!=!

!



! "T]

!

[.3$*)!\="N!V);!A$%%./)%!-:&.7.&.)%!./!&0)!1-%%-/3)*!&*-7),!1*':)%%=!

K'$*:)N!F0.%!.%!(;!'@/!6):./)!9'*!1*':)%%!'9!A'-*6./3!

D/!9,.30&!%)*7.:)c!F0)!:'(1-/;!:'$,6!:,-%%.9;!:$%&'()*!%-&.%9-:&.'/!6*.7)*%!-::'*6./3!

@.&0!&0)!6)3*))!'9!'A&-./.3!%)*7.:)%!&'!./6.7.6$-,!1-%%)/3)*=!F0)!A-%.:!/))6%!&0-&!&0)!

:'(1-/;! 0-%! &'! 6)-,! @.&0! -*)! %-9)&;>! 3)&&./3! &0)! ,$33-3)! &'! &0)! *.30&! 1,-:)>! -/6!

1$/:&$-,.&;=! F0)! %)*7.:)%!($%&!())&! &0)! A-%.:! *)G$.*)()/&! 9.*%&! A)9'*)! :,.(A./3! &0)!

./&'!0.30)*!%-&.%9-:&.'/%!%&-3)=!!

D/!'*6)*!&'!A):'()!('*)!:'(1)&.&.7)>!&0)!%)*7.:)%!($%&!9':$%!'/!G$-,.9.)*!6*.7)*%>!.=)=!

1*'7.6./3!('*)!-7-.,-A,)!:0'.:)%!'/! 9''6!()/$%>!'*!)/0-/:)!%)-&./3!:'(9'*&-A.,.&;=!

h$%&!())&./3!:$%&'()*!*)G$.*)()/&%! .%!/'&!)/'$30c!6),.30&./3!1-%%)/3)*%! .%!'/,;! &0)!

@-;!&'!6.99)*)/&.-&)!A$%./)%%!9*'(!'&0)*!:'(1)&.&'*%=!['*!:'%&!%-7./3!'11'*&$/.&;>!F0)!

:'(1-/;!:'$,6!$%)! %&-/6-*&!()-,! 9'*! )-:0! 9,.30&=! D9! -!1-%%-/3)*!6.6!/'&!@-/&! &'!)-&!



! "YM

%&-/6-*&!()-,>!&0)!1-%%-/3)*!:'$,6!:0''%)!()-,!@0)/!!A$;./3!&0).*!&.:?)&!-/6!&0);!0-6!

&'!1-;!)B&*-!('/);!9'*!.&=!

D/! -66.&.'/! &0-&! :'(1-/;! :-/!3.7)! &'! :-*6! &'! .&%! :'/%&-/&! 1-%%-/3)*%!@0'! :-/! )-%,;!

(-?)! &0).*! :0):?C./! @.&0! 1*.'*,;! )%&-A,.%0)6! :'(1$&)*! ./! &0)! -.*1'*&=! ['*! )B-(1,)!

e$9&0-/%-! $%)%! G$.:?! :0):?C./! %;%&)(=! 2'*)'7)*>! &0.%! :-*6! 'A&-./)6! 1-%%-/3)*%!

./9'*(-&.'/! -/6! &0).*! *):$.*)()/&! -/6! '1./.'/! -A'$&! &0)! 9,.30&%=! D/! &0.%! @-;! &0)!

:'(1-/;!:-/!&-?)!'11'*&$/-&.;!./!'*6)*!&'!())&!:$%&'()*!%-&.%9$:&.'/=!

['*! 1)'1,)! (-/-3)()/&c! L)'1,)! %-&.%9-:&.'/! .%! 1*)(.%)! &'! -:0.)7)! :$%&'()*!

%-&.%9-:&.'/=! l$-,.&;! %0'$,6! A)! %))/! &'! %&-*&! 9*'(! &0)! &'1=! F0)! ,)-6)*%0.1! '9! &0)!

'*3-/.<-&.'/!($%&!A)! ./&.(-&),;! ./7',7)6! &'! %))! &0-&! &0)!G$-,.&;!1-*-6.3(! .%!1,-/&)6!

./&'! &0)! (./6%! -/6! 0)-*&%! '9! -,,! %&-99=! ! K)/.'*! (-/-3)*%! (-6)! :'/%:.'$%! )99'*&%! &'!

*)./9'*:)! &0)! :$%&'()*C6*.7)/! 9':$%! -/6! G$-,.&;C'*.)/&-&.'/! :'/7);)6! ./! 7.%.'/c!

)(10-%.%)6! &0)! 1*'3*-(! %$::)%%! .%! &'&-,,;! 6)1)/6%! '/! 1)'1,)>! /'!F):0/','3.)%! :-/!

@'*?!-%! *)1,-:)()/&c! -/6!:,-*.9.)6!'A8):&.7)%! .%! &'!(-?)! -,,! 1)'1,)! %-&.%9-:&.'/=!U,,!

&0)%)!()%%-3)%!:'(($/.:-&)6!&0*'$30!?./6%!'9!:0-//),%!%$:0!-%!:'(1-/;!/)@%,)&&)*!

45>!())&./3%>!)C(-.,>!('*)!'9&)/!./!)7)*;!./9'*(-,!'::-%.'/%=!

F)-(! A$.,6./3! .%! -! ?);! &'! %$::)%%9$,! ,)-6)*%0.1! A)0-7.'$*! ./! -! Fl2! '*3-/.%-&.'/!

4L$99)*!-/6!2:#-*&0;>!"]]`5=!K$/)B1*)%%!(-/-3)()/&!*)G$.*)6!&0)!:'(1-/;!%0'$,6!

A)!'*3-/.%)6!-*'$/6!1*':)%%)%>!-/6!A)!*$/!A;!:*'%%!9$/:&.'/-,!&)-(%=!F0);!@'*?)6!./!

&)-(%>!A$.,6./3! *',)!('6),! 9'*!@0',)!:'(1-/;=!F0);!/'&!'/,;!)/:'$*-3)! &)-(@'*?!

%&;,)>! A$&! -,%'! 1*'7.6)! 9-:.,.&-&./3! %$11'*&%N! 6)9././3! 1*':)%%)%>! 1*'7.6./3!

()&0'6','3.)%!'9!&)-(!9'*($,-&.'/>!-/6!)(1'@)*./3!&'!&)-(%=!#*'%%C9$/:&.'/-,!&)-(%!

-*)!A*./3./3!&'3)&0)*!1)'1,)!@.&0!6.99)*)/&!)B1)*&.%)=!K$:0!&)-(%!%0-*)!*)%1'/%.A.,.&;!

-/6!:*)6.&=!F)-(@'*?!)/0-/:)6!%)*7.:)!G$-,.&;!./!&@'!)B-(1,)%=![.*%&>!:0):?!./!%&-99%!



! "Y"

(-/-3)6! &0)! G$)$)! A;! H%))./3I>! &0)! -7-.,-A,)! %&-99! ('7)%! &'! A$%;! :'$/&)*! @0)/!

0)d%0)!%))%!&0)!A$%;!%:)/)!-/6!G$)$)=!b/,;!9':$%!.%!:,)-*./3!'99!G$)$)!A)9'*)!-,,!&0)!

:'$/&)*%=!4L$99)*>!K=!-/6!2:#-*&0;>!2=!4"]]`5>!HU!9*-()@'*?!9'*!,)-6)*%0.1!./!Fl2!

:'/&)B&I>!h'$*/-,!'9!l$-,.&;!2-/-3)()/&=5!

!F0)!:'(1-/;!%0'$,6!,'/3!&)*(!*),-&.'/%0.1!@.&0!&0).*!%$11,.)*!./!'*6)*!&'!-:0.)7./3!

:'%&! %-7./3! -67-/&-3)=! Q):-$%)! :0''%./3! /)@! %$11,.)*! -/6! ),.(./-&.'/! :*)-&%!

-66.&.'/-,!:'%&!-7'.6./3!&0.%!%.&$&-&.'/!,'/3!&)*(!*),-&.'/%0.1!.%! !A)&)*!@-;=!K'()!'9!

&0)!%$11,.)*%!%$:0!-%!:-&0*./3!%)*7.%!./!!<(.*!4K)&$*!./!9,.30&!%)*7.:)5!.%!('/'1',!9.*(=!

F0.%! ('/'1',;! -*)! :-$%)! ./! *)6$:./3! :$%&'()*! %-&.%9-:&.'/=! F0)! :'(1-/;! 0-%!

'1)*-&)6!-%!-!1-*&/)*!'9!F$*?.%0!-.*,./)%=!U7'.6./3!&0.%!('/'1',;>!&0)!:'(1-/;!:'$,6!

3.7)! &0).*! :-&0*./3! %)*7.:)! ./! FSkO%! :-&0)*./3=! ! 2'*)'7)*>! :'(1-/;! $%)%! UA,-%!

&-%!(-:!,!?! -=%=! &'! &*-/%1'*&! :*)@! 9*'(! 0'()! &'! -.*1'*&=! F0.%! .%! @),,! 9'*! :'(1-/;!

A):-$%)!.9! &0);!:0''%)!&0)!1-;./3!2'/);!&'!:*)@!>! .&!@'$,6!A)!('*)!)B1)/%.7)!&0-&!

'$&%'$*:)=!

D/9'*(-&.'/!.%!&0)!('%&!.(1'*&-/&!&0./3!&'!(-?)!A)&)*!'1)*-&./=!F0-&O%!@0;!:'(1-/;!

$%)%! @)A! %.&)! 9'*! &0)! -,,! '99! :-A./! -&&-/6)/&%=! R7)*;! :*)@! :-/! *)-:0! &0)! $16-&)!

./9'*(-&.'/! -A'$&! &0).*! 1*':)6$*)! -/6! 9,.30&! '1)*-&.'/=! ! F0.%! :*)-&%! &.()! -/6! :'%&!

%-7./3!-67-/&-3)!-/6!*)6$:)!1-1)*@'*?%=!

D/!:'/:,$%.'/>!:'(1-/;!0-%!3'&!%&*'/3!-A.,.&;!&'!(-?)!'1)*-&.'/!./!'*6)*!&'!:$%&'()*!

%-&.%9-:&.'/!-/6!*)G$.*)()/&%=!U%!-!1-*&/)*!'9!e$9&0-/%-!-/6!F$*?.%0!-.*,./)%!3.7)%!&'!

&0)! :'(1-/;! @),,! )B1)*.)/:)! -/6! ?/'@,-3)! -A'$&! 9,.30&! %-9)&;! -/6! )()*3)/:;=!

2'*)'7)*>! &0)! :'(1-/;O%! )B1)*.)/:)! ./! &0.%! %):&'*!('*)! &0-/! "Z! ;)-*%! :*)-&! %&*'/3!

-/6!,'/3!&)*(!*),-&.'/!@.&0!&0).*!:$%&'()*%=!



! "YJ

#$%&'()*!%-&.%9-:&.'/>!:$%&'()*!,';-,&;>!-/6!%$:0!*),-&)6!-*)-%!-%!%)*7.:)!G$-,.&;!0-7)!

*):.)7)6!%.3/.9.:-/&!-&&)/&.'/!./!&0)!(-*?)&./3!,.&)*-&$*)=!F0)!?);!&'!:$%&'()*!,';-,&;!

-/6!*)&)/&.'/!.%!:$%&'()*!%-&.%9-:&.'/=!U!0.30,;!%-&.%9.)6!:$%&'()*N!

! K&-;%!,';)*!,'/3)*!

! Q$;%! ('*)! -%! &0)! :'(1-/;! ./&*'6$:)%! /)@! %)*7.:)! -/6! $13*-6)%! )B.%&./3!

%)*7.:)%!

! F-,?%!9-7'$*-A,;!-A'$&!&0)!:'(1-/;!-/6!.&%!%)*7.:)%!

! L-;%! ,)%%! -&&)/&.'/! &'!:'(1)&./3!A*-/6%!-/6!-67)*&.%./3! -/6! ,)%%! %)/%.&.7)! &'!

1*.:)=!

! b99)*%!%)*7.:)!.6)-%!&'!&0)!:'(1-/;!

! #'%&%!,)%%!&'!%)*7)&!0-/!/)@!:$%&'()**%!A):-$%)!&*-/%-:&.'/%!-*)!*'$/&./.<)6=!

F0$%!-!:'(1-/;!@'$,6!A)!@.%)!&'!()-%$*)!:$%&'()*!%-&.%9-:&.'/!*)3$,-*,;=!F0)*)!-*)!

6.99)*)/&! ?./6%! '9! :$%&'()*! ./9'*(-&.'/! -/6! &'',%! &'! 9./6! '$&! H! @0-&! &0)! :$%&'()*!

@-/&%I=!b/)!'9! &0)(!.%!:',,):&./3!:$%&'()*!:'(1,-./&%!-/6!-/-,;<./3=!D/! &0.%! &0)%.%>!

:$%&'()*!:'(1,-./&%!-*)!0-/6,)6!9'*! &0)!:$%&'()*!%-&.%9-:&.'/!'9! &0)!('%&!1*'9.&-A,)!

:$%&'()*!9'*!&0)!:'(1-/;=!

D/!'*6)*!&'!*)-:0!&'!&0.%!-.(>!:'(1-/.)%!-11,;!(-/;!6.99)*)/&!A$%./)%%!%&*-&)3.)%=!b/)!

'9!&0)%)!%&*-&)3.)%!.%!#$%&'()*!+),-&.'/%0.1!2-/-3)()/&!4#+25=!U%!&0)!-::),)*-&./3!

&*)/6%!&'@-*6%!#$%&'()*!*),-&.'/%0.1!2-/-3)()/&!4#+25!A):'()%!('*)!.(1'*&-/&=!

#$%&'()*!%)*7.:)!.%!&0)!('%&!.(1'*&-/&!9-:&'*!./!&*-/%1'*&-&.'/!-/6!,'3.%&.:%=!Q$&!.&!.%!

/'&!)-%;!&'!:'/&*',!A):-$%)!)7)*;'/)!./!&0)!%$11,;!:0-./!.%!*)%1'/%.A,)!9*'(!&0)!@0',)!

-:&.'/=!k'$!:-/!6'!)7)*;&0./3!*.30&!./!A$%./)%%!'*!9-.,!.9!;'$!6'!/'&!:-*)!:$%&'()*%O!

/))6%!-/6!@-/&%=!2'*)'7)*>!@0)/!-!:'/%$()*!:'/%.6)*)6!-%!-!*)7)/$)>!&0)!:$%&'()*!



! "YT

%)*7.:)! :'$,6! /'&! A)! 1*'7.6)! %$99.:.)/&,;=! D&! 0-%! &'! A)! 0$(-/.<)6=! #$**)/&! #+2!

%;%&)(%! :-/! /'&! .(1*'7)! :$%&'()*! *),-&.'/%0.1=! E'@-6-;%>! &0)! :$%&'()*! %)*7.:)! .%!

:'/%.6)*)6! -%! '/,;! -! (-*?)&./3! &'',! *-&0)*! &0-/! -! &'',! &'! (-/-3)! :$%&'()*!

*),-&.'/%0.1=!#$%&'()*!@-/&! 9*'(! &0)!:'(1-/;! &'!$/6)*%&-/6! &0).*!/))6%=!#$%&'()*!

*),-&.'/%0.1! ($%&! A)! &0)! 9$/6-()/&-,! 3'-,>! /'&! &'',>! 9'*! -:0.)7./3! :$%&'()*!

%-&.%9-:&.'/=!F0)! *)-,! 3'-,! 9'*! &0)!(-*?)&./3! %&*-&)3.)%!($%&! /'&! A)! 1*'9.&>! :$%&'()*!

*),-&.'/%0.1! ($%&! A)! :,'%)=! k'$! :-/! -:0.)7)! 1*'9.&! @.&0! &0)! *.30&! :$%&'()*! %)*7.:)!

'1)*-&.'/%>! )B-(./3! &0)! %-&.%9-:&.'/! '9! &0)! :$%&'()*! -9&)*! &0)! '1)*-*&.'/! .%! 9./.%0)6!

-/;! A;! &*;./3! &'! :'(1)/%-&)! &0)! 9-,%)! -:&.'/=! U9&)*! ;'$! (-/-3)! &0)! :$%&'()*!

*),-&.'/%0.1%! %$::)%9$,,;>! ;'$! :-/! )7-,$-&)! %)*7.:)! ,)7),%! 9*'(! &0).*! :'/&*.A$&.'/! &'!

1*'9.&=!D!()-/!&0-&!1*'9.&!($%&!A)!&0)!%):'/6!*)-%'/>!-/6!.9!%)*7.:)!,)7),%!./:*)-%)6!A;!

;'$*!3''6!#+2!&0-/!;'$*!1*'9.&!@.,,!A)!./:*)-%)6=!

F0)!.(1'*&-/:)!'9!&):0/','3;!-/6!:'(($/.:-&.'/!'7)*!#+2!%0'$,6!A)!:'/%.6)*)6!A;!

&0)! &*-/%1'*&-&.'/! :'(1-/.)%=! E)@! F):0/','3.)%! %$:0! -%! ./&)*/)&>! -*)! ./:*)-%./3!

6)(-/6%! $1'/! :$%&'()*! %)*7.:)! &'! /)@! ,)7),%=! U%! :$%&'()*%! )(A*-:)! &0)%)! /)@!

F):0/','3.)%>! &0).*! )B1):&-&.'/%! 9'*! %$11'*&! -/6! %)*7.:)! -*)! )7',7./3=! K'()! '9! &0)!

@)AC1-3)%! '9! &0)! -.*! &*-/%1'*&-&.'/! :'(1-/.)%! ./! &0)! ./&)*/)&! 9'*! ,)-*/./3! &0)!

:'(1,-./&%!-/6!6)%.*)%!'9!:'/%$()*%! 9*'(! &0).*!:'(1-/;=!#'(1-/.)%! &0-&!-*)!$%./3!

#$%&'()*! +),-&.'/%0.1! 2-/-3)()/&! %;%&)(%! @.,,! A)! -&! -/! ./:*)-%./3! :'(1)&.&.7)!

-67-/&-3)=! F0)! 9$&$*)! '9! #+2! .%! )C*),-&'/%0.1! (-/-3)()/&! '*! #+2! &0-&! @.,,!

%;/:0*'/.<)!:*'%%C:0-//),!*),-&.'/%0.1%=!

!

!



! "YY

BIBLIOGRAPHY 

!

U/&'/>!h=!4"]]`5!#$%&'()*!+),-&.'/%0.1!2-/-3)()/&c!2-?./3!S-/6!g):.%.'/%!

@.&0!K'9&!E$(A)*%>!L*./&.:)!S-,,=!L=JYCJ^!

U%%-),! S)/*;>! #'/%$()*! Q)0-7.'*! -/6! 2-*?)&./3! U:&.'/>! V)/&! L$A,.%0./3!

#'(1-/;!Q'%&'/>!2-%%-:0$%)&&%>!"]ZYN!"`^CY`\!

Q-**)&&=!#=!>!F*-99.:!W'*,6>!"]]Z>!Y^C`M!

Q-&&-!*=!U/6!2-//$*!E=>!#'7)*./3!e':-&.'/!2'6),%!9'*!R()*3)/:;!K.&$-&.'/%!

&0-&!+)G$.*)!2$,&.1,)!+)%1'/%)!P/.&;>!2-/-3)()/&!K:.)/:)>!"]]MN!"`CT`!

Q-*$&v$>!K!4JMMJ5=!S.<()&!K)?&a*r/6)!2r%&)*.!Q-",!,!"!/!/!u/)(.!7)!2r%&)*.!

Q-",!,!"!/!/! K-",-/(-%!/6-! !,.%?.! 1-<-*,-(-%!/!/! *',rN! Q-/?-! .%,)&(),)*./6)!

A.*!$;3$,-(-=!g'?$<!R;,$,!P/.7)*%!&;!&0)!X*-6$-&)!K:0'',!'9!K':.-,!K:.)/:)%!

g.7.%.'/!'9!Q$%./)%%!U6(./.%&*-&.'/!L0=g=!F0)%.%=!L=Y!

Q',&'/>!E=*=>!V-/->!L=>!g*-(,)&&>!g=2=!4JMMM5=!D(1,.:-&.'/!'9!,';-,&;!1*'3*-(!

()(A)*%0.1!-/6!%)*7.:)!)B1)*.)/:)%!9'*!:$%&'()*!*)&)/&.'/!-/6!7-,$)=!h'$*/-,!

'9!F0)!U:-6)(;!b9!2-*?)&./3!K:.)/:)>!JZ>!/'=">!]\C"MZ!

Q'@)*%'B!g=h=!-/6!#,'%%!g=h=!-/6!K&-/?!F=L=>!J"%&!#)/&$*;!e'3.%&.:%N!2-?./3!

K$11,;!#0-./!D/&)3*-&.'/!U!+),-&.;>!"]]]N!``C"Y]=!!

Q*'@/>! K=U=! 4JMMM5=! #$%&'()*! +),-&.'/%0.1! 2-/-3)()/&N! U! %&*-&)3.:!

.(1)*-&.7)!./!&0)!@'*,6!'9!)CA$%./)%%=!h'0/!W.,);!_!K'/%!#-/-6-!e&6=!L=Z>"\>!

`Y>!11="T\C"T`!!



! "Y\

#';:,)! h=h=! Q-*6.! -/6! h-/3),;! R=h=>! &0)! 2-/-3)()/&! '9! Q$%./)%%! e'3.%&.:%>!

W)%&!L$A,.%0./3=!#'=>!"]]`N!]^C"M`!

#*'%A;>!e=!U=c!R7-/%>!V=+=c!_!#'@,)%!g=!4"]]M>!h$,,;5=!+),-&.'/%0.1!G$-,.&;!./!

%)*7.:)%!%),,./3N!-/!./&)*1)*%'/),!./9,$)/:)!1)*%1):&.7)=!L=`Z>Z"!

#*'%%>! +=>! K(.&0>! h=! 4"]]\! -5! #$%&'()*! Q'/6./3=! e./:',/@''6>! Dec! EF#!

Q$%./)%%!Q''?%=!L=T>1=J`>!1=JMM!

#*'%%>! +=>! K(.&0>! h=! 4! 2-*:0! "]]\! Q5! F'@-*6! U! +)%1'/%.A,)>! #$%&'()*C!

[':$%)6!2-*?)&./3![*-()@'*?=!g.*):&!2-*?)&./3>!1=\^>!11=J`CJZ!

t'*'",$>!#=! 4JMMJ5=!2'6)*/! !%,)&(),)*6)!L-<-*,-(-!f)!K-&!%!ka/)&.(.=!U,9-!

k-;!/,-*!!

R?%&-(>! S=! c! V-*,%%'/>! g=>! _! b*:.>! F=! 4JMM"5=! #$%&'()*! +),-&.'/%0.1!

2-/-3)()/&!U!2-&$*.&;!2'6),!#*(C![./-,=!+&9!>!11=JCY!

['%%>! Q=>! K&'/)>! 2=! 4JMM"5=! K$::)%%9$,! #$%&'()*! +),-&.'/%0.1! 2-*?)&./3=!

V'3-/!L-3)=!L1=^MC^">!11=Z"CZJ>!11=JT]CJ\]!

!

['B!2=e=>!!F0)!+',)!F*-/%1'*&-&.'/!L,-//./3!!/!F0)!K$11,;!#0-./!D/&)3*-&.'/>!

"]]Jc!1=JC"]=!

!

['B! 2=e=! >! F*-/%1'*&-&.'/! D/&)3*-&.'/N! U! V);! F'! D(1*'7)./3! #$%&'()*!

K)*7.:)>!"]]Tc!"C^Z=!

!



! "Y`

X-*7)*>! 2=K=! c! X-//'/>! X=Q=! 4JMMJ>! K)1&)(A)*Cb:&'A)*5=! K)7)/! V);%! F'!

D(1*'7./3!#$%&'()*!K-&.%9-:&.'/!L*'3*-(%=!Q$%./)%%!S'*.<'/%=!L=T\>!1=T^!

!

X*.99./>! h=! 4"]]\5=! #$%&'()*! e';-,&;! S'@! F'! R-*/! !&>! S'@! F'! V))1! !&=!

e)B./3&'/!Q'?%>!E)@!k'*?=!

!

X*.3'*'6.$%>! R=c! K.%?'%>! k=! 4JMMT5=! U! K$*7);! b9! #$%&'()*! K-&.%9-:&.'/!

Q-*'()&)*%! K'()! +)%$,&%! [*'(! F0)! F*-/%1'*&-&.'/C#'(($/.:-&.'/! K):&'*=!

R$*'1)-/!h'$*/-,!b9!b1)*-*&.'/-,!+)%)-*:0=!L=T>1="J!

!

X*a//*''%>! #=! 4"]]`5=! +),-&.'/%0.1! 2-*?)&./3! e'3.:=! U%.-CU$%&*-,.-!

2-*?)&./3!h'$*/-,>!Y>!E'=!">!^C"Z!

!

X$(()%%'/>!R=! 4"]]^5=!+),-&.'/%0.1!2-*?)&./3!U%!U!L-*-6.3(!K0.9&N!K'()!

#'/:,$&.'/%![*'(!F0)!TM*!U11*'-:0=!2-/-3)()/&!g):.%.'/>! T\>!E'NY>! J`^C

J^J!

!

X$/-%)?)*-/! U=>! E3-.>! R=W=F=! F0)! K$::)%9$,! 2-/-3)()/&! b9! U! K(-,,!

e'3.%&.:%!#'(1-/;>!R()*-,6!D/%.30&>!2-*?)&./3>!W@@=R()*-,6./%.30&=#'(!

!

h-;-*(-/!f-.6;-/-&0-/>! D/&)*/-&.'/-,! h'$*/-,!b9!b1)*-&.'/%!U/6!L*'6$:&.'/!

2-/-3)()/&>!2#Q!P/.7)*%&;!L*)%>!"]]ZN!Y^"CY]Y=!1=Y^!

!

h'0/%'/!h-()%!#=>!g'/-,6![=!W''6>!g-/.),!e=!W-*,6,'@>!L-$,!+!2$*10;>!h*>!

"]]]>!#'/&)(1'*-*;!e'3.%&.:%>!L*)/&.:)!S-,,!D/:=!L=T">!11=^]>ZM>ZT>ZY>Z\!



! "Y^

!

V-0/)/(-/>!g=>!_!F7)*%?;>!U=!4"]^]>!2-*:05=!L*'%1):&!F0)'*;N!U/!U/-,;%.%!

b9!g):.%.'/!P/6)*!+.%?=!R:'/'()&*.:->!L=Y^>!L1=J`TCJ]"=!

!

V!*!(>!U=!4JMM"5=!K&*-&)8.!f)!Q.*)!Q.*!L-<-*,-(-!#+2=!K.%&)(!k-;!/:!,!?=!

!

V/-$)*>! f=! 4"]]J5=! D/:*)-%./3! #$%&'()*! K-&.%9-:&.'/=! L$)A,'>! #bN! P/.&)6!

K&-&)%!b99.:)!b9!#'/%$()*!U99-.*%!

!

e-<)*!W.,,.-(!U/6!Q-*A)*-!e-!L*.%:.,,-!U/6!2-:,-:,-/!2=!h-()%!U/6!K(.&0!

R=!U,,)/>!2-*?)&./3!JMMM!U/6!Q);'/6=!#0.:-3'>!"]]MN!JZC"YM!

!

e'/6)! h=! e-! Q)*/-*6! U/6! #''1)*! 2-*&0-! #=! U/6! E''*6@).*! X=! F0'(-%>!

#$%&'()*!K)*7.:)N!U!2-/-3)()/&!L)*%1):&.7)>!P=K=U=>!"]]Zc!YC"J`!

!

2.:*'%'9&! X*)-&! L,-./%! Q$%./)%%! K',$&.'/%=! 4JMM"5=! U! #*(! Q,$)1*./&N!

2-B.(.<./3!+'!![*'(!k'$*!#$%&'()*CQ-%)6!K&*-&)3;=!D/%.30&!+)1'*&=!L)11)*%!

_!+'3)*%!X*'$1=!

!

2.&:0),,!D=!V*-()*>!#*(!D(1,)()/&%>!2-*?)&./3>!K-,)%>!U/6!K)*7.:)!Q$%./)%%!

L*':)%%)%>!JMMMN!"C\]=!

!

E-$(-//>!R=c!g'/-,6>!W=h=c!_!+'%)/A-$(>!2=K=!4!JMM">!h-/$-*;C![)A*$-*;5=!

S'@! F'! D(1,)()/&! U! #$%&'()*! K-&.%9-:&.'/! L*'3*-(=! Q$%./)%%! S'*.<'/%=!

L1=T^CTZ!



! "YZ

!

b6-A-%!>!k!4JMMM5=!K-&!%&-!f)!L-<-*,-(-6-!2r%&)*.!!,.%?.,)*.!ka/)&.(.=!K.%&)(!

k-;!/:!,!?=!

!

L-;*)>! U! 4JMMM5=! #$%&'()*! +),-&.'/%0.1! 2-/-3)()/&=! g.*):&'*! #)/&*)! ['*!

+),-&.'/%0.1!2-*?)&./3>!#*-/9.),6!P/.7)*%&;=!L="!

!

L)11)*%>! g=! 4! 2-;!%! JMMJ5! U,!/,-*!/6-! k-<(!;'*=! Q.*)A.*! L-<-*,-(-6-!

gr/;-/!/! R/! Q-%-*!,!! P;3$,-(-,-*!! f)! k)/.! R".,.(,)*C! g'/! L)11)*%O./!

V'/9)*-/%!E'&,-*!=!#-1.&-,=!

!

L$99)*>! K=! -/6!2:#-*&0;>!2=! 4"]]`5>! HU! 9*-()@'*?! 9'*! ,)-6)*%0.1! ./! Fl2!

:'/&)B&I>!h'$*/-,!'9!l$-,.&;!2-/-3)()/&!

!

K0-/?-*>! f=c! K(.&0>! U=V=c_! +-/3-%@-*(;>! U=4JMMT5=! #$%&'()*! K-&.%9-:&.'/!

U/6!e';-,&0;! !/!b/,./)!U/6!b99,./)!R/7.*'/()/&%=! D/&)*/-&.'/-,! h'$*/-,!b9!

+)%)-*:0!!/!2-*?)&./3=!L="\Y>1=!"\^!

!

K0)&0>!h=E=>!L-*7-&.;-*>!U=!4"]]\-5=!F0)!R7-,$-&.'/!b9!+),-&.'/%0.1!2-*?)&./3=!

D/&)*/-&.'/-,!Q$%./)%%!+)7.)@>!Y>!E'=Y!

!

K','('/>! 2=c! U:?)*(-/>! 2=c! _V':?>! e=! 4JMMM5! U:0.)7./3! #$%&'()*!

+),-&.'/%0.1!RB:),,)/:)!!/![./-/:.-,!K)*7.:)%=!W@@=#*(C['*$(=#'(!-/6!1=T!

!



! "Y]

K1./-!X.-/,$:-!U/6! #-(1-/),,-! U/6!#'6),,$11.! X.-(1','>!2-?)!f%>! Q$;!

f%>!L-*&/)*%0.1!!/!g.%&*$A$&./3!#'(('6.&.)%>!JMMM>!""JC"JM=!

!

K&)7)/! F-;,'*!U!U/6!X-*;!S$/&)*! e=>! F0)! !(1-:&!b9! e';-,&;!W.&0! RC#*(!

K'9&@-*)! U/6! RC! K)*7.:)=>! D,,./'.%>! P%->! D,,./'.%! K&-&)! P/.7)*%&;=>! R()*-,6!

D/%.30&>!2-*?)&./3=!

!

K&)@-*6>!F=U!4"]]^5=!U!K-&.%9;!#$%&'()*!!%!E'&!R/'$30=!['*&$/)>!"T`>!!%%$)N!

J>!L1=!""JC""T!

!

K@.9&>! +=K=! 4JMM"5! U::),)*-&./3! #$%&'()*! +),-&.'/%0.1N! P%./3! #*(! U/6!

+),-&.'/%0.1!F):0/','3.)%=!L*-/&.:)!S-,,!L&*=!L1="JC"T>!1=J\>!1=JZ>!1=Y"!

!

f-7*->!F=X=>!4"]]^5!b(1*'7./3!k'$*!2)-%$*)()/&!b9!#$%&'()*!K-&.%9-:&.'/=!

U%G:!l$-,.&;!L*)%>!2.,@-$?))=!L="Y!

!

W-,&)*%>! X=#=>! Q)*3.),>! Q=h=! 4"]Z]5! #$%&'()*! Q)0-7.'*N! U!g):.%.'/!2-?./3!

U11*'-:0=!K'$&0C!W)%&)*/!L$A,.%0./3!#'(1-/;=!

!

W.,6)>!V=4!JMMM5=!#*(!K;%&)(!U/6!P%)*%N!S'@!F0)!F0);![.&p!L=T!

!

W.%/)*!h'),!g=>!U!K&$6;!b9!K$::)%9$,,!l$-,.&;!D(1*'7)()/&!L*'3*-(%!!/!F0)!

F*-/%1'*&-&.'/!D/6$%&*;>!"]]]N!"Y^C"`Y!

!

W'',9>!Q=!4h$,;!TM>!JMMJ5=!W0-&!!%!e';-,&;p=!W@@=Q*.-/@'',9=#'(!



! "\M

!

k)*),.>! U=E=! 4JMM"5=! 2r%&)*.! !,.%?.,)*.! ka/)&.(.4#*(5! f)! Xr/r(r<!

Fr*?.;)%./6)?.! k)*.=! ka/)&.(! f)! R?'/'(.>! #.,&N^! K-;!N! ">! #),-,! Q-;-*!

w/.7)*%.&)%.!!=!=Q=[=!1=T">TT!

!

@@@=)*1:*(=:'(!

@@@=)()*-,6./%.30&=:'(!

@@@='/)&''/)=:'(!

@@@=&0)C*)%'$*:):)/&)*=:'(dA''?%d:*(!

@@@=(-*?)&./3=$/%@=)6$=-$!

@@@=:*(:'(($/.&;=:'(!

@@@=)()*-,6./%.30&=:'(!

@@@=:*(./&$*?);=:'(!

@@@=:*(C9'*$(=:'(!

@@@=1-/-,1./-=:'(!

@@@=%$11,;C:0-./='*3!

@@@=%$/)B1*)%%=@)A=&*!

@@@=%$/)B1*)%%=:'(=&*!

!

!

!

!

!
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APPENDIX A : QUESTIONNAIR 

k'$*!9,.30&!&'6-;!

g-&)N!

[,.30&!/$(A)*N!

U.*1'*&!'9!6)1-*&$*)N!!

L,)-%)!-/%@)*!&0)!9',,'@./3!G$)%&.'/%!A;!(-*?./3!HxI!./!&0)!-11*'1*.-&)!A'B=!
!
!
"= @0-&!.%!'*!@-%!&0)!(-./!1$*1'%)!'9!&0.%!9,.30&p!
!

S',.6-;!&*.1!

F'$*d%&$6)/&!)B:$*%.'/!

Q$%./)%%d'99.:.-,!&*.1!

f.%.&!*),-&.7)%!

2;!0'$%)!.%!./!&$*?);!

b&0)*iiiiii==!

!

J= U*)!;'$!&*-7),./3!-,'/)!!'*!@.&0!:'(1-/;p!
!
@.&0!1-*&/)*d!0$%A-/6!'*!@.9)!

@.&0!1-*)/&%d!A*'&0)*!d!%.%&)*!)&:=!

@.&0!1-*&/)*!-/6!:0.,6*)/!

@.&0!(;!:0.,6*)/!

@.&0!-!3*'$1!

!

T= g.6!;'$!A$;!-!1-:?-3)!6)-,!@.&0!0'&),>!&*-/%9)*!)&:=!b*!'/,;!&0)!9,.30&!&.:?)&!

9'*!&0.%!&*.1p!
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A'$30&!-!1-:?-3)!6)-,!

A'$30&!'/,;!&0)!9,.30&!&.:?)&!

!

Y= D9!&-?)/!-!1-:?-3)!1*'3*-(N!9*'(!@0.:0!&'$*!'1)*-&'*!4!/'&!&*-7),!-3)/:;5!

-('/3%&!&0)!A),'@!6.6!;'$!A$;p!

-,,&'$*%!

A)/&'$*!

A)*3)_!())*!

eO!&$*!

u3)*!&'$*d-&&!

E'&!&*-7),!-3)/:;!

!

\=D9!'/,;!1$*:0-%)6!-/!-.*,./)!&.:?)&!9'*!&'6-;O%!&*.1N!@0)*)!-/6!0'@!6.6!;'$!A$;!

;'$*!&.:?)&p!

! F*-7),!-3)/:;!

! g.*):&,;!99*'(!K$/)B1*)%%!!

! F0*'$3!K$/)B1*)%%!@)A!1-3)!

F0*'$30!@)A!1-3)!'9!&0)!&'$*!'1)*-&'*!

U&!&0)!-.*1'*&!

E'&!'/,;!1$*:0.)%!-.*,./)!&.:?)&!

!

`= S'@!,'/3!./!-67-/:)!6.6!;'$!A''?!&0.%!&*.1p!

%-()!6-;!

@.&0./!"!@))?!

JCT!@))?%!./!-67-/:)!
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"CJ!('/&0%!./!-67-/:)!

TC`!('/&0%!./!-67-/:)!

('*)!&0-/!`!('/&0%!-3'!

!

^= g.6!;'$!0-7)!-/;!)B1)*.)/:)!@.&0!K$/)B1*)%%!1*.'*!&'!&0.%!&*.1p!

%$/)B1*)%%!@-%!?/'@/!&'!()!A;!/-()!

D!9,)@!@.&0!K$/)B1*)%%!'/!-!1*)7.'$%!'::-%.'/!

D!0)-*6!'9!K$/)B1*)%%!9'*!&0)!9.*%&!&.()!'/!&0.%!&*.1!

!

!!!!!Z=!S'@!(-/;!&.()%!-!;)-*!6'!;'$!&*-7),!A;!1,-/)p!

! &0.%!.%!(;!9.*%&!9,.30&!

'/:)!./!-!:'$1,)!'9!;)-*%!

'/:)!

JC\!&.()%!

`!&.()%!'*!('*)!

!

! #0):?!./!-%%)()/&!-&!&0)!-.*1'*&!&'6-;=!

L,)-%)!3.7)!;'$*!-%%)%%()/&!A),'@!'9!&'6-;O%!:0):?!./!9'*!&0)!K$/)B1*)%%!9,.30&!-&!

&0)!-.*1'*&!A;!3.7.(3!1'./&%!A)&@))/!"!-/6!`=!;'$!8$%&!0-7)!&'!(-*?!&0)!1'./&!;'$!

@-/&!&'!3.7)=!L'./&!H"I!()-/%!9$,,;!%-&.%9.)6!-/6!;'$*!%-&.%9-:&.'/!,'@)*./3!6'@/!

&'!1'./&!H`I!@0.:0!()-/%!6.%%-&.%9.)6=!L,)-%)!-@-*6!-!(-*?!'/!&0)!A-%.%!'9!;'$*!

1)*%'/),!.(1*)%%.'/=!

!

]=!L)*%'/),!-&!&0)!:0):?!./!:'$/&)*!@)*)!9*.)/6,;!-/6!0),19$,!

"M=L)*%'/),!-&!&0)!:0):?!./!:'$/&)*!@)*)!:'(1)&)/&!
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""=#0):?!./!@-%!0-/6,)6!G$.:?,;!-/6!@.&0'$&!6.99.:$,&=!

"J=U.*1'*&!-//'$/:)()/&!9'*!&0)!6)1-*&$*)!@)*)!:,)-*)!-/6!$/6)*%&-/6-A,)!

"T=Q'-*6./3!@)/&!G$.:?,;!-/6!%(''&0,;!

"Y=W-%!;'$*!%)-&!*)G$)%&!9$,9.,,)6!-&!:0):?!./p!

k)%!

E'!

D!6.6/'&!*)G$)%&!-!%1):.-,!%)-&!

!

! U%%)%%()/&!'9!&0)!9,.30&!-/6!'/!A'-*6!%)*7.:)=!

b/:)!-3-./>!1,)-%)!-@-*6!(-*?%!9*'(!H"I!49$,,;!%-&.%9.)65!&'!H`I47)*;!6.%%-&.%9.)65!

!

"\=!W0-&!.%!;'$*!-%%)%%()/&!'9!&0)!'7)*-,,!:'/6.&.'/!'9!&0)!1,-/)p!

"`=!S'@!6'!;'$!*-&)!&0)!%)-&%!9'*!:'(9'*&p!

"^=!S'@!6'!;'$!*-&)!&0)!9,.30&!:*)@!9'*!9*.)/6,./)%%!-/6!0),19$,/)%%p!

"Z=!S'@!6.6!;'$!*-&)!&0)!()-,!;'$!@)*)!%)*7)6p!

"]=!D9!;'$!@)*)!/'&!%-&.%9.)6!@.&0!&0)!()-,>!@0-&!:-/!&0)!:'(1-/;!.(1*'7)p!

2-./!:'$*%)!

K-,-6!

g)%%)*&!

D!,.?)!&0)!()-,!

JM=!0'@!6.6!;'$!*-&)!&0)!%),):&.'/!'9!6*./?%p!

J"=!!9!;'$!-*)!&*-7),./3!&'6-;!@.&0!:0.,6*)/N!0'@!6'!;'$!*-&)!K$/)B1*)%%!9'*!9-(.,;!

9*.)/6,./)%%p!

JJ=!!9!;'$!1$*:0-%)6!0)-6!10'/)%N!0'@!6.6!;'$!,.?)!&0)!9.,(p!
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JT=!!9!;'$!(-6)!-!%1):.-,!*)%)*7-&.'/!9'*!&0.%!9,.30&>!)=3=!-!%1):.-,!()-,>!-!%1):.-,!%)-&>!

)B&*-!,$33-3)N!S'@!6'!;'$!*-&)!&0.%!%)*7.:)p!

JY=!S'@!6.6!;'$!,.?)!'$*!6$&;!9*))!*-/3)p!

J\=@)*)!&0)!'/!A'-*6!-//'$/:)()/&!:,)-*!-/6!$/6)*%&-/6-A,)p!

J`=!S'@!6'!;'$!*-&)!&0)!'/CA'-*6!(-3-<./)!HK$//;!F.()%Ip!

J^=!D9!;'$!@)*)!-%?)6!&'!-@-*6!-/!'7)*-,,!(-*?!9'*!'/!A'-*6!%)*7.:)!-%!-!@0',)>!0'@!

@'$,6!;'$!6):.6)p!

JZ=!@'$,6!;'$!9,;!-3-./!@.&0!K$/)B1*)%%!-/6!*):'(()/6!$%!&'!'&0)*%p!

J]=!W0)*)!.%!;'$*!/'*(-,!1,-:)!'9!*)%.6)/:)p!

o X)*(-/;!

o F$*?);!

o K@.&<)*,-/6!

o U$%&*.-!

o P/.&)6!V./36'(!

o b&0)*!:'$/&*;!

TM=!@0-&!/-&.'/-,.&;!-*)!;'$p!

! X)*(-/!

! F$*?.%0!

! X)*(-/!-/6!&$*?.%0!

! K@.%%!

! U$%&*.-/!

! Q)/-,$B!#'$/&*.)%!

! Q*.&.%0!

! b&0)*!/-&.'/,.&;!

T"=!&'!@0.:0!-3)!3*'$1!6'!;'$!A),'/3p!



! "\`

! JM!;)-*%!-/6!$/6)*!

! J"CTM!;)-*%!

! T"CYM!;)-*%!

! Y"C\M!;)-*%!

! \"C`M!;)-*%!

! '7)*!`"!;)-*%!

TJ=!U*)!;'$!9)(-,)!'*!(-,)p!

! [)(-,)!

! (-,)!
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