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Relationship Marketing

Focus on building relationships with 
customers
Increasingly popular 1990s-2000s
Most US Tobacco Companies use it
Focus particularly on younger groups 
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“Optimizing Relationship Marketing” for RJ Reynolds, 1994. tid:pwk51d00
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“Optimizing Relationship Marketing” for RJ Reynolds, 1994. tid:zcl51d00
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RJR, 1993, tid: ovk04d00
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Philip Morris “Consumer Relationship Marketing Summit” 2001, 
tid: mac24c00
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Philip Morris, “Consumer Relationship Summit Follow Up” 2000, tid: nsq20c00
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Common themes

Personalization
– Direct mail
– Coupons
– Custom publications
– Websites, email and other internet marketing
– Experiences

Rewarding loyalty
Feedback loops – interactivity
Building “engagement” with brand
– “smoker to smoker” communications
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Case studies and examples

Dr. Daniel Cortese – custom publications
Dr. Stacey Anderson – viral marketing
Dr. M. Jane Lewis – branded websites
Ms. Olivia Wackowski – online smoker 
communities & Camel snus
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