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Abstract

Master’s work presents the analysis of loyalty programs on the example of banking sphere.
In the work is submitted the description the concept of loyalty, as well as the terms of
devotion and loyalty and is evaluated the meaning of consumers' loyalty in the
circumstances of companies keen competition. Is described the sense of loyalty programs,
their importance and performance effectiveness. The planning stages of company loyalty
program and required steps for their implementation is detailed presented and discussed in
the work. Are outlined positive and negative sides of these programs, are given certain types
of recommendations for companies who plan or want to introduce loyalty programs.

With this in the work is submitted loyalty programs of four banks (Bank of Georgia, TBC
Bank, Republic Bank, VIB Bank) they are sorted into certain categories and are detailed
described.

Within the Master’s work are outlined those problematic issues, which may be linked with
the hindering factors of effective work of loyalty programs. In order to determine these
problems, to review and outline them the Masters group conducted the research, which joins
two methodology. These are: quantitative research which will be conducted by focus group
and qualitative research, which implies deep interviews of electronic formats. Based on the
results of the mentioned research will be revealed respondents views and will be evaluated
aspects named as the problematic issues.

In the last part of the Master’s work are presented results of this research based on which
will be made conclusions, which on the other side will summarize the research topic and on
the other side will give recommendations that will help to banks representatives to refine
and develop their loyalty program.



