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Resumo

O presente relatorio de estagio descreve as atividades desenvolvidas no ambito do estagio
curricular realizado na agéncia de marketing Sales Group, designadamente na area de

gestdo de clientes, prospe¢ao de novos clientes e defini¢do de estratégias de fidelizagao.

A literatura inimera varios beneficios associados a fidelizagdo de clientes, sugerindo que a
manuten¢do de relacionamentos com os clientes ¢ mais vantajosa para as empresas do que
a conquista de novos clientes, pois o lucro de um cliente tem tendéncia a aumentar ao

longo do tempo.

Os programas de fidelizacao de clientes podem auxiliar na manuten¢ao de relacionamentos
de longo prazo com os clientes. Estes programas podem adotar diversos modelos de
relacionamento e esquemas de recompensa, sendo que as opcdes tomadas podem
influenciar a rentabilidade do programa de fidelizagio. E também importante apostar na

diferenciacdo do programa face a outros programas de fidelizacdo concorrentes.

Palavras-chave: Fidelizacdo de Clientes, Programas de Fidelizacdo, Esquemas de

Recompensa.
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Abstract

This internship report describes the activities carried out under the traineeship held at the
marketing agency Sales Group, particularly in the area of customer management,

prospecting new clients and developing strategies loyalty.

The existing literature refers to innumerable benefits associated with various customer
loyalty, suggesting that the maintenance of customer relationships is more advantageous
for companies than acquiring new customers, because the profit of a customer tends to

increase over time.
The customer loyalty programs can be a useful support to maintain long-term relationships
with customers. These programs can take many relationship and reward schemes, and the

choices made can influence the profitability of the loyalty program. It is also important to

focus on differentiation program in relation the other competing loyalty programs.

Key-words: Customer Loyalty, Loyalty Programs, Reward Schemes.
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