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How dangerous is 
broken trust?
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In 2015, the Volkswagen
emissions scandal surfaces

But despite the fraud the
sales figures remain stable

for a certain time!
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Environmental friendliness was
not a core need of VW

customers 

As strange as it sounds…The fraud
did not affect the core customer

needs of:

Safety

Reliability

Durability
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VW's handling of 
the scandal

Much more dangerous?
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The only focus: 
limiting the financial damage

The resulting damage to the
company's reputation 

was ignored

Compensation was made as complicated
as possible - or denied

There was hardly any communication
to the customer

Retrofits were delayed - and thus the
resale value diminished – which was
another core need
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The Result:

The Fan Rate of Volkswagen
dropped dramatically!
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And thus destroyed 
customer relations.

Initially, focus had helped 
the VW-Group: 

The scandal initially did not
affect a core customer need

But the handling of 
the scandal did!
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More in the book

fanomics.de/en/fanomics-book/


