
The Customer-Based Brand Equity Model
These steps towards building your brand are inspired by the Customer-Based Brand Equity 
Model developed by Keller, adapted here to encourage start-ups to understand and have a go  
at this tried and tested brand-strengthening sequence.  

When all’s said and done it’s basically about the various facets of interaction with your customers, 
founded on good old human communication. 

RESONANCE
An enduring bond with your brand

Loyalty
Attachment
Community

Engagement

SALIENCE 
Do you stand out? 

The importance of Brand Identity

BRAND RESPONSE
Understanding how your clients perceive and feel about your brand

Feelings
Which positive brand feelings -

warmth, fun, excitement, security, 
social approval, self-respect matter?

Judgments
How well do you match up in the 
quality, credibility, superiority

consideration stakes?

BRAND MEANING
Articulating how your brand meets clients’ needs -

Emotional (Imagery)
Explore the psychology of your 

client relationships

Rational (Performance)                                                                                      
How well does your brand deliver?

Adapted from the Customer-Based Brand Equity model by Keller (1993)
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