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Today’s Consumers Make Us Better Marketers

When I was a child, “marketing”
was what my mother did when she
went “to market” to buy the food,
clothing, and household goods for our
“typical” family. Marketing was a
routine and predictable pursuit, and
her shopping was relatively simple.

The “marketing” done by American
companies was also predictable. Pric-
ing strategies were no more complicat-
ed than seasonal sales and grocery cou-
pons in the newspaper. Advertising
strategies were similarly unimagin-
ative. Few companies were compelled
to develop more than one strategy for
any one product or service line.

Today words such as “mass” and
“average” no longer apply. Improved,
world-wide communications, changing
social values, enhanced professional
opportunities, and other factors have
resulted in a wide range of consumer
groups. Offered new choices made

Diana L. Crane

possible through technology, interna-
tional trade, and increased competi-
tion, consumers are making new and
unpredictable purchasing demands.

Meeting these demands requires
targeted, timely, innovative, and flex-
tble marketing strategies based on
sound, constantly updated market
intelligence. Structuring and imple-
menting effective marketing strategies
requires substantial expenditures of
time and money. Progressive compan-
ies recognize these as investments, not
costs.

It also requires professional growth.
Fortunately our customers and compe-
titors are teaching us every day. The
greatest impact of a commitment to
improved marketing strategies will be
to make us better marketing and com-
munications professionals.

(Executive Vice President,
Crane International, U.S.A))



Put Yourselfin Your Customer’s Shoes

Most consumers today buy name-
brand products made by large compan-
ies. Many of them have had bad exper-
iences with the systems and procedures
for customer service. Of course, to
operate efficiently, large companies
have to install systems and procedures
for employees.

Without such systems and proce-
duresin writing, everythingis an
exception—something employees
would have to ask their bosses how to
handle. For maintenance-type work
(i.e., changing light bulbs, re-ordering
routine supplies, and doing adminis-
trative trivia), using such systems
brings efficiencies to the workplace.
However, in marketing, systems and
procedures that interface with cus-
tomers tend to be company- rather

Arthur O. Dietrich

than customer-oriented. Result: you
lose customers.

The successful marketers in the
1990s must always review how his/her
marketing strategies are being carried
out with customers. The best way to
find out how conducive your sales cli-
mate is is to test it. Some successful
companies use “mystery” shoppers to
discover the quality of customer ser-
vice. Others do mall intercept research
or do store checks themselves. But
whatever the method, you must always
find ways to wear your customer’s
shoes frequently. It’s the only way to
know what roadblocks and inconveni-
ences your customers really face in
doing business with you.

(Chairman, JRA/Marketing
Communications, U.S.A.)



Demographic Influences on Marketing

One of the important marketing
lessons of the late 1980s in Japan is
that it is no longer possible to operate
on the widely held assumption of the
1970s and early 1980s that “market-
ing” basically involved pushing pro-
ducts through the distribution system
to a large, relatively homogeneous
market.

Factors such as increased affluence,
increased leisure time, overseas travel,
information accessibility, high land
prices, different value systems emerg-
ing between generations, access to par-
allel-imported goods, etc., have inter-
acted such that the consumer market
has become increasingly segmented
and discriminating.

We can expect these factors to con-
tinue to have strong influence in the

William P.J. Hall

1990s. However, the key to marketing
strategy in the 1990s will be an under-
standing of and adjustment to how
changes in population structure will
affect the market.

The shortage of young workers and
the aging population structure will
significantly impact all aspects of the
economy, e.g., greater automation in
manufacturing and in service indus-
tries, major changes in the distribution
structure, increasing status and re-
sponsibility for women, later retire-
ment age, etc. Those companies that
best predict and respond to the implica-
tions of these changes wrought by
demographics will be at the forefront of
successful marketers during the 1990s.

(President, Japan and Korea,
Sterling Winthrop)



Planning is the Key to Success

Itisnot new. Rather, it is the per-
ennial problem for marketing com-
munications professionals. But, I
believe, it is the key problem and will
continue to be re%ardless of shifting
fads in jargon or focus.

Ibelieve the real question for com-
municators is, “How does one produce a
plan that works?”

To do so, one must understand one’s
marketplace so thoroughly that strate-
gies and tactics have real meaning.
They must be able to be implemented
in the real world. And they must be
consistent with the goals and objec-
tives of the company’s business plan.

The communications plan must
have objectives which are truly mea-
surable. Too many plans are developed

John Kernell

on the premise that measurability can
be determined by how many individual
tasks are performed. The measurabil-
ity must be in terms of results so that
one is always sure of the value of the
work and its individual components.

It is also necessary that the process
of planning not be so burdensome that
it becomes a substitute for action. One
does not have to continue to reinvent
the wheel. So long as the basic strate-
gies are clear, the tactics can flow as
much from opportunity as from fore-
thought.

In my experience, once a genuinely
workable plan is written, the work
almost performs itself.

(Vice President,
Hill and Knowlton, U.S.A.)



Applying the Taiwan Experience to Mainland China

The people in Taiwan are Chinese,
just as the people in mainland China
are Chinese. People on both sides of
the Taiwan Strait grow up under the
same Confucian teachings and the
same religious and ethical systems—
Buddhism, Taoism, and the like; but
they have also grown up under differ-
ent political systems during the past
forty years.

Because of the difference in politics,
the two sides have also developed dif-
ferently in their economies and cul-
tures. Taiwan is commonly viewed by
other nations as a land which has cre-
ated an “economic miracle” during the
last four decades. This has come about
largely due to the development of an
economic system, the Market Econ-
omic System, which has much more in
common with the economies of the de-
veloped nations than with the economy
across the strait.

In many ways, the relationship be-

Tomming Lai

tween the two sides is changing just as
the Berlin Wall no longer divides West
and East Germany, and just as South
and North Korea are slowly edging
closer in their ongoing dialogue.

There are indeed a number of areas
in which the “Taiwan experience” can
serve as a valuable guide in the econ-
omy of mainland China. These include
such concepts as the market economy,
market orientation, free competition,
“the customer is king,” and advertising
and promotion. In these and other
areas the people of Taiwan can, and are
anxious to, share their experiences
with others who speak the same lan-
guage and are of the same blood. Hope-
fully this will also lead to more fruitful
ways of life with more sophisticated
products and packaging, better service
and more enjoyable shopping environ-
ments.

(Vice Chairman,
United Advertising, Taiwan)

-10—-



Marketing Opportunity for the 90s: The Quality of Life

While the 80sin Japan might be
summarized as having focused on “the
quantity of things,” the 90s will surely
provide an antidote for this bloated
hyper-consumption in a new and fresh
focus on the “quality of life.”

Products and services will need to
be creatively developed (and commun-
icated) to appeal to the growing need
for more substance and meaning in
lives that now have greater problems
disposing of things than acquiring
them. (As proof, check your local
monthly garbage collection points for
throw-away durables!)

With increasing exposure to inter-
national standards of living through
travel and television, Japanese con-
sumers are yearning for satisfying
lifestyles that provide quality comfort
and pleasure commensurate to the

Robert J. Wilk

hard work and long hours demanded of
them.

In providing a better quality of life
for the Japanese consumer, we recom-
mend four major opportunity areas
that we refer to as the 4-Fs.

Food

Fashion

Furnishings for the home
Fun (or leisure, including
especially, cultural leisure)

These will be star performers in the
next decade and the brighter, more
creative marketers who understand
consumer needs and trends in these
areas will reap the greatest rewards.
And have the most fun, too!

(Managing Director, INFOPLAN;

Vice President, American Chamber

of Commerce in Japan)
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