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Environmental Management

Modern business growth has been
managed lar%;ely y people depend-
ing upon market research, scientific

breakthroughs, quality and financial

controls, trade relations, and promo-

tion. Today, however, another major

influence acts on the planning an

implementation process — the envir-

onment. And the environmentis a
unique variable for it is omnipres-
ent, serving as a backdrop against
which all strategic decisions are
made.

It is essential that the company prac-

tice environmental management
embodying the company’s overall
commitment to environmental
responsibility, and it is crucially
important that the marketer be an
active participant in the company’s
environmental management pro-
E'ram. The marketer’s participation

enefits both the environmental
management process and his or her
own marketing focus.

Walter Coddington

Marketers contribute to the process
by identifying the marketing impli-
cation of corporate exposures an
initiatives, by identifying new pro-
duct and service opportunities that
arise out of these exposures and
initiatives, and by ensuring that
marketing implications are consid-
ered in environmental policies.

In addition, marketers are suited to
this task because they are used to
managing information from a wide
range of directions, coordinating
with many departments, and com-
municating effectively.

Finally, marketers themselves
benefit because they gain a greater
sense of environmental concerns and
considerations and are thus better-
able to devise their own environ-
mental marketing plans.

President,
Persuasion Environ-
mental Marketing Inc.
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Whole- market Marketing

The development of marketing
strategies for the future is indeed a
challenge. It is, however, equally
important to understand what can
prevent current strategies from
achieving greater success.

Even modern, state-of-the-art tech-
niques for identifying and analyzing
markets cannot help marketers who
stumble over obstacles of their own
making. A casein point involves the
senior citizen market in the U.S. —
12.5 percent of total population in
1990. This group is clearly an impor-
tant and growing source of business
for a wide ran%a of goods and ser-
vices. Indeed, by the year 2000 the
number of U.S. citizens over age 65
will reach 75 million — one in every
five Americans.

However, most marketers blatantly
exclude certain order Americans
from their business pursuits. Print
and broadcast advertisements typi-
cally feature newly-graying senior
citizens playing strenuous games of
tennis or dancing till dawn. Human

Diana L. Crane

frailty of any sort — although the
reality of many seniors — is avoided
as if marketers themselves fear the
prospects of growing old.

On a recent visit to a department
store internationally known for cus-
tomer service, I was accompanied by
my 86 year old mother-in-law.
Armed with cash, checks, and credit
cards, she was able and eager to buy.
She was also in a wheel chair. Again
and again she was virtually ignored
by the young, chic sales personnel
who seemed to assume she was
senile, deaf, or not affluent enough to
warrant their attention.

My message is this: Before employ-
ing great minds and powerful com-
puters to develop marketing strate-
gies for the future, we all need to
consider how much personal atti-
tudes and biases adversely influence
even our best marketing intentions.

Executive Vice President
Crane International Inc.
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The Growing Importance of Personnel Marketing

Competitiveness was for a long time
mainly based on technological ad-
vantages. Asthe access to even the
latest know-how and inventions be-
comes increasingly easier for all
competitors, it will much more de-
%en on corporate human resources.

heir qualifications and motivation
will eminently decide about corpor-
ate survival. As 1part of this develop-
ment, “personnel marketing” will
emerge as an important instrument
of the corporate marketing and PR
strategy.

Personnel marketing positions the
company as an attractive and reli-
able employer. It addresses the gen-
eral public, applicants, employees
and related organizations like the
unions. Personnel marketing affects
corporate PR, advertising for per-
sonnel recruitment, and the in-house
communication, for example the

Martin Esser

results of wage consultations and
welfare adjustments. In times of
business drawbacks it is a crucial
instrument to prepare the emgloyees
for impending restrictions and to
motivate them,

Due to the continuing labor shortage
Japanese corporations are more ad-
vanced in personnel marketing than
their Western counterparts. We find
here a sophisticated collection of
communication tools, for instance for
the annual freshman recruitment.
In particular, the communication
between the comgan and its
employees, which is based on a
concept of mutual trust and
commitment, should be studied more
deeply by Western companies.

Senior Manager,
Personnel Dept,
BMW Japan Corp.
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Marketing in Crisis

If marketing can be basically defined
as the art of matching production
and consumption, this concept has
evolved greatly during the last
decades.

Before the “invention” of marketing,
productivity was considered the
main concern of an enterprise. At
that stage, demand exceeded supply.
At the end of the war, private pro-
duction steadily picked up, leading
to a growing surplus in supply. This
was when the formal notion of con-
ceft marketing appeared — when
sales management recognized the
need to assert the needs and wants of
markets to adapt production to de-
mand. Creativity, competition, and
innovation were part of the system.

More recently, a wider marketing
concept was evolved: “communica-
tion marketing,” which may be
described as, to use a formula from
public relations, “doing things well
and letting it be well known.”

Paul Genton

We are now confronted with an
economic depression nearly world-
wide. In this situation, consumers’
income levels are likely to stop
growing or even decrease. We may
then experience a time when pro-
duction exceeds consumers’ purchase
possibilities, in which case only vital
needs would be produced on markets.
However, I hope that, if this hap-
pens, all these changes would occur
geacefull . Otherwise, we would be
aced with "the consumers’ vital
needs marketing,” characterized by:
* Only vital needs being met,
* Only essential goods and services
being promoted, and
* An even closer relationship being
required between price ang
quality.

But let us remain optimistic in
pursuing a worldwide
communication marketing policy in
promoting and developing markets.

Director General,
Geneva Airport Authority
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Spend Less, Get More for your Promotion Yen

Assessment, control, and allocation
of monies spent on promotion pro-
grams will become an important
strategic issue during this decade.

To squeeze more profit from each yen

spent on promotions, firms must

develop means to assess the financial

and media impact of their proposed
programs.

A measurement system to evaluate
the efficiency of promotion expendi-
tures is usually absent. Firms
spending money on promotion pro-
grams need information about the
anticipated financial and media
impact of their promotion expen-
ditures. This is necessary to select
cost-efficient promotion programs
and to allocate media money.

James Gould

When firms make advertising and
promotion decisions (integrated
marketing communications) the
absence of evaluation measures for
promotion programs will thwart
efforts to optimize expenditures on
all communications.

Firms must search out and adopt an
objective measurement system to
evaluate their promotion and inte-
grated marketing communication
programs. Without performance
measures for promotion programs,
there is little assurance that media
promotion dollars are optimally
allocated.

Professor of Marketing
Pace University
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Integrated Marketing

The companies which succeed in the
future will be those in which product
design and marketing are integrated
efforts.

In most countries consumers have
less discretionary money to spend.
At the same time the consumer
movement has caused more informa-
tion on products to be available to
potential customers. Both factors
will make customers more selective.
In order to survive in this environ-
ment, companies must deliver the
products which meet the customers’
needs and desires.

The product development cycle must
begin with marketing feeding infor-
mation on customers’ needs and
desires to product design engineers,
who must truly listen. Then market-

Herbert W. Gstalder

ing must not only sell this product
but must also begin from the first
marketing effort to get customer
feedback on the product for revised
editions and new products. Thisisa
continuous process of marketin
information inflow, product desxgn,
production, marketing information
outflow followed by marketing
information inflow and a new cycle.

Is this new? No, many Japanese
companies have become successful
with this process. But as the world
continues to shrink, only those
companies which create a qualit;

roduct, defined as a product which

ulfills the needs and wants of the
customer, will survive.

President
Kraus Organization Ltd
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Broader Channels, More Competition

The R.O.C. Government will lift the
restrictions on the establishment of
radio stationsin 1993, the Cable

Television Law should be approved,

and large satellite dishes will also be

legal in 1993.

Therefore:

* Manufacturers will have more
outlets to sell their products.

* Entrepreneurs will have more
channels to sell their products
more directly.

* Consumers will have more
channels to get to know products
and services.

* Marketing information sources
will be more plentiful from sky to
%;?und, with tele-media and cable

Though marketers and consumers
will both become more informed,

Tomming Lai

consumers will have a greater vari-
ety of choices, and marketers will as
aresult actually confront even more
serious competition. Under these
circumstances, the professionalism
of marketing and communications
people will be taken more seriously,
and they should be accorded more
respect.

Therefore, what is next for the mar-
keting strategy is to use a mixture of
the new media to deliver market in-
formation and to sell products. Mar-
keters must not neglect the consum-
ers’ life style and values, however,
since turning the tele-media on and
off is a decision which is made by the
consumers themselves.

Chairman
United Advertising Co.,
Ltd
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Economists to the Rescue?

These days the only thing conspic-
uous about consumption and con-
sumers is their growing absence
from the marketplace. This phen-
omenon is widely reflected in the
scaling down of products and ser-
vices, and the shrinking profits of
companies worldwide.

Faced with these new realities, how
can marketers tempt consumers
from their hiding place? Market
research, focussedp mainly on past
and present, may provide few clues.
Ask the retail trade, and it will ask
for more promotional money. Ask

D. G. Lewthwaite

the advertising agency, and you
know what it will recommend.

So long as the present climate of
economic recession and general
uncertainty prevails, marketi::&
approaches alone may not be suf-
ficient to chart the best future
course. Perhaps we should seek
advice also from economists; though
no doubt equally fallible, they at
least mostly have the merit of being
optimists.

Vice President,
Nestle Japan Ltd
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Family-cooking Values

The local sushi shop recently closed
and reopened in a new guise — fam-
ily cooking. Yet this is not because
ofy any great shift in Japanese die-
tary habits. At the same time, there
are down-price shops delivering the

sushi on conveyor belts and thriving.

The problem, I suspect, is that the
local sushi shop was charging qual-
ity prices for an average product. By
contrast, the conveyor-belt sushi
shogs are charging low prices for low
quality.

If you are going to charge top-line
prices, you have to turn out top-line
groducts. And simply putting a
aute couture price tag on some-
thing does not qualify it as haute

Frederick M. Uleman

couture. That only works when
times are flush and there is not
enough authentic quality to sop up
all the nouveau-riche money — not
when the money is more discrimin-
ating.

Thusit is imperative that marketers
review their product lines, rethink
their definitions of quality, and mar-
ket (including price-market) their
products commensurate with their
allmlity characteristics. Otherwise

ey will be back to home cooking —
their own if they are lucky and the
soup kitchen’s if they are not.

President & CEO,
Japan Research Inc.
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Aftermarketing: The New Strategy for Survival

Marketing theorists generally agree
that businesses survive only if they
are successful at both winning new
customers and retaining current
customers, Businesses on a world-
wide scale, however, appear to have
lost sight of the importance of retain-
ing customers. Instead, they focus
on winning more and more new cus-
tomers, while disregarding their
current customers.

Data show that 80 percent of a busi-
ness’s income comes from current
customers. And, as the life-time of a
customer lengthens, the customer
becomes increasingly more profit-
able for a business. 'i"herefore cus-
tomer retention is very important.
But marketers’ tools are currentl
missing a focus on building relation-
ships with current customers.

Aftermarketing is a new outlook for

Terry G. Vavra

business. It suggests marketing
should spend as much time looking
after current customers as winning
new customers.

‘Aftermarketing is accomplished

through seven different activities:

* Establishing and maintaining a
customer information file,

* “Blueprinting” (diagraming)
customer contact points,

* Analyzing information customer
feedback,

* Conducting customer satisfaction
surveys,

* Managing communication

rograms,
* Hosting special events or pro-
ams for customers, and

* Auditing and reclaiming “lost

customers.”

President,
Marketing Metrics Inc.
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