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A Friendly Attitude Counts More
Than Technical Competence

Years ago I was Vice President of Marketing
Research at a Fortune 500 company (Sea-
gram). My departments had more than 100
people, half of whom had contacts with our
“clients,” who were executives in our market-
ing companies. When I would greet new
employees whose positions involved client
contact, two of the pieces of advice I included
were:

Show you’re competent.

Show you're a friend.
If you are not competent and smart, then you
cannot be of help to them. If you do not appear
friendly, then they will be afraid to work
closely with you because your work might
hurt them.

Robert Beller

Research is used to evaluate the work of
marketing and advertising people. There are
concept tests, ad tests, and surveys that track
awareness, favorability, and purchase. The
clients expect that you will show the numbers
accurately. What concerns them more is that
the interpretation of the results be fair.
Results can be slanted to be critical or toler-
ant, depending on the attitude of the research
analyst.

Ideally, then, you should show your clients
that you are competent enough to help them,
but friendly enough to be fair-minded in inter-
preting research that evaluates what they
have done.

(President, Marketing Answers Consultants, Inc)

Quick, Accurate, and Low-cost
Responses to the Customers’ Needs

The rapid technological advances and the
spread of computers have made it imperative
that everyone be quick and accurate. Publish-
ing is an information-delivery business, but
the advent of satellite television now makes it
possible for people to receive information
much faster than they could with newspapers
and magazines. When such a sea change
occurs and gives the consumers more choices,
it is imperative that companies keep up with
the customers’ needs.

As economies have prospered, people’s in-
comes and hence their standards of living
have gone up. As a result, marketers must
understand consumer thinking and must be

Charles Chen

able to adjust packaging, channels, and pric-
ing accordingly. At the same time, computeri-
zation simplifies information processing and
cuts labor costs. This is how we achieve the
goal of being quick, accurate, and low-cost.
In general, we need to improve, change, and
create with perceptive thinking to succeed in
our marketing efforts —— and we have to do
this in line with the principle of being quick,
accurate, and low-cost. When this is done, a
high-quality product at a competitive price is
created and the enterprise enters an in-
novative era.
(President, MCEI Taipei Chapter)



The Future of Brands

MCET'’s recent World Congress focused on the
future of brands. Indeed, one may legitimately
wonder whether brands have a future, given
how markets and consumers are evolving.
Numerous authors have studied this issue, and
their conclusions are mixed. Ultimately, it is
up to the consumer.

Likewise, given the prolonged economic
downturn, one may wonder if price will be the
only successful sales strategy —— even
though aggressive price cutting could obscure
the quality of even the best brand.

Europe has long been accustomed to “white
goods” sold in department stores at sensibly
low prices. But large distributors have recent-
ly launched their own products under their
own or sub-brands. In some cases (primarily

Paul Genton

in foodstuffs), product quality was sufficient
to win over consumers. But even so, we cannot
call this “the death of brands,” for one brand
has simply replaced another.

There is always a brand whose positive
recognition is the result of a good price:qual-
ity ratio. This is a difficult ratio to demon-
strate, but consumers have little doubt about
it.

As such, we should remain optimistic. Qual-
ity brands are here to stay, but new brands
offering better quality at a better price will
continue to appear. Marketing, whose main
concern is to meet the consumers’ needs, still
has a bright future.

(MCEI International Chairman)

New Year, New Efforts; But Don't
Forget the Lessons of the Past

With the coming of the New Year each of us
resolves to do better at those things we did or
intended to do last year. For marketers this
means new (and higher) sales forecasts, expec-
tations, and quotas.

But we must stop for a moment and honest-
ly assess our strengths, weaknesses, and short-
comings. We must honestly ask ourselves why
we did not accomplish the previous year’s
goals. We must learn from last year.

It has been said that the road to hell is
paved with good intentions. Each of us has the
potential to achieve great things. Unfortunate-
ly, too few people set goals and make plans.
As a result, most people are as ships adrift

James Gould

without rudders, sails, compasses, or naviga-
tion charts. Most people’s accomplishments
are less then optimal.

This year, marketers must take charge of
their destinies and become the captains of
their ships. They must set goals and plan for
their accomplishment. Last year’s marketing
tools will serve as your compass and naviga-
tion chart. It is up to us to use these tools, to
learn from past shortcomings, and to diligent-
ly plan to accomplish our goals. Otherwise,
the main shortcoming may be the person car-
rying out the plan.

(Professor of Marketing, Pace University)



What Great Brands Do to
Connect with the Consumer

Good marketers constantly study the “best-in-
class” examples of major brands. And there is
a pattern to those that have emerged as
“best.”

We've come to know that it’s not product
innovation. The common ground among the
great brands is not performance. It's the
mythology. It’s recognizing that consumers
live in an emotional world.

Households who receive a Nike direct mail
kit, featuring a new basketball shoe, don't sit
around discussing the shoe’s technical merits
—they talk about Michael Jordan’s game-
winning points in overtime.

A great brand reaches out with that kind
of powerful connecting experience. It’s an
emotional connection point that transcends the

Jeffrey K. McElnea

product. And transcending the product is the
brand. A brand is an evolving metaphorical
story. The brand story connects with some-
thing deep in the consumer — an apprecia-
tion of mythology. People have always needed
to make sense of things at a higher level. We
all want to think we're a piece of something
bigger than ourselves. Companies that mani-
fest that sensibility in their employees, their
retail partners, and their customers invoke
something very powerful.

The great brands play a distinct role in the
life of their consumers. They have a relation-
ship. The relationship starts with awareness,
is activated by promotion, and is solidified
with direct one-to-one marketing over time.

(President, Einson Freeman, Inc.)

The Customer is God

We often say that, while the customer may be
king in the West, the customer is god in Japan.
Saying this is intended to imply that the
Japanese company pays more attention to its
customers than the Western company does.
But does it really?

What are some other references to the gods
in Japan? The first that comes to mind in a
business context is the invisible hand of god
— the idea that the market moves by strange
and mysterious ways that we cannot know or
fathom. Another is the “seeking the gods’ help
in times of trouble” cliche — which seems to

Fred Uleman

imply that most people ignore the gods when
times are good.

Both of these usages seem to bracket the
concept of god in Japan — an unknowable to
whom you pray when you are in trouble —
an interpretation that is buttressed by the
popular imported/translated phrase “god only
knows.” And none of this implies a close
relationship. Rather, the Japanese god is a
distant presence that is largely ignored except
for occasional genuflection.

Indeed, the customer is god in Japan.

(President, Japan Research Inc.)
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