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Ethique et Communication Marketing

Peut-on pratiquer la communication
marketing n'importe comment et lui
faire dire n'importe quoi ? Voila bien
un sujet qui est considéré tres
diversement selon les législations,
coutumes et traditions dans le
monde.

Sans vouloir entrer dans des détails
qui nécessiteraient de longs
développements, abordons plutot la
question sous I'angle moral, non
point pour philosopher ou
polémiquer, mais par réalisme dans
la mesure ou le respect ou non des
principes déontologiques essentiels
de la communication aura tot ou tard
une incidence directe sur I'image de
I’entreprise et de ses produits.

Dans une campagne de communica-
tion, que ce soit par les media public-
itaires, le marketing direct ou tout
autre moyen de promotion et de rela-
tions publiques, il importe de ne
présenter que des arguments
honnétes. Prétendre que le produit
que l'on fabrique ou que I'on vend a
telles et telles vertus et qualités est
admissible, mais il n’en va pas de
méme s'il apparait que les arguments
utilisés et mis en avant sont faux.
Indépendamment des ennuis judici-
aires que cela pourrait engendrer, la
clientele perdra I'un des éléments
essentiels du succes de I'entreprise:
la confiance!

A une époque ou les affaires sont
tres difficiles, ou les sollicitations du
marché sont nombreuses et agres-
sives, ou le combat pour la survie
économique se mene a grand renfort
de slogans et de superlatifs, il faut se
garder d’abuser du consommateur
car tot ou tard il découvrira le pot
aux roses et développera alors une

1 BABB2004

attitude aussi négative que le senti-
ment profond qu’il aura d’avoir été
abusé, berné et trompé.

Chaque homme de marketing et de
communication doit savoir qu’il est
toujours long et difficile de gagner la
confiance du marché mais qu’il est
tres facile et extrémement rapide de
la perdre. Le consommateur frustré a
une mémoire d’éléphant!

James Joyce a eécrit dans <Ulysse>
: <Le bon commercant vous fait
acheter ce qu’il a besoin de vendre
>. Nous savons tous d’expérience
que cette maxime, si elle a pu
prévaloir lorsque que la demande
était plus forte que l'offre, n’est plus
du tout de mise aujourd’hui.

Au contraire, le <bon commerc¢ant
> se doit de faire la démarche
inverse et se demander ce qu'il devra
offrir pour rencontrer les demandes
du consommateur. C’est toute la
démarche des études de marché et
des sondages d’opinion que de
chercher a déterminer ce qu’il faut
produire et vendre pour rencontrer
les besoins du marché.

Mais attention, car méme dans ce
domaine, point trop n’en faut ! Les
résultats de ces études doivent étre
analysées avec beaucoup de pru-
dence pour ne pas retomber dans le
< case story> de la voiture Edsel,
véhicule conc¢u pour rencontrer
TOUS les besoins exprimés au cours
d’une impressionnante enquéte
réalisée sur les souhaits du marché.

Cette automobile répondait, c’est
vrai, aux milliers d’exigences
exprimées par les milliers de person-
nes interrogées, mais la synthese de



ces réponses individuelles ne corre-
spondait en fait qu’aux seules
espérances théoriques d'un étre arti-
ficiel : le <client type>, ce <client
robot> né de I'imagination des
instituts de sondages.

On ne communique pas avec des
robots, on leur donne des ordres. En
revanche, les consommateurs, eux,
sont des étres de chair et de sang
qui, contrairement au chien de
Pavlov, ne répondent pas aux sollici-
tations par un automatisme sim-
pliste. Ils ont une intelligence et une
conscience. Et méme si, au départ,
ils sont facilement convaincus par
des arguments ex cathedra qu'’ils ne
sont d’ailleurs pas en mesure de
vérifier, leur ressentiment sera d’au-
tant plus fort lorsqu'ils s’apercevront
qu’ils ont été lachement trompés sur
la marchandise ou les services.

Voila pourquoi les entreprises ne
peuvent pas dire n’importe quoi
d’elles-mémes et de leurs produits.
Elles ont, dans leur propre intérét, le
devoir moral de respecter les
principes éthiques fondamentaux,
qu’ils soient codifiés ou simplement
inclus dans les principes de bon sens
qui forment la base de la bonne gou-
vernance.

C’est a ce prix qu’elles créeront et
conserveront une image positive qui
est aux entreprises ce que la réputa-
tion est aux étres humains.

La technique a des droits, mais 1’hu-
main aussi car, en définitive, c’est lui
seul qui sera l’auteur ou le prescrip-
teur de l'acte d’achat !

Paul Genton
MCEI Internat’l President
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Words About Words

To operate a translation business in
Tokyo, especially one whose cus-
tomers include advertising agencies,
is to see Japan’s economy from a
narrow but telling perspective.
Acquaintances throughout our indus-
try have shared our own experience.
This year has been a very bumpy one
for business.

Old customers continue to give us
business. Customer satisfaction
seems as high as ever. But the gaps
with no orders seem longer. Sudden
bursts of work come in, so in fact we
aren’t doing all that badly. But
there’s nervousness in the air. The
muddling along that seemed accept-
able during the 1990s, when volume
was down but the order stream still
relatively steady is giving way to the
realization that active marketing is
needed. It's no longer enough to rely
on reputation and word of mouth to
keep the business going.

There are several possible explana-
tions for what is going on. In our
own particular case, we were doing a
lot of projects for advertising agen-
cies making pitches to foreign finan-
cial institutions. Brokerages, banks,
and insurance companies around the
world had been lured to Japan by
Japan’s “Big Bang” and the dream
of tapping funds locked up in Japan’s
postal savings system. For a few
years they were spending lavishly on
advertising, trying to win a place in
the hearts of an aging Japanese pop-
ulation in need, it was said, of better
returns to enjoy a happy retirement.
Now that bubble has also burst.
Many financial institutions that came
to Japan with big ideas have pulled
out of the market. That particular
source of business has largely dried

3 BABE2004

up.

Others argue, however, that like
other knowledge workers in coun-
tries where labor costs are high,
translators in Japan are faced with
outsourcing to cheaper translators in
developing countries. Translators are
not immune to the same kinds of
market forces as telemarketers and
computer programmers who have
lost their jobs to cheaper competi-
tors in India, for example. Some go
further and suggest that with new
advances in computing, machine
translation will soon put us all out of
work.

John McCreery
The Word Works



Size Does Matter

Before you decide this is some ugly
spam, let me tell you I have been
reading Richard Miniter's The Myth
of Market Share in which he says
that the pursuit of market share is
folly — that you do not need to be the
biggest, you just need to be the most
profitable. (Which really means you
need to be the biggest but not in total
assets or sales volume or market
share but only in profits.) After look-
ing at the dotcoms and the money
they lost in pursuit of market share,
he says market share is irrelevant.

If market share were truly irrelevant,
we would not need anti-trust laws.
We would not need competition poli-
cies. We would not need fair-trade
laws. If market share were truly irrel-
evant. But it is not.

If you have a controlling market
share — if you own enough of the
market that you can set prices — you
are able to turn that market share
into major profits. Size does matter.

The problem is not the concern with
market share. The problem that com-
panies run aground on is the fact
that they cannot define the market or
sustain market share when they raise
their prices. They cannot sustain
their monopoly positions.

The problem is that markets change.
A monopoly on fixed-line telephone
service is mooted by cellular phones
that re-define and expand the mar-
ket. Similarly, the personal computer
made mainframe share less impor-
tant and the Internet made in-store
sales less important. In beverages,
mineral water, tea, and other non-
sweet beverages have reduced the
cola companies’ share of — and hence

their pricing leverage in — the total
beverage market.

Share matters. But if you cannot
define the denominator (the market)
and make that definition stick, it is
counter-productive to make market
share your primary concern. The pri-
mary concern has to be how well
you are anticipating and meeting
your potential customers’ needs,
because that is where the value and
hence the profit is. Size matters, but
only if it is used efficiently.

Jim Ross

Japan Research Inc.
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Power is Money

There are several trends that we rec-
ognize. One is the shift of market
authority away from manufacturers
to retailers. It used to be that people
would shop around until they found
the big-brand products they wanted.
Now, having embraced the one-stop-
shopping mantra that they are too
busy to do this, they choose from
what is available at the retailer of
choice. As a result, manufacturers
are having to pay slotting and other
allowances just to get shelf space —
just to get seen by consumers.

Yet another trend that we see — and
that more and more marketing
experts decry - is that of price-cut-
ting. Price-slashing. Rebates.
Discounts. This, we are told,
destroys brand equity. But product
brand equity was already destroyed
when the manufacturers — the brand
owners — agreed to pay the retailers
to carry the products. That shift sig-
naled that the power had shifted
from the manufacturers to the retail-
ers. This latest emphasis on cutting
consumer prices is simply an exten-
sion of that shift — except that it sig-
nals that power has shifted to the
consumer. In effect, manufacturers
and retailers alike are having to pay
the consumer just for the chance to
be considered.

So if you decry having to pay people
to think well of you — which has
always been part of pricing policy
anyway — you first have to think of
how to make your goods and ser-
vices so powerfully attractive that
money is irrelevant. That is the
essence of brand strategy — that and
where you compromise.

5 BABE2004

Fred Uleman,

Japan Research Inc.



Client acquisition: still room
for improvement

All sales people know how difficult it
is to acquire new clients today. It is
no easy task to get a foot in the door
— and even those who do still miss
out on the sales — not because of the
recession but because of poor mar-
keting analysis in preparing their
sales offers.

Despite the fact that current satisfac-
tion levels are not very high in many
product categories, people hesitate
to change supplier or brand because
such change entails uncertainty.

When people are really very upset
with their present choice, they will
change. But most people are not that
upset. So they need to be helped to
change. They need to see they are
missing something important —
something powerful enough to over-
come the fear of the unknown.

A first easy action is to identify what
they are missing with their current
choice. Are they paying too much?
Are they settling for slower-than-
need-be service? What do they gain
from changing? Analyze the pros and
cons of change. Find out what their
dissatisfactions with their present
choice are. Unless you see this from
their perspective, you cannot sell
them on change.

When the product category is expen-
sive, it is very often per-unit price
that slows market growth. In other
categories, the customer emphasis
may be on convenience, health, plea-
sure, self-improvement, self-image,
or ecology.

Even after they see the benefits of
changing, they may hold back for
lack of trust. People do not want to

take the risk of buying from an
unknown supplier. They ask, “Who
are you? Can I trust you to deliver
what you promise?” They need to
be reassured.

Some purchases are postponed
because of offer complexity. Some
offers are so packed with technical
features that you can’t decide what
the appropriate choice is. This
demands customer education to
explain the options so people can
select the ones that meet their needs.
Running through all of this is the
maxim: before you try to sell, you
have to have a convincing set of rea-
sons why the customer should buy
from you.

Reginald Vermeiren

Top Management advisor
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