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L’homme meurt une premiére fois
la jour oul il perd P’enthousiasme

Il est bon parfois de s’arréter au bord
de la route et de réfléchir a notre
condition, a notre itinéraire, a ce que
nous sommes et a ce que nous
faisons. Cette petite introspection
doit nous permettre d’exercer notre
sens critique.

Hommes de marketing et de
communication, lorsque nous devons
décider d'une action de vente et de
promotion nous ne pouvons pas
nous limiter & énoncer les données
objectives d’'un produit ou d’un
service. Le message serait incomplet,
il lui manquerait la part de sub-
jectivté qui fait la décision.

Notre communication ne s’adresse
pas a des robots mais & des hommes
qui, outre leur perception matérielle,
ont chacun des sentiments, des
golts, des principes et des moti-
vations. Sommes-nous certains de
toujours tenir compte de tous ces
éléments constitutifs de leur person-
nalité de leur sensibilité?

N’oublions jamais que nous avons
affaire & des étres humains qui,
comme nous, ont un corps, un
cerveau, un coeur et qui, pour étre
convaincus de la réalité de nos
arguments, attendent de leurs inter-
locuteurs la compréhension de leurs
problemes, I'objectivité de leurs
réponses et surtout, percoivent que
derriére les paroles, les gestes et les
attitudes il y a un autre étre vivant
qui comme eux ressent des émo-
tions.

Trop souvent les vendeurs,
promoteurs et autres intermédiaires
entre le client et le produit par
discrétion ou par timidité s’arrétenet
a l'argumentaire type et «ne vont pas
vers l'autre». Ils manifestent de la
raison et ne font pars montre de
cette passion qu'on s’attend logique-
ment a trouver chez celui qui tente

1 BAB#B2006

de vous convainere.

Cette passion qui fait trop souvent
défaut c’est I'enthousiasme, cette foi
en ce qu’on fait et ce qu’on dit, cette
foi qui renverse les montagnes et
donne confiance. Honoré de Balzac
€crivait qu'étre incapable d’enthou-
siasme était un signe de médiocrité.

Le MCEI nous offre ce lieu pri-
vilégié de rencontres et d’échanges.
Sachons profiter de cet «esprit» si
particulier qui nous anime et nous
différencie de tant d’autres clubs et
associations matérialistes ou folk-
loriques.

Cultivons notre enthousiasme qui
donne des couleurs gaies et
optimistes a la vie et aux relations
que nous entretenons avec nos
semblables. C’est ainsi que nous
survivrons aux calamités et angois-
ses de notre monde chaotique!

Paul Genton
MCEI International Chairman
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Rethinking the Relationship

We individuals are increasingly
under the control of someone or
something. Big Brother is here to
stay. In the past, it was those who
informed us that our garden was to
become part of a motorway, or those
in blue-cap uniforms who decided
that we had done something wrong
and fined us. Today it is technology
and computers driving us into
slavery, with Bill Gates a modern
slave driver. Perhaps the most
widely accepted part of this vision is
the control over our lives exercised
by the mass media—particularly
those trying to separate us from our
hard-earned pay: advertising and
marketing.

The predestination of persuasion
has replaced the free will of perfect
competition. No company feels
successful without its ad agency
pumping out hard-hitting messages.
As long as they aim at us, consenting
adults, their sin is considered venial.
The problem is that our children
today watch television from dawn to
dusk and translate these messages
into: “Without that product, I am
notging!" They have created vital
need.

51 BABEE2006

Unfortunately, pay packets cannot
match desires, and jobs are today
scarcer with the facilitated access to
computers and other technical
facilities. The result: we have
produced a generation of idle,
unsatisfied teenagers who, comfort-
ed by television soap-series, decide
to just “help themselves” to what
they can, using and abusing molotov
cocktails and arms. A perfect
example is what is happening in
France today. It is high time that the
pivotal relationship of our society—
that between business and the
consumer—be revised and trans-
formed to serve society rather than
conversely.

Gracie Beiner
GMB Management Consultants



Getting the ldea

People talk about the first-mover
advantage. Basically, this is the
advantage of getting there first—
being the first to come out with a
new product in a new product
category.

But when you think about it, the
real advantage there is not that there
are no competing products in the
category. That helps, of course, but it
is not the primary advantage. The
real advantage is that such firms are
not selling a product. They are
selling an idea.

Because if you can get people to
believe in the idea, they will tolerate
a lot of short-comings in the execu-
tion. Look at the way people flocked
to buy into the dream during the
Internet bubble. Companies with

great ideas and disastrous balance
sheets—and investors fought to
throw money at them. Look at the
early automobiles. A terrible way to
travel, but a really neat idea. Or
powdered milk.

The trick is to realize you are not
selling the manifestation. You are
selling the idea. And once you realize
that, the next realization is that it
does not even need to be an entirely
original idea if you can package it to
look original. As Nike, Starbucks,
and scores of other successes
demonstrate daily.

Jim Ross
The Idea Factory

Dos and Don’ts

What do we need to be paying more
attention to?

Every customer must considered a
partner. The ideal is to build a true
partnership between the customers
and the company without any feeling
of superiority or subordination.

What do we need to be doing?

Good communication with cus-
tomers is a must. We should react
positively to their criticisms, com-
ments, and suggestions while in-
forming them of our motivations,
ambitions, and even our difficulties
(which we are bound to have as
human beings).

What do we need to stop doing?
We should stop saying that our
products are the best on the market

or that our company is the greatest,
the biggest, and the strongest. Let’'s
stay humble! It our customers, not
us, who should recognise our quali-
ties.

What else should we remember?

The company is a human adven-
ture lived by its teams but also by its
customers. At a marketing level, the
personal and direct message is often
more appropriate to creating human
relationship with the customers and
loyalty to a product and/or an
enterprise. Massive anonymous
campaigns are not as effective.

Philippe Roukens
President, MCEI Brussels Chapter
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How Many “P”s are there in
Marketing?

When I attended university in the
mid-1970s in the U.S. I came across
marketing’s four Ps (product, price,
promotion, and place). I got to know
them quite well and believed that
these four Ps represented the
ultimate answer to every marketing
executive’s annual plan.

Upon completing my business
degree, I had the opportunity to join
the marketing team at one of the
best practical marketing schools in
the world: Procter & Gamble. This
reinforced my belief in the four Ps
and laid the basis for my career in a
range of international companies
over the next 20 years; until I
decided to go back to school to do
an MBA in marketing. During the 18
months in the MBA program, I
discovered that there are three
additional Ps, some of which we take
for granted.

The first P is for People. This is not
just our employees but is also our
customers. Can our people influence
a potential customer? Naturally, yes.
Not so obvious: can other customers
influence a potential customer? Here
we are talking not only about word
of mouth but also the type of
customers we keep. When someone
chooses a restaurant, a showroom,
or an airline, he is influenced by the
typical customer profile. There are
people who avoid McDonalds not
because they do not like their
hamburgers but because they do not
identify with the McDonalds cli-
entele. Subconsciously we choose
our airline based on the typical
customer profile we associate with
them.

The second P is for Process. What
process do you put your customer
through to get the service? Is it a
one-stop seamless process, or does
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she have to stand in several lines and

fill out umpteen forms? Does it start

with a long wait on the telephone to

make an appointment? How long

%oes she have to wait for delivery?
tc.

The third P is for Physical Evidence.
This includes everything that the
customer sees—your ads, the
showroom, displays, uniforms, forms,
parking, and more. Are they in line
with their expectations and your
image?

We all subconsciously keep these
items in mind, but I strongly rec-
ommend we make them part of our
annual plan and formalize them.

Musa Sadoon
Executive Skills
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MCEIl is people, MCEI is education, MCEI is information,
MCEI is recognition, MCEI is professionalism
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