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Disclaimer
ÅThis presentation is the one-sided,monocratic, 

inclinatory, unbalanced view of marketing from 
a BD perspective. This presentation is intended 
to generate debate, promote conflict, 
encourage new ideas and promote beer sales.

The Management



Overview of Presentation
ÅWhy is marketing important to me?

ÅKey concepts of marketing in a service related industry.

ÅWhat is Service Market Management?

ÅBranding Concepts.

ÅHow branding affects consultants.

ÅWho is my customer (internal/external).

ÅFour ways to compete strategically.

ÅUnderstanding your customer and updating services.

ÅSummary and Conclusions.



Why Should I Attend This Talk

ÅEconomic Change

ÅShrinking Environmental Market

ÅCompetition Getting Smarter

ÅClient Expectations Increasing

ÅProfit Margins Decreasing

Why is marketing important to me?



Broad View of Marketing
άaŀǊƪŜǘƛƴƎ ƛǎ ƴƻǘ ǘƘŜ ŀǊǘ ƻŦ ŦƛƴŘƛƴƎ ŎƭŜǾŜǊ ǿŀȅǎ ǘƻ ŘƛǎǇƻǎŜ ƻŦ 
what you make.  Marketing is the art of creating genuine 
customer value.  It is the art of helping your customers 
ōŜŎƻƳŜ ōŜǘǘŜǊ ƻŦŦΦ  ¢ƘŜ ƳŀǊƪŜǘŜǊΩǎ ǿŀǘŎƘǿƻǊŘǎ are:

Philip Kotler, 1994

ǉǳŀƭƛǘȅΣ ǎŜǊǾƛŎŜΣ ŀƴŘ ǾŀƭǳŜΦέ
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The Services Marketing Triangle

Company

òMaking
Promisesó

Customers

òKeeping Promisesó

òEnabling
Promisesó

Providers

Internal Marketing External Marketing

Interactive Marketing



Marketing Services ς.ǊǳŎŜΩǎ YŜȅ 
Concepts

²Ƙŀǘ ǘƘŜ ŎƭƛŜƴǘ ƛǎ ƭƻƻƪƛƴƎ ŦƻǊΧΧ
ÅQuality
Å Value
Å Service
Å Trust

²Ƙŀǘ ǘƘŜ Ŏƻƴǎǳƭǘŀƴǘ ƴŜŜŘǎΧΧ
Å Profit
ÅQuality
Å Value

Therefore, focus on being  customercentric (Internal and External)



What is Service Market 
Management?

LǘΩǎ ƛƴǘŜƎǊŀǘƛƴƎ customer focus across the firm with focus on:

ÅCustomer satisfaction and service quality

ÅCustomer relationship management

ÅService recovery

ÅCompeting through service(s)

ÅCross-functional integration around 

the customer.



Cross Functional Integration

Build competitive advantage by: 

Å going horizontal (flattening the organization)

Å breaking down barriers between functions, 

Å and stimulating teamwork between groups.



What is a brand?

Before ȅƻǳ ōŜƎƛƴ ǘƻ ŘŜǾŜƭƻǇ ǘƘŜ ǎǘƻǊȅ ƻŦ ȅƻǳǊ ōǊŀƴŘΣ ƛǘΩǎ ƘŜƭǇŦǳƭ 
to consider what a brand is.

Jeff Bezos, founder and CEO of amazon.com, defines brand this way. 

άLǘΩǎ ǿƘŀǘ ǇŜƻǇƭŜ ǎŀȅ ŀōƻǳǘ ȅƻǳ ǿƘŜƴ ȅƻǳ ŀǊŜ ƴƻǘ ƛƴ ǘƘŜ ǊƻƻƳΦέ

The amazon.com brand consistently ranks in the top 100 global brands. 
Source: Interbrand's2006 Global Brand Scorecard

A brand is not:

Åa product
Åa company
Åa logo

A brand is:

Åa promise 
Åan experience
Åa relationship



Why use a brand story? 

Great brands are customer focused. They create buying preference, loyalty, and 
deliver an experience that turns customers into advocates.

Great brands are built by teams who share a vision.

A brand story, co-created by people who will build your brand, can:
Åimproveteamcoherenceandsharedownership,
Åsimplifydecisionmakingandincreaseefficiency,
Åoptimizemarketandcustomerimpact,
Åbringconsistencyto yourbrandexperience,
Åprovidea frameworkfor measuringsuccess,and
Åestablisha platform for evolvingyour brand.

άCƛǊǎǘΣ ȅƻǳ Ƴǳǎǘ ƪƴƻǿ ǿƘȅ ǇŜƻǇƭŜ ǿƛƭƭ ǎǇŜƴŘ ǘƘŜƛǊ ǘƛƳŜ ŀƴŘ ŀǘǘŜƴǘƛƻƴ ƻƴ ȅƻǳΦέ τ
Bill Jensen, author of Simplicity



How Branding Affects Consultants

ÅFocus on the customer.

ÅMake your product tangible and unique.

ÅFocus on delivery.

ÅEnsure extraordinary communication with 
client.

RedHorseCorporation
Service-Disabled, Veteran-
Owned, Native-American 
Owned, Small Disadvantaged 
Business 

http://www.redhorsecorp.com/
http://www.redhorsecorp.com/
http://www.redhorsecorp.com/


Who is my customer?
ÅIn the BD point of view everyone is the customer!

ÅEncourage all employees to think of others as 
customers.

Å/ǳǎǘƻƳŜǊǎ ŘƻƴΩǘ ǊŜǘǳǊƴ ŦƻǊ ōŀŘ ǎŜǊǾƛŎŜΦ

ÅBe multifunctional and break down the internal 
barriers.

Service Profit Chain
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Key is your employee base! Who do you hire?
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Four Ways Firms

Compete Strategically

Through Service



9ȄŜƳǇƭŀǊȅΣ άhǳǘ hŦ ¢ƘŜ .ƻȄέ 
Customer Service

ÅSouthwest Airlines

ÅRitz Carlton Hotel



New, Innovative, Cutting-Edge 
Services

ÅDhw9ϰ aƻŘǳƭŜǎ ŦƻǊ tŀǎǎƛǾŜ {ƻƛƭ Dŀǎ 
Collection

ÅColumbia Analytical Passive Diffusion Bag 
Samplers



Value-Added Revenue-Producing 
Services

ÅVerizon provides additional services at no cost to drive up 
average revenue per unit (ARPU)

ÅPetSmart ς598 Full Service Vet Clinics, 60 Pet Hotels, 
Bone Booth and Kitty Cottages drive long time loyalty and 
$3 billion in sales.


