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"Market with your
customers, not At them

Ill

-Dave Balter
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-
PLANNED PRODUCT SERVICE UNFPLANNED
MESSAGES MESSAGES MESSAGES MESSAGES
Mass communication Design Interactions Waord-of-mouth
Brochures Usefulness Deliveries References
Website Raw matenals Claims handling News stories
etc. etc. etc. etc.

Sources of communication messages. Source: Duncan & Monarty (1997)
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Fact K ¢ The website 89,
dClOI's maKe you mos , o
comfortable purchasing a Advertisement 15%
product? Newspaper/Magazine recommended it 22%
- Mediaedge A friend recommended it 76%

Television 21%
Best source for advice on Newspaper/Magazine 26%
a new product: Info services (e.g. Consumer Reports) 35%
- Yankelovich

Another consumer 67%

1977 2005

L . 0

Best source for new ideas Editorial 47% Editorial 40%
about products: Advertising 53% Advertising 50%
- NOP Word of Word of

Mouth 67% Mouth 92%
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Level

What happens

Solution

4

Public scandal — people are persuading
others not to buy

A quick response or product recall can
save the product

-3

Mo scandal proportions — people are

convincing others not to buy

A quick response or product recall can

save the product

Badmouth will slowly erode sales over
time —people are not actively seeking
each other to badmouth

Marketing activities can make erode the

sales figures even faster

Customers do not actively seek each

other, but are mildly dissatisfied

Advertising can provide a holding action to
the badmouth

Low word-of-mouth activities — no strong
opinions about these products

+1

Mo active word-of-mouth — people are
mildly satisfied

Conventional marketing can  frigger
massive word-of-mouth

+2

When asked customers rave and keep
talking — high satisfaction

No conventional marketing will push WOM
provide channels for customers to rave -
chance to expand and extend the product

+3

Convincing others to use the product —

free publicity

Provide encouragement and channels and

facilitate the process

+4

All type of customers (prospects) talk
about vyour product — considerable
amount of publicity

Manage expectations and maintain quality
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Source; adapted from Silverman (2001, pp. 39-52)




TIXD NON P DK 08191 D10

NMIYTN MW IX VIT'X N 101NN 10N — TTXD DI e
N'OV 12T D'WAXD NNOYAN NI TN, D200 NMN DMIY™ NN

NS TVIMN 101 P9 ,NTAN,NINN 10N DY — OX DN e
MVPHOX 1OND TN 2PN .O'WAX 2P "1INN 191X ¥9IN
E-mail -N My~¥nx2

"NXN NTY" S MO0 — "ANMN MA" 0D PIY e
LMD DK YOND" 1TVIY NN DN, amn°

N21D" YY1 YNp-NYT > it — 'DIVONT NV PIY e
DNX D'WAX DY (2N 19182) V'own?

@ | *PROMARKETGROUP
Live Marketing Agency




NNX? NON TV wnn "INx non"

50.0% — A‘-Je%ﬂd?e
B 18-29
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G0-89
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@
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@ 40.0%—
o
20.0% —
0.0%
Face-to-Face Phone E-mail Instant Chat Room
Messaging
*Research by “NOP”, 02/05 Communication Medium
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THE MYSTERY
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