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Integrating Customer Focus Across the Firm




Objectives for Chapter 14:
Integrated Services Marketing
Communications

* Introduce the concept of Integrated Services Marketing
Communication

* Discuss the key reasons for service communication problems

* Present four key ways to integrate marketing
communication in service organizations

* Present specific strategies for managing promises, managing
customer expectations, educating customers, and managing
internal communications

* Provide perspective on the popular service objective of exceeding
customer expectations
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The most important formula in Marketing

CS=P-E

CS=Customer Satisfaction
P = Performance
E = Expectations
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AND

OVER DELIVER

ALWAYS SET EXPECTATIONS
SO YOU CAN MEET AND EXCEED THEM



Definition

* The definition of “underpromise and overdeliver” is a strategy
in which product or service providers aim for superior
customer service by doing more than they originally said they
would do.




Communications and the
Services Marketing Triangle
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Company

Internal Marketing External Marketing
Vertical Communications Communication
Horizontal Communication Advertising

Sales Promotion
Public Relations
Direct Marketing

Employees Interactive Marketing Customers
Personal Selling
Customer Service Center
Service Encounters
Servicescapes

Source: Parts of model adapted from work by Christian Gronroos and Phillip Kotler



Vertical
Communication



Horizontal Communication at a Bank

Branch
Manager

Marketing Finance Operation

Manager Manager Manager




Manage
Customer
Expectations

Manage
Service
Promises

Goal:

Delivery Improve
greater than Customer
or equal to Education
promises

Manage
Internal
Marketing
Communication
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Approaches for
Managing Service Promises
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SERVICE PROMISES

Goal:
Delivery
greater than
or equal to
promises

Coordinate Make Offer
External Realistic Service
Communication p.omises | Guarantees










An Example of Service Guarantees

Friendly service, clean rooms, comfortable surroundings, every time.
If you're not satisfied, we don't expect you to pay.
That's our commitment & your guarantee. That's 100% Hampton.




Approaches for
Managing Customer Expectations

Create Tiered-Value
Offerings

Communicate Criteria for
Service Effectiveness

Negotia

pectations

Goal:
Delivery
greater than
or equal je
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American Express Blue - Attracting Younger Customers
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Criteria for Service Effectiveness: On time Take-Offs
and Landings

TOP JANUARY ON-TIME PERFORMANGE
AMONG NORTH AMERICAN GARRIERS

% 8839, 8839%
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Approaches for
Improving Customer Education

Teach
Confi Il Customers
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Marsha Collier




education
specialist

trained by . W A
|

This recognizes that

Danna Crawford

has completed the Teaching The Basics of Selling on eBay
course and is now an
Education Specialist trained by eBay
February 26, 2007

Jim "Griﬂ”hﬁ'rfiﬂilh - Dean of eBay Education Highard Kristof - Dean of Powerl
An ARI Company

university







Approaches for Managing
Internal Marketing Communications

Goal:
Delivery
greater than

or equal to
promises

Create Effective
Vertical
Communications

Create Effective
Horizontal
Communications

Align Back
Office Personnel
w/ External Customers

Create
Cross-Functional
Teams



* Textbook: Zeithaml, Valarie, Mary Jo Bitner, and Dwayne Gremler
(2013), Services Marketing 6th International Edition, Irwin/McGraw-
Hill Publishing. (Other editions will also work,but you are responsible
to compare your edition to the 6th - because the syllabus was written

for the 6th edition.)

* Printed cases will be provided each week and also will be posted on
the Module Intranet page prior to seminars.
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