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Wele o 1o e ey edition of .'\urk,t_'rinp‘
M, This will be oy Lagt *View from the
Chair™ a% il is time {or e o sand down |
a2 your chaimman and hand over the
reigrs. s been an oxciting two years
during which time | think we have
achieved great cheal Tow thee Hu’r‘.ﬂl
Counties branch and ouwr members.

The branch VWebsite was launched in
Septembaer 1997 and has proved a great
success, i is full of useful iInformation
ahout the heapch, your commities, the
by siss. mraestings porogramime, CIPCH
inbormation, links to other sites and lots
moee, Char Last survey of members
rewvedledd that 66,1% of respondbents had
access o the Internet. By using the she
you can ged up-lo-date (information

o thie business and CPL

progremmes, print location maps,
book @ business meeting over the

webr and even feedback you
comments about the branch via the
an-line survey! The websile cin be
found a1 https/ e roval-counties-
CHFLOE

Mbernbers often say that they wan

ke Instifuie 1o madse the status and
recopnithon of markeling amongis
emplover. Your branch kas kept this
b i all it weehities and the Boyal
L endnes” I".-'I.ilinzﬁ'lll'lngr Awands [PRCRE T
wiich has proved so successiul, has now
e taken up on the national Mage, Full
idetails were puhli:.-l'ﬂrd mn M.:lrkrl'inﬁ Week
ot 200 Ay

Thee branch commamications have been
improved significantly, and the formes
branch newsletier has boen developed
inbo a bi-monthly magazine. The new
magazing is prociced by markelers for
markedizs and we have secured regular
contributions from some of the world's
top markeling writers - Professor Malcolm
MeDonald, D Paul Fifield, Drayton Bid
and Laurie Young. n the Octotser issue
wi will have an article from Hugh
Daviddeon - author of 'Oiiensive
Mtarketing” and “Even Maore Cffensive
Marketing”

= PR ey S B i

Biw ookl walue e ih

i pemitiee Dy Wil Comani

From September we plan o send ol
emadl notitication of the business
racedings in additian o the branch
rqug..uinr-. It Yo wiuld ke 1o take
advantage of this sevice pleass send your
omail address to Peler Standing at
peterstanding® virgin,nel

The Eclucation team his produced a
sthOng programme for our student
members and has run o tremmendous
revislion programme for the Certificane
and Diploma stucenis

And, of course, the business and CPD
programmies have affered an exiensive
range of toplcal meetings and short
workshops to keep our members abaeas
ol cihenl 1Stie=t I'.trrn.|.rI m.:rL-l.'{-L'l'l_

Chur Msion Stalemend

R bl L

by positianing marketing al the heant ol every

aFfL AT i

by Imcreasiog the stalos ol membership with
mpﬁlrﬁ.fh.md Pi:l:-m:hl l_-ﬁ‘.llu'rrn

iy suippnrting Boval O sinlies membiers i el
carrrrs and professbonad Bes

providing the opportunity o gain
wviluabhle CPD hours towarcks individeal
charfeneel sfafus. In Chchodser 199H, l{n!.-'.'il
Countes achicvisd the hl;q_hﬁl_ b od
Chameresd Marketers of any branch
representing 8.2% of the wotal UK number
and 15.1% of the Sauth East R-l-“irm =i
fantastic achimement, We want o do
oven bettor this year, so don’t forget 1o
netumm your CPEY meoond carchs o0 199899
to Moor Hall, If you haven't already done
w0, f0 i now or vou'll miss the boat!

Throughout the last tao yaars, we have
akso tried to odfer cvents across the Royal
Connties area wsing a vanefy of locations
o give everyone the opportunity 1o atiend
a function, Th list includes: Adams Park
(Hizh Wycombe), Foste Post Houwse
(Readingl, Osford Brookes (Ctord),
Courl Gardens (Markow), CCLE (RAL
Craordshire, Moor Hall (Cookham) and
Madisjski Stadivm (Beading)

markefire ey

Iae 0 TAN il Py T el

a view from the chair...

“Members often say that they wanl the Institute o raise the status and
recognition of marketing amongst employers. Your branch has kept this in mind
in all its activities and the Roval Counties” Marketing Awards programme,
which has proved so successiul, has now been taken up on the national stage.”

The May business mesting - Marketing on
thie Intormet - was a great ovent, Mot only
didd we howe 1000 delegates ol Madiejski
Stadium, we also had our fist ever live
linkup to other masmibers across the LK,
thanks to ClMTech,

The branch commilmes works on an
entirely valuntary basis and many
committes members give 4 significan:
nurmber of houwrs cach week 1o deliver the
branch programme fo you. Durlng my
tirme a5 chalrman we have had ower 2,500
dielepates al evenls ofpanised by Roval
Countles. Your commithes as put in huge
eficrt o promating marketing o you
andd Tor you within the Royval Counties
ared [ has been a busy time and the
commiitee has achieved a significant
armdsnd i the msmbes a1 the lncal
level and | would personalby liee b
thank them for their support and
prodessionalism throughout the year,

1 would also like 1o thank our
Preuidert, Proleszor Maleolm
MeDionald for s suppaort and
puldance throughout the vear. Finally,
U woule like to thank al the membiess
who have supported the branch
durimg my chalrmanship,

In I:,'erII'IFll_ I just liber b rsiengion thas the
Eoyal Counties hranch was formeed in
1950 andd e will be 1,|:I|:I:|n1l!i|'rg our
gedlden anniversany in 2006, The branch is
r,||.mn| e I mark the OCCasion in the
Mew Year, w0 bk ot for neses of the
relebrticn in .".hrlui-ting Mg in the
mey' millenivem?

Yowrs

Pl ootk Diphd, MCIM
Chartisned Marketer

Chairman, Royal Counties Branch
The Chartered Insiiude of Marketing

Ps, Ahthoush I'm 1.I,.:||n|;|ir|;q dirwn as
Chairman, Ul <60l be around 5o | look

forward to soing you at a future branch
il




The Letsure Marketing Awards Judging Team (from left) rhns ﬁn‘uﬂi winners (from lefi) ane National Winners, Owrchard
il o

lefi Galatin (Javelin Communications), Brian Turmey hipman represented by Paul YWhish and John Crchard; Tim

(ML, of Letsured, Paud Gostick (Chairman) and Wakelin iMational Sales Manager of Letsure]: National Runners-

David Grainger (Awards Coordinalor), up, Campbell Estate Agents represenied by Margarel Wheatlbey
and Paul Camphbell, and Brian Turney.

Chairman chairs awards panel

RCE Chairman, Paul Gostick chaired the judzing panel for the first anmasal Letsore Marketing Asands. Efbries wone receved irom
Ll -
Laitings Agents all over tha country who were encouraged 1o ghaw bow thasy had instinsed Ennevative and successiul marketing
programmies (o develop their business, The overall Mabional winner is O hard & Shipman af West Drwdon with the Matkonal runner-up
beirg Camphall Fstate Agents of Daventry and, to madk (he event, both firms wene presented sith thedr avwards a1 a special luncheon af
:
Cliveden. The Mational winnens were choten from amonga the siv Regional winners whao also included Chancellors of Ascot; Thomas
-
Ceoege of Swansea; Seymoges of Guildfond and B H. L & M ol Homsea, Special commendations weme also noted joe Howands of Cread
Yarmouth and Bodshie Flowardh of Llandudno,

Movands Coordinator, Danvid Cramaer, commented that entnies, “included tho ase of the [aest electronee miedia wilh vleractn
Sobieites the |'|I|||'|||| thoen o hdehily ||.'|-'.|=-.l-.u|n.|l NESAS IS local adviertsing carmpaigns: and landlond’s Check.disis

UK Exporters fail to respond to | Tobacco Marketing: What next?
Single Currency

65% of UK exponens have ailed o change thesr irading peactioes With the announcement of a ban on cigarette advertising in the
since the introduction of the Euro, acconfing o mssy research. UK, tofpacoo compandes will turn 1o below the line tactics, such
Almosd halll of the exgportens wiso took pan in CIM'S research as direct mall and brand extensions to promote their products

beeligme that the single currency would not affect ther prices,
Ry Perry said: “British exporters risk lowng out 1o overseas

( |  “Tha announcemant of the ban on advertising, means
£ it b | 1o aelapt b0 the arrival of the Euro. The [ .
Sl it il i oy s gt that the debate will inevitably switch to the issue of

; ; : - markoling tobacco using talow the ling pramotion,”

e-pommence, provides unprecedented opporunities for
exporters, but six months on fom s amival, British business sl At Ry Py
seems 10 be unprepared, Their view of EMU'S impact on pebces is
parficularty nane. Price trampanency’ and he ensuing
higher-levels of compatition ane isues exporters have b deal
widh foe thie sake of thesr conmpanses’ fture, 18 s best they do so
wiacenr rather than Laer

In mecent wieare, fobacon companics have bedn developmg
brand extensions’, including clothing and huxury goods in order
o maintain their cosperate brand profibe. SCompanies such s

Aelaarlboeos ard Dhusndaill weill ;"-.:-':'-.1||Il. oo pmee B W00 Of -

The survey also I'._n'Hi:;I'm a tear across all sechors Ehat LIK | mshacco [!nln:lm {% in order o strengthen brand swvareness
rn.'.rL.-'.ill;.; i£ nal up o that of Eurcgecan and LIS compastitors. 467 amongst the public,” said Bay Perny, “Companies w ill work o
fear that the marketing skills of UK business ame womse, comparsd | build brand image theomegh thisse associabes] godls, presamaly
with those of a0 OVEreRas Codmipsetilors Thes leciing 1% srorer in 1ne Mo that comsumers will make the link sath ther iobacco
amang SMEs, 63% of whom feel UK marketing skills ane wonse | products, The tobacon companies need 1o respond o this lajest
1 1% argue they are about the same, Cinly 19% Argue st il | resErician lay b CCHTHINE e Creative anid imrsovativee i theldr
markiding skills are better, Smaller UK exportions, in particular, ane | marketing, We would expect increased wse of the Intemmet for
atso {ailing to develop global or pan-European beancy, deypite over promotion, as well further development of poind of sale material,
three |'||-__'|r||'-|'r. R lewing it is eseentiol or desirable o do s Mearly whene |H|'\-'=|'|'l||' I i= likely that lodsacco |1'.1r|v.:'-‘|r|;.: will become a
Pk thindds of srmaaller Companies had ot startisd o |-|r|1|l||.|_l'||l thi=ir continual search for o r:el-"‘ll"ﬁ in the e that can be IE"‘I\.]lh"ll“.l
braned |hr|..',.g_h..“: l.,p._;.l;h-, In contrast, 71% of karger companies heolnae the next wanee of legislation clamps dosm

have developed a glohal bramd

comtinued ¥
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News

Consumer spending set to increase, but manufactuers will continue to
suffer in ‘Divided Economy’, predicts new report

The LK sill mat poln the euna eady ichances have fallen fo
balewy 0% The LK ecomomic slowdoeyn 5 now over and the
SCONOY - f0r Consurmess at least - is going o pick up, accosding
to the lafest Chuarsedy Suie of the Marked repost. Steach
economic growth over Bve next 3-4 pears s femecand, wilh the
prowiso that the Millennium is likely 1o pull things up before the
yexi-erd and show growth doven i the first half of 2000, The
pound will stay drong, hitting manufactuners hard

Hay Perey commenied: "We ane now wilnessing a “divided

i -|r1||n'|!." O the one hand '.[u_-miin,: O CONMETIET seTvices is
imcreasing and will continue o do so. But the manutactuning
expont sechor will continue o suffer under the influence of the
sirang slerling exchange rde, “Consumer confidence and
increased leoeks ol spenciing ane due lagely 1o the reduction in
InlEnesl mies, whech hase cuf monihly mostgage payments by at
Firaat a inith, higher real wapes up I VAR =Er |,

unEmpoy et levels r:‘-n'.'uir'ing the same. and the steacy hogse
price inflotion thuring thoe Last throe yoars”

Douglas MeWilllams, Economic Adviser to CIM, added; “The
pound has recently climbed back to 0,64 to the eurn, a rate
equivalent to the old D& 3.00 level. As a resull, mandacturing

will suffier, We also predict that there will not be any imminent
fidlesf from Ehie exchange rate squeeee. In addition, any
depreciation of the pound is [[kely 1o be very mosdest.

Because of this, we would wam basinesses making plans fior
the next 12 manths 1o remain cautious, |:ur|||'4|.|.|.r|r in relatbon o
stirlimg. A sharp upward mioye in the pound’s exchange fale
againsd the euro wou bl cause great ham 1o sty aned & shara
fall waould undermine the inflation sutlooke In addition to this,
ther risk of further slock market turmail, perhaps ingRened by
highir interest rales in the US, sould mean forther hasd maswys dor
the City and the LK export sector”

A “Post-Millennium hanpgovee” would mesadt in inbemst rales
decreasing stightly this year and even foling again in earhy 2000
ORIV EIRIL] ) [ hases ey b |‘||'|_H_||.:h' forweand o thee Last weels ol
1% as howseholds vy b pre-eampl ||-|'r:.l«.|||||"'|'dk 1'|i-.'l|:|.lI:I|H1. Thse
|ri|'| siche of this busy end io 199 may b o Cpiaer thar-amsual st
o 200, im which excess stocks will be harder 1o shift than normal

Although the outlook for the world economy has improved, foars
R on accound of disappolnting stonmmic pess nemn
Casrmamy, laly and Japan, and worries alsout the sustpinabilin of
the LIS economic boam.

Newbury Interner services

Service Provider for te Thames Valley and the Surrounding area

o Friendly helpful advice on the Itemel and all aspects of the World Wide Web
o Jusiness or domestic Connections Installed by sur own fully Hrained staff

® [igl Up Connechions/ Email/Bureau Factifies/ Domain Regesiaion/
Web Design/Web Site hosting/Training Courses/Seminars/in-Site Senvice

Our asfalier it atend gowr hamefeffice and mstall e latest Infernt software. & e same fime, he
Wikl e h fimst el supply geur modem aad verdy e quahly of your telephons bn2. Once installed gau
(il receive 2 brief imiraduchary lesson

Your compekitors are getting online today! Why are you waiting unhil femorrow?

Newbury Internet Services, Mayors Lane [0ff Market Street],
Newbury RG614 SO, Tel:01635 5691283 Fax:01635 550672

SALES sales enganewbury nel
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Rty Warmiian fuag workied In [P mediis induginy
since 1964 and has bean involved with many of
e major changes in e media world since then.
&3 5 {ounder member of Saabchi & Saatchi, he sad
up and ran their madia operafion. With his now
partner Terry Bannisier, he became responsibls
for all thin 585 commuscations companiss. They
lefl 545 in 1991 and now nun their eem agency
providing marketing and comswnications
services for clients such as Phillips, One3ne,
Shweil and Morwich Unlon,

Tel: 01 512 1000 Email: wbGrhvwarksn ook
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her? Would youipaore them? Ur won




1 F!.'II'.IL' illl] !I'Jr-':l- Ev Sfw g RIBEEN -'-I“'| Cige
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iner moaey? [oe snrwer i ool

How do most {orms ereat their cusiomers?
Amazingly badly, despite all the waifle about
customer focus. Everv scudy T have seen
reveals thar most castomers defecr because of
bad service. The figure has not changed - it has
sapaisteatly been A8-69% i che last 27 vears

i Big talk; bad practice
This & crue even m the new exciting world of
the Intermer. Kecent reseanch by Logmtive Inc

-.|'. TR CRISHNTIET IETVICE 15 % dis I||_| o s
musy people online that when vendors or
SEFVICE providers are acoully responaIve, they
ire “surprised, deligheed, and boval for Bfe,

Uz ol moss compentive arenas m Hrikam
today is that of the wilitics, The clectricny,
waber and £28 Companies ;lrr'-il'u:-:l- e
owned were provatized, and now compete with

cach ather

My son [onuhan warks s elephone

maf il.l_'ll ng,; T'n ol -'|:'.. n\_:ll_—."ll'a &g |II:|..I: e Uine
is also my chient. | asked bam haw they were
doing, “The service 1 dreadful ™ he sadl =0 2
custemer wamls 1o atk a quesiion it may ke
bl an hour o get through on the phane.®

This ferm behaves as chough ehey ane the
cusiomer, not the other way round. | am sare
thas 1 ot deliberate. They mmaly have nat
measared . Mobody has had the pense 10 sy,
“let's do same smeple research. Let's telephone
(=11 r|1 [y} sl ife wihan -"|J_.'|P-\.'I'u. 5

1 am smre vou have heard of this idea. Ie's mot
ncw, but ren
adwvice | ha
customer and see what happens

IFMM figures |

The rwo maRIgement sty -

more democratic, hand or solt - are parilleled

jifs ine ol I|I|_' i THELER Tl
k

ever beard: pretend you're 4

|f'...':;|'\.|rl.|| g

by 1w wypes of measurement: hard and soft.

| |rd [ [ EL S e L it Mg .1!:-\.|I,|! ',I".ll'-;'i like |I| T
much revenue a sale produces, bow long the
EVETETE CURIOmET -.p-:r.J-: in your stare, how
v, how muwsh |i|;!. 1pr||..1.

many memi Ih-.':. 1
or how much mare lEkely one type ol
emitamer 1 1o buy from voo than asother.

A friend who worked oo introducing credit
cards inked 1o sores o ahse UL K. EAvE mE A
classae example. His tirm wasted 1o know i a
store cardholder was a better customer than
BT OOSTE W ||.I W J:I"II! ]-II_' IFWEr Wil

obvaously “yes”, But how mvuch bener?

Thi i EUFES WErS startling. IF two identical
people walked into a ssore, ome with thas
store's card and one without, the one with the
CAfd WS ': EINEH Mole |:|'|..-:-. [1E] I".n ihan r|u'

CW ".:HIE 'il'\ll I.-I.'IL1

halders held the eveniag before the anmul sale

I:I:I'H:.'. l';h-lrll'.l'i M, d I'ih.

re prodis in five hours than the

produced m
marn sale m ehe sibseqient two weeha (Thas
sort of figare remains common, by the way).
Such precise figares are vitl They mean we
can exchange oar vague feeling that ans ides &
good of bad for 4 firm conviction buzed o the

rr||:|'| S0 meany RHMIE="WARTINE I ECORSLONE 10

basrd roama would be elsmenated il those

imvodved did not just exchange opinions,

Fawever Fir '|||:|. heid, bur talked o 3 haos of

tact.

5— il MCAVUTCTBETLS 486 alsgrel Marlers ViU can

quantify, but which relate 10 beclngs and

opmions. A typical soft meanirement would
I-‘='1="""'?r'- out how good yoer customers ihink
youar firm i This 18 entirely swboectve

| How to measure and improve |
Two people may say they think vour firm
|_||.‘|;r1 _||.H'IJ |_'||,|.;||'.:| “’I:h :ql,ul CONYRTION, GUt
you cannat pat an exact value an 1he wond
“good”, What ore person finds good qualsty

another may Iind

This pr-hll'hln.'rll dioes not arse 1f yvou went to
Enaw how Y sel=% were made on 1 certam
diy af th 2 particudis store, You can’y arguc
absown thix iheres mo subjective elemens. Bus
Vidl can Fcasare and improve even in
subjective arcas hke poople’s fechngs

"'a.lr\-ll'l TR YOl AFE WO Fiid ahogi yOuT Service
Yoa cin improve i, and measare the resulm
iwa wavs, Botch are UMD,

Farse, apply hard measurements. For example,
hiow lorg it ke customen 1o be grecied or
served or how loag employed take 1o snswer
the telephone. Then set a target: you wish to
||I'|[\lr|n'|: f:.-.n A ] '- i the next s rI:q.'\l!'I1|‘|'..

|'I' rh,l measre :|| HET r'.-\.lFrn_'“

Second, Jpp':l.- bt messsurements, et
customers’ views before vou entroduce 2ny
impsovements, ot tarpets, then compare with
whql; [||;:. AV aherwards In r|1||. 'ﬁl:. YiOd CEN
sce what dilference vour changes make in lacs,
and in castomers” minds.

Sai ondy 25% ol your customers think yous
service 1 excellent belore vou make such
chinges, This is .||'I:.- an sverape of ths festingy
of people 1o whom excellent means deflerent
things. Bus if afver vou made vour changes
30% af custosners feal YOS S6T VICEE AE%
cxcellent, you have improved by 308, No
master whar “excellemt™ meana 1o each

s OdTiEr, |1|;| A |'..,|F|_' I‘:'I'“!' J."|.| VOl KW il
because vou have measured it.

So: how mech meaRanng are you duing?
Not enough, 1 ber

[RUnprd) | Prprape—

Drayton Bi

In 1992 Deaylon Bird founded the Draylon
Birdl Parimerzhip who handie and advise
many firms, Including Marcedes Benz, The
Bank of Scolland, the Brilish Horse rating
Baard, Exglern Electricity and Gallahsr
Limiled on direct marketing and othor
markeling matters.

Drayton has 39 years’ experiencs as
copywriter, chenl, creatihm dinsclor and
Eatterty Wice Chairman and Creative
Diractor of the world's largest dinsst
markafing agency ratwork, Doy £
Makhes Dinect,

Ha wrole Cosnmon seass Direct Marieting
praginally published in 1982 and now m its
ghird edition, Pubiished in 10 languages, §
is widely recognised as the standard
Biritish werk on the subject

I
s b s penaal e s b e e |



“Well, we all knew it
intuitively (but never
mentioned it in polite
company) but now it
seems that there is
overwhelming evidence to
prove that high flying
companies die of what
they are best at.”

b Pl Fifield IM 'ﬁ; ijﬂa




Isn't it interesting how theary nat only
follows practice, but then maniges 1o
convinee evervone that it really thought of it
first? How often have you been working
wweay ona problem for years, showly breaking
it dawn asd finding new ways vo approach it
and then_you go om 3 raining programme
and “someonc ! gives you 3 aame for
what you have already worked out bow o
do¥

Well it happened 1o me recently toa. {* At
laxt™ I hear you cry “ About fime toa_." =
yew, bt ax beast 1 go on wmaining programmes
00— And another thing I discovered,
just giving you 3 name for what you have
been busy trving vo solve for so long, but no
addrizonal llumination o guidanee on
what o do nexi can be VERY ANNOYING.
[ sappose vhat st lean 1 know char iz really is
1 difficult thlzm o the ‘clever pmpl:' are
wamped B0,

Mot being one to keep confusion o myself; 1
thought the best thing to do was to share it
with others. 5o let me tell you all sbous the
‘learus Paradigm®. "Well, we all knew it
inquitively (bur pever mentioned i in polie
company) but now it secims thar teere is
overwhelming evidence to prove that hagh
Mying companies dic of what they are best ar

Il SO (D b-:.l.mrll:ﬂdil:l‘inu. am
terms, when you think shous i, i8 really is
obvious,

Companics start off by identifying s gap or
opportunity in the markerplice and soon
begin to grow as more and more customens
find us abows chem and value what they
produce because it solves some important
problem or offers some vabiable benefit. In
the early days the company and its managens
know that they are o a growing and
sucoesstul busingss because they are meciing 2
particudar set of cassomer neods, They keep a
track on the customers and are able
meoaivor how well they are meeting thar
needs because the company is sull small
enough for even the most senior managers
{often the founders) to keep in daily contact
with the people they are servieg, In shor,
the founders knew what buaness they are ia

declension shetomyp & word in all its
J'#Inimu,nffum I.'Jpﬁnﬂu.mpﬁn.{lmf
theoretical framework of a seventific school or
dun:.afm wwitiror erbich theorier, lrwe. and
generalizairons and the expermment
perfarmed i nuippors of trem ane formunkened
— o iffg . ic adj — paraa dip. waat i col by ade
Copyright (c) 1994 Merriam-Webites, Inc. All
Rights Reierved

Faradigm [Symamyms) model, pariers,
shandard, example, mirros

If we Jook at the changes that have happened,
the model or parern and sandasds
(paradigm) which has been drving the
company since ity creaton have been
fundamensally aliered. The company which
was flexible, quick, responsive 10 changes in
cnsgomer meeds and small but prnh.l:.l'_r Tt
very "efficient” has been wrned into an
organsitzon which i strisctured, systemised,
specialised and efficient but possibly less
*effective’ than before,

“This is 2 normal paradigm shift and has been
going on since Adim Smith first wealked into
the safety pin factory. The common
apreement is that standardised processes mean
lower grade workers, lower coss, lower
prices and 30, happier customers - a flawed
argement but 3 common ong smongs those
who know no beser.

Sa nobody ever questions the wisdom of
paradigm change when linked 1o
organnations] growth (apart, it seems, for
Yirgan), bt tryng to achieve a change i
paradigm afver char is virmally smpossible, To
secm that as soon 2 'meu.:'innJ|
managemsent’ takes over the organisation and
its marketplace, paradigms suddenly become
E-ur.n'tr E':l.'din. bath tame and space. ot
only that, but conventional wisdom sesens 1o
consider this 4 good thing!

This canmos be night,. Commeon semse instits
that the world is mot & sable place, change is 2
fact of life and organisations canpot be
immane, Bar the answer is, this is whas
arganasations, and the people inside them,
really want - an island of calm and mcu:n'l:g.-'i.u.

Lets look ar what kappens when the
nrpn.i.l:l:im setiles 1n to its combortable
paradigm. The ‘efficiency” drive crestes 3
wtable, divisionalised or fusctional siructure
where everybody knows the confines of their
robe. Hicrarchics and pecking onders are
established and ambiguity is banished, To
avoid uncertaingy, unpredicesbility and Lick of
clarity « the nswral stase of any markerplace -
the organisation starts 1w spend more and
more r.i.u'u: [nnhin; imwards. i I:|I:l]:F takes a
fizw vears of this type of actviry, which is
fully supported by all sabf, suppliess, and
muach busmess theory, for the rof to set in,
The osganizanion vesrts to believe thar in really
s wn baiiness becawse ® is particulirly goosd an
making cars, creating telephone networks,
investing pereonal pension asses, distributing
electricity, writing softwane or managing
hotels. The produst-focused organisation s
b,

| learus at play |
How does Icarus work in practice? Well,
evertually even the best run comnpanies s
10 go through difficult times. Sales targets
don't seem so casy 1o achieve and quarterly

budgets begin to appear mare and more, well,
ambitiowr. When the ml.:ni:ulmr:'l market

performance starts o slide the response from
mianipement is predictable:

1. Review implementation

[-:l.-:u'h.[':, the melfesencies and the 'Tat’ than
has grown sround the delivery sysiems.
Measiare everything, cut coss, slim down,
rationalise, streambine and build dficiency.
Do whan we have always done but do i fascer
and better. This will always work - for &
while. But cost savings are not the same as
value added and evermually marker
performance will start to slide again.

and what they have to do to prosper. 2 sea of change. Even if it is just 3 cruel
It doesn't take long before the company ""‘“I"'I-“‘"‘1 orgamsstions and ther "“_"'!"b‘"
grows 100 big 1w be managed in such an conspire to create the Tution af sabiliny ang
famateur’ fashion, Soon profeisonsl may die of the results.
MUNARCIS are bmu.ﬁﬂ: m 1o do whai
professional managers do: f/— THE ICARUS PARADIGM
They hrng in systema and proceduncs and p—_— —— s [rm— [
structures and models and systems, and, T Yo T
Isefire very long, the company has become an
organitatbon and bs beng very elficient. The [
paradigm has been changed. —_
para.digm m (LL paradigma, fr. Gk A |
paradeigma, fr. pavadeibnynai ro show wde by o =
wide, fr. para- + dedkryral to thow—mare 4t -
diction] (1$c) Fexaople, pattern; eip: an ﬁ:{'ﬂ
amtitardingly clear or typical example or
archerype 2wt example of & conjwgation or

markcting news




2. Review sirategy

When the rcncad fals, miAnsgement rnighl.
start {eventually) to think aboin making
sEratege changes in an astemgpt om balsier
market performance. ‘The problem here 1
thar since most manxgers are recruited for
their tactical skills, few are comfoctable
dealing with strategic issues. As a result, 'big
tactics’ and ‘strasegy’ are sonsctimes confused.
We sce efficieny’sale but boring cars,
tedephones shas always work but sever add
any quality 1o our lives and clean/well-
stocked supermarkets that we visit only as 2
chore, Like lcarus, the organisation soars on
iti mpn‘lﬂdm.ir_ﬂ :rpnlil-n anid creafes
betrer and bemer products thar fewer and
fewer cumiomers want. Bot we do what we
know, We would rather do than than change.
We would ruther die than charge.

3. Abandon ¢4 paradigm

!hn: m'gl.n.i.l.d.inn.lm:.m.;flu miove o 16 Ehe
third szage. Examgples like Harley Davidson
chow the Wi, All the time they Huuphﬂ b
they were in the business of nuakiag motos
cyiches (the paradigm), compering with the
Japanese was a major problem. Cinee they
had worked out that thar customers were
buying "boy’s roys’ the paradigm was broken
and fortunes changed.

| Wihat business should we be in? |
Yes its nime 1o wheel our that samse old
questbon. From the introdisction day of your
wery first marketing (or even sales)
programme = custamers don't buy festures,

ILE' IIII:« I}EI’:!’II’.L II: H.ID"!- 1]1.E|'|. 1]1.It :um
should define vour business in terms of the
benelits consumed |:-'_|. yodar castismers rather
thian the festures that vou make. Obvicus? -
yes, Clear? - yeu, Imporane? - yes, Easy? -
na! A, there's the problem, ‘Well, let me
focus your thowghts, if you don't get this
right your organisation will dic = remembser
learus.

o, how can [ encourige vou 1o look a1 the
business you are it Yo know i
impartant, You know it s nght. You know
thw costomers really do buy benefies not
features. You alio know that others in the
organisation will never take it seriously - in
fact they would rather dic (Tearus agin),
Maybe | can tempt you with some sdeas
about defining your business:

1. It ks defined by the customor
As much as it is denied by all the product and

production devotess, we know thar custonsers
{who provide all the revenues) buy benefits
and not fearores. We can only be in the
businea of what our customers are buying.

If we canmor do that we willl not be i
busines for long. Swarch belicves thar it does
not make watches, 1t makes fashion socessones,
some of which happen to tell the tme.

2. It focuses the organisation an nepds satisfied

A correct definition of che busines helps
everyone in the organsation to focus on what
really matters 1o revenue, profits and survival,
castomer satiifaction. It helpy us o identify
whnch actiabes wdd custamer valae (da mare
of i) and which acirries add latile or na
castomee value (cut them), This creanes an
elficient and an effective organdsation. Bass
Taverns iy in the entertainment buesiness, not
the pub business

3. Establishes dircctions hor growth

It belps us to determane those aneas for
growth, [t shows us where customers would
buy mote or more ofien by adding produco
arlfor services that make sense 1o the
customer. Wih luck we can ban
forever che words ‘cros
selling’, Virgin it in the

giantkilling business

and books for

oppontumibies where
customers leel they are
being exploaed by
producers.

i. Establishes boundaries for efford

It helps s m defining strategy and shows us
where we should focus cur markenng efforns.
Marketing always has hmited resouree and is
in danger of spreading itself too thinly to
have any affect (the “marmite approach™). A
good definition of the business, crucially, tells
tas what we should not be wasting our time
with - even if it can be made casily in our

1 Charles Revson (of Revlon) ance
stated “in the factory we produce cosmetics,
in the drug store we sell hope™

5. Dobermines real competibors

Far von much smention s pasd oo dinecr
{industry) competison, Real competition
includes those produces and services that can
clfectvely substimate for the benefies obtained
from your product or service. In thas way BT
and BA arc in direcs competition; video
conferencing can replace the need ta eravel
from Loedon to New York for meesings.
Sony o in the cotertanment businesd, tod fus
electropics,

6. Establishes tha marked|s) io ba served

Finally, the big one! The definition of the
bunaness ol are m determanes the markets
yioul are serving mow and intend 1o serve in
the future. Cussomers! Withou this, sny
work carried out into segmentation, targeting,
posaticn and marketing wrazegy in general is
doomed 1o fxilure. All practical marketing
strategy must be based on customens {markets
served) il i 15 10 be capable of
irnpl:rnrﬂlrmm If all ] have to work with
i & prodscy or production defninon of yoar
hu.:'ruﬂ, thtl!ll;'.ll vou can hnpn beh create 18 4
wales strategy, it might be good but it won't
be a marketing strategy. Starhicks {colfee
shopa) belseves it i the “thind place” between
work asd home.

The lcaruos Fua.digrn. 15 ]:l:.l.‘l.il.'l.ll.lrl.‘_l.' dangerous
disexse whiose effects are mearly always faial.
Talking as someone whao tends o specialise in
this ares with clients {1 must be exther mad or
a gluston for puniskment) | can wely 1o the
sclf-destructive nagure of the complaint with
one or two very sad faaliies on the dicer lisc
Perhaps, if we renamed it "The Lemming
Factor’ we could save s few more precious
hves.

If you are parr of an organssason which puts
“survival’ ai ome of i top corporaie
objectives you could be pariculurly
vubnerable! What can you do?

1. identity the “iber paracspms’ actrve in your
organisation: MNever easy since the mindset
that drives the business has been there for
vears and has undeniably been successful in
the past. This stage takes courage and the
skill 1o confron (carefully and quicily)
conventional wisdom.

2. \Wawk out what cught 1o be happaning:
Looking bevond the sccepied drivers of the
business try o work o what is really
creating success or falure and where these
wrends are likely so tke the business. What
will happen if the organisation continues to
follow ity current path? What changes need
1o be made? At lesst now you know what
:uﬂ.'d:. in |:|4,- done - even i.f1_.'|:||.|.ca.|:|'l: :rvr.l mahs
il happen,

1. hdentity the bevars for change: What can be
changed with minimum disrapsion bus with
maximum mipact? Where sre the "quick
wins” that might convince peaple of the
mersts of the new way?

munkbelinge news.




marketing,
about customer
focus, or about
" ~ the material
contained in these viewpoints. Nor is
there meant to be. The original ideas are
still the best and are still waiting to be
profitably implemented.”

£

........!|1

nothing really’”
new about

-
i
.




In the early years of the 20th century, the
woed “marketing® was still almos
unknown. Britain seemed to be a
comionable world rade leader despite
grinving competition, British poods seill
found a ready sale at bome and abroacd,
We could manufaciure more of kess what
wer liked and find a market for il

“One of the most significant
commercial developments in
recent years has been the shift
of market power from the
seller to the buyer”

'|.'|.'.1rn'rr!.|.= of what was to come led a
provp od heisinaessron i sales
ranagemen b thoy smelfang both ko
i:m[u'l_ll. w 1he 1I_'¢|'|1I'Iirr|,;l_"5'. uted i selling
and fo place their calling on a mon
prnr{'ﬂ.ﬂn;.l baisis, Their intommal
dizcunszions led evemually o a mecting of
twerlve sales managors in the Inns of
Court Hofel 10 Lesnefosn i 1971, The Sales
Managers” Association was bomm, Activity
Wils I'll'|1l'||'tl|_"|_| iy thae raga Fine ‘Salis
Fromastivn” angd fram 1331 in s own
m“.;l.zil‘ll,' '.'n.'l.uhn,-:iﬂ;q_'. By 1939, the
|n-:'nr|'|nr.11r-f| Sakes Managers” Association
(584D waes authesitative and well
superiel, making a valdabde
cordribfion o business [rad Blce 1n
rapidly shifting market. Between 1939
aned 1960 |1||'-|1|I:-|'r:.|:|rr |||,|.|.'l|'|.|;|||,1:| and in
1952, HEH The Prince Mhi |i,|;-_ ke of
El,'i.n|1|,.|r|.';l1- consrnted b continuo the
Association's long Iml:nr:.- of noyal
patmnage,

Expanding education

Adier World War Il B R Farr, a Fellow of
I158AA, was asked 1o st on the Linvick
Commities, set up by the AMinister of
Education “mo advise on educational
{achlithes reguined Ly mansgemen) n
indusiry and commerce,” This was the
first attempt by a Betsh Government o
assess what the existing facilithes for

13| Peyefanaierns ime il - Cn il i il (pig

management educatkon were and how
thiey should e proviced

The recommendations formed the basis
far the develogrment of management
education in the UK and the Association
developed many short, post-experience
courses, In 1958, an achvisory board
defermined the Association’s programme,

Thie Associafion's oxamirnadion wis re-
infroelucod in 19961 as the [_‘.Iiplnnu in
.'-.1..||r|-crllrn_!.'_ granding successiul candidates
B rIF:hl to wse the ketters g, M alber
theer names, The resul was a dramatic
increase in Ehe nurmber of sludents and in
colbegrs I.I"l_':'ll:],: thier Dhipdoma sylkabus, b
1965 the Instiiute estaldished the first
Chair of Market ng in @ Bratish university
angd fuanded a permanen mesichontial
taculty - The College of Marketing - fo
provide shorl. intensive courses jor
mianagement

Changing the name

By 1945 many peopde poining wene not
sales managers but were imvolved in
distribution. Council decided o ahier the
name io the “lnatitute of Madkeding and
Sales Managemient”™ In 1068 recogniting
that sales management s only pad of the
everall marketing elior, the tiile biscame
“The Instinute of Marketing.”

Thes Instriute had svobved 1o the stage
wiheee if r|.'|'|r|-l.-|'n.'wi all thozn invalved in
tha mamy different aspocts of markeoting
ancl Wk wien o b the K ar Tty
concemdd with marketing in the LK,

Room to expand

In 15971 the Instiute maoved s London
headquaricrs 10 Moor Hall in Berkshine
Fiar thi first time dhe |nstitote had a conbm
|',\|'|.1h-|!r of expansion. From lanaiary

1972, fully resideniial courses weme
arranped for marketing manzgement a1 all

levels, n 15973 thee Instiiute chapged fts
mokier o “the ‘World = O Market' aned

can be seen on the Insthute’s Crest nday.

A ke linE ek

A brief history

The Chartered
Institute of Marketing

of

By the end of the decade, the Institute
Wk L Largest esamaning, training and
servicing bocky in marketing in Europe.

The charfered decade

Heralding the intendion 1o gain { harered
stahs. in 1980 Mafional Consecil decresad
that future membership wiowld be by
|!_|-|||I||_.|r||rr| Theie ITEFIET S e
1969 wias the grant of Royal Charter and
thie Chartered Institube of & I..'|rL-|-||r1;;| (TR
croabed

h was announced af the AGKM in 1997 that
proposals from the CIM foar nclividaal
Chasered Marketer Status wene [lely 1o be
accoptabde io the Prive Councl] Ofioe and
in Oiciober 159498, Indivichaal Chartened
Status was pranted. The CIM i the oaly
bady able o swand Icllnichial Chamesed
Marketer staius o eliglile members,

Testhiny, The Charlencd Insfifute ol
.‘l.-'|.3|rl:;-lln|.'I has civer 60,000 members. For
rsoie dlelaile vikit the Inuiubes weshdite at
hfpaifimanw cim. ook |

The way ahead

Ak ey markets Open and hae ||-|.||L..a-|:;|..-
of the single European market becomes
an everyday reality, the Cls comtinues to
sy 1he message set by dis loumders in
1911, Even though the name has changed
the concepd remains thi samis - syiry
business needs customers amd iF mus, as
far as is |:ur1i:'.||_ .arl.1;|'r| iisnli -t safishy
those needs profitably.

Paul Gostick DipM, MCIM,
Chartered Marketer
Chatrman, Hoyal Counties Branch

Fow Blacsed wiha wash o delve dleeey,
EOUrCes inciade the “Siory ol the
Incorpenaled Seles Managers

basocialion® pebilished i 1948 and “The
15 Siory™ da history af fthe Inconporaied
Sals Managers” Assocfation) puhilished in
e My TRET (Cewelers Abitee) eisle of
“Markering.



The Chartered Institute of Marketing Crest

In 1973, long before Royal Chaster was granted, the Institule of The Chartered Institute of Marketing’s crest i an Armarial
Markoting was working closely with Lond Mais of Walbook, the Bearings bt what dois it signify?

Mayor of London to advise him on marketing matiens during his ; < the Bearis charion.
e of office, Lord Mai hiac Chosen The Wocd s oce Michee T e e Eﬁ"fnm i

as his theme, In particular, the Institute worked with Lord Maks i transported by sea (the galkey) or by, land (horseshoes) and air
organise the Lord Mayor's Show, In which the floats, sponsosed twings), and food trepresented by the garbs) must be a main
by British companies, each depicted an aspect of marketing S E O M

ovierseas, As 4 restlt of this work the Institute changed its motto

1 “The Waorld is our Market’ and this can be seen today on the The: Crest is a hand “acvancing the standard of rade and

InstiLEYS Chost. commernce, The standard is green and gold for the same reason
as the chisron; the two rods of mercuny symbolise trade and

In 1989, Rayal Charter was granted and the Chartered Institute of  commerce, of which activities the god Mercury was the classical

Marketing was created. menior and patron,

Thix suppaeting dragons represent the customer o ‘the corsumer’
and thayy are winged with the same bozants and colour as the
chesron fand of the same meaning toal, They have golden
wreaths of laurel around their necks to show that the customers
likes, and s worihy of, the best, The dragons are white because
the customer s blameless and, in business, always right, At the
same time, the godden claws and spikes indicate that the
customes knows how 1o protect himsedf,

Paul Gostick
Chairman, Royval Counties Branch

Why study at
Newbury College?

EWBURY

(olled® Some reasons for studying with us...

¥  Mewbury College his very experienced tutons - geer 3 pean combined peaching en ehe courses. Ml atafl bl redevant teaching cualfications asd
howr fignificant and relevant mdsinal expinentis”. Two Bitars are regiitened maseter.

¥  Mewbury College vedenty kave the Best pammatson mooeis e n the ana
v Weane iy prepaned fer yflabes 2000

¥  Mewbury College aflers 2 range of stedy eptiont desipned 0o sl pour veeds. This incledes the new duy 2ad evering lermad for the Cerohcate and
Advanced coeriss,

v Newbury College bk a well miserced Bbrary whch ba 2 broad nsge rasge of boska, wikal, mult-midia and magannel [ seppert the oo

v Wi olfer smdean excelent mesearch (nclioes wung the baes sechnstopy induding access e the miernel

I feedback wrven oo B o et Mewbury College vsdests hove wid peod thags abowl wr and weuld and do mcommend the courses 83 2
freead’

v Smdean come (ram 3 wade g of erparisaceas large and amall - Advanosd Crpsal Techagdogie, BRC Cable, NTL Commeniationd, Vedafose, Caigrd
Marise (i, Electrolun, Newbary Direee Marketing, Ceusery Gardees, Buper, Tellow Pages, Memidaeds, the MK, Strpker, HHD (emnenications, Qeantel, De Ls
Ree_Nou'l be in pood company.

¥ Mewbury Collepe pides imell oo baving 2 riendly amasphere. We Bl oer siodenis! Toigeah are beely avalable, We alio mpy ample and ke
parking and pasy scoes fram the M.

[l Revsme priseem ane avakilde on @ ad-hec Badn

* leciarers kave wavked for 2 ranpe of companies icledbap the (B GUN Barmh Aineaps, Shied Foowis, Sibway, Meted Newspapen, AL Nelien,
Ena Mwoer W Seun,

Ring Student Services on 01635 84000 or email p.j.rumble@usa.net for further details.




Laiirie Young k5 Managing Directer ol inlermational seevice madketing
spocialisis Blakes Marketing Praclice. The Blakes team of proletsional
markilers provide a unique Service for blue chip companies werid-wide,
ereating profit through Bae development of markeling concepts and thisr
practical application 1o service indusiries. In an imcroasingly competitive
service-based ecoadey, Blakes have significant expergnce in a variety of
insfiestrios intluding ielecommunicatons, [T, ulillhes, financial and
professional services,

Tel: +44 (7 181 445 603  Email: Isuriedrblakesmarkoting. com

[t was my first day in 2 new pob, working for one of the big American
compuier companies and my new boss, Peter, had bad news, The share
price had deopped drantatically and the Chaisman was unsble v see me
He normally welcomed new scnior managers bat, Peter explained, be did
not Bre services a very important to him becanse he was a "tn man',

[ had never heard that cxpresien before and my misd turned 1o thar
J-.'||;,'_:‘.I:|u| childres's hlm "The Wizard of O, The rither 1ad um man in
that film wanted & heart, to be more buman, bue | couldn’s ee the
conmection at all, The explanation also accousted lor the drop in dhare

prices,

The computer industry had grmun at & dramutic rate. The luge corporate
husinesses around the world bou ght computer after compus ter, umizl
evensually ibe leading suppliers |I-.|.':1|n.|:|:'d each ome. Companies became
an "IAM shop’ or a “DEC house” hecause the techrologies were
meempatible and the cost of changing would be unthinkable. The
suppliers were therefore able to charge high prices and make moncy by
bringing cut faster produces with new componenis. ‘Service” imvohoed
eiiber the engimeers with “derty fingemanls who fixed things' or the
‘weirdos’ with ‘open toed sandels” who designed new systems.

The hieroes were the -;_1||;'5.p.:n|1|f who took arden for the equipment
Thes semled into selling to the techmical MAnIgers in thi acoounts chev
dominared whilss insisting har computing showld really be a "board
roam issae’, They ok orders from these fellow enthusiass isade ther
accounts calling it scoount managemeny. In reality 1t was almoat a
|1I-_||||.I ||I1.':|.-,. i SOMBRIe, SNVITrEnmant ] SR WETE |‘|d Zn men .

They would do .'_'1'.'1i'||r.'..'I tor gl the B prienl, Fven Jl:-u.ll.'.:l!l-':; the
service ooty of inazallation or mandcnance to get the sale,

Bt things charged. Recession hit the Western economies :r.i nem
rechaology [called open systems’) gave the customer resl choice for the
First pime. Mast |'|||'\-url:4n'.|'|. however, the market had become 'matore’
evervone had a compuser. The castomers began to 52y that they did oos
wans o bay thar processing peeds through new sqpuipmest bat wanted
their exisnng nfrastructure oo be upgraded if possible. In many cases
they bought the equipment only i the need had properly been defined
Illrl'iu;'_l:l FETVICE rI-u. b

Suddenly the skills of people in service divisions became the prime
IBETES] 10 CURIGITCEL. Some & i} |l| o saw ths QUIE s iy, Lo npanmics
like IBM and HP renrocared themselves 1o creas
I\.l\.|.\_‘||: l'u:.lnﬂ.y;:. ,"I,L !|'.,' HAMAE T oW .|I:!'I|F1.T:I'!III1| ilki.' ||..:"'"|, I'q,'_,.'.l! 10
|.'|-|_.,- El'.‘]“ |'.J.|'l_1.|l'h:: CUSLOANETE AW :|'| troam thoss who were show 1o L'I‘!.'ll"r_.',.'

asive pew world

But what al the "o mea't Did I| ey change? Did they see the
implications of this permanent change in their markes? Some did sot,
They bad reached semor positions by managing tangible ofters, They
kaew the dynamics of & manulsctunng busmess, They kaew what 1o
measure and what bo control. M 1y loisnd it ditfacult g belseve thar
experienced customers would ipend their buadgets on vague concepr
such & ‘outiourcing’, ‘deshiop services” or “systems imegranon’. They
resisted any restrceure of their business, Inotead they luanched sales
campaigns, and then relaunched them when they Balod. They creared
new prodecs and new marketing campaigns. All asmed a1 doang chirgs
dw |_|||_-:. ||.|,J :||1|.'.;|| § |_||:.L'|'. .,Iq_|||.,'_ at Lq.'lllll!_' -ul".lq.'l:'|ll1:: thiar |II|.' FUSIOITRETE N
lenger wanted

In other cases the 't men” were enoouraged to ste the value of Buman
skill. Somie by bemg taken 1o research groups, some by having 1o wark
gloapside new consaltancy-skilled colleagoes and others bic changes 10
their bonus systems. | know people who were once the serongest
oppaneris of service-based propositions who are now the siranges:
adlvocates

Thess tin men did get their buman hean. Their equipment onentation
Wl 1'.|r-p|.-|!'.-.n|:~|5 by Buman skill, & similar change = now happening in
the vebecomms squipnenit industry and e medscal dragmostic industry
and will Fappen in otker indusines in the future. [t causes the markets to
Adcatel, Chirom Dhagnosgics
and Abbott Laboratonies are beginning to explore the meining and
implications of competitive senvice, Thoee that are successtud will be
thiose wha 22t out i copvinge asd carry with them the “itn men”. The
compater industry shows that it can be done but patsence, ssubbomness,
perastznce end real professionalism are needed. Be patient wich the ‘tin
men' it 3 worth the effon 1o get them on vour side

change boaever, IZ:r-n'[u.n:m hke Eorcssomn,




Education: Big Changes Ahead .... ..

WHAT ARE THE 5TLIDY DPTIONST

In ackfition 1o the raditional offering of part-nme and fullme
CIM examination coursess, there is increasing cholce availabhe.

Some colleges are offering Intensive weekend courses 1o cover
the whole syllabis in o (very full) days. Only one large block
of time meads o be allocated o opposed 10 a megular
commitnsent ovisr a pericd of weeks, B, its & tall osder 1o
complete a whaole course Inoone weekend, with [itle time for
reflection on what has boen bearned and how it all fits 1logether,

Do establish exactly what is being offened in terms of futor
suppart, feedback on assignments, library facilities sic. Typically
fees range from £200 - £300 per subject although tax: rebaties
ivocational Tax Relsef) of 23% ane available for UK restdents who
are funcing thelr sudies themselyes

Distance lpaming cowrses offer Aexibility to study at a time and
place to st individual netds. However, considerable matvation
is needded] 1o work for [ong periods in isolation and in the face of
other commitments. Occasional ‘study group' meetings with
peope in a similar position can be beneficial in ovircoming
s of the boamediness and seli-doubt, Or supplement the
redevant fexthooks with a fop-up revision class before the exam
itsclf, Some colleges are now experimenting with Web-based
comrses, Fecdback from students who have penonal experience
of thit innovation it Fﬂl‘linu‘.ll"lr' il cnms,

The Echucation Department of the CIM can provide an up 1o daje
list of collieges in the area that offer CIM courses, but cannot
comment on the value of particular colleges, such as which ones
get the highest pass rates for example, The CIM Website
hitpaiwsw.cim.co.uk has information an the curment
examination structure and subject content, College information is
displayed with maps of locations on a regional basis, with diirect
email lnks in some cases,

However, there appears to be no intormation on the site ai

presenyd about the fofhocoming changes (o the examination
SruCiune,

S0, WHAT'S ALL THIS ABDUT SYLLABLS CHANGESH

A major examination updating exercise has taken place and this
comes info efiect from the start of the 19992000 academic year,
There will be mone emphasis on:

 practical application of the subject maitter,
* value of new information and communications technologies
# appreciation of the financial aspects of marketing.

Mol Scurlock, CIM Education Manager, explains the rationake
behind the changes: “The changes reflect the way that Marketing
Is moving and is impostance o the effective strategy and
operational management of businesses, B is essential that
information passed on o students s up o date and releant o
curment siness practicoe.”

Y Fa AR

Syllabus reviews will take place much mone regularly, because of
the rate of environmental chanpe, Tolor and industry steering
groups will be consubtd on an annual bas:s to ensune that the
syllabus reflects the meeds of foday and leoks fo the futune,

For the December 1999 and june 2000 examinations only, both
the ald and the new syllabi will run concurrently o enable
students who are in the middle of a level, or who ame etaking, o
complete that level under the old struciune. Topics comman o
Bucath thee aaled st ey structunes will farm the come of matesial
tesbecd in the examinations during the iransition perkod. Some
colleges may mdne b thix niw syllabas as soon as possible,
others will offer bath the old and the few verslons for the
trangition period, and some may iry 1o keep the old structure for
as long as possible, I is recommended that you chisck out what
arrangements your college has made for September befone
parting with your money.
Ciaford College of Marketing will be offering the new syllabus for
all cowrses starting in Septemmber, Course Director Rosie Phipps &
complimentary about the changes, “The new syllabus gives us the
opportunity 1o emphasise imponant aspects of ceganisational life
that wene barely mentioned in the past, For examgple, | found
writing the book for the new Marketing/Customes Interface
subjiect Fascinating
Students no longer, just get the running of a marketing
department but how 1o manage a market-focused organisation
Well done b the many people who hive contributed 1o
expanding the syllabus in this way!”

continscd

@8 Accredited by the Chartered
Institute of Marketing, TVU's
programmes provide excellent

training for marketing specialists
at any level. ”

If you're building a marketing carser, CIM qualificatkons are
essential. With teaching centres In Ealing and Stough, TVU's
professional marketing programmes are endorsed by the
Chartered institute of Marketing and could be just what you
need.

CIM programmes Certificate, Advanced Certificate and
Diploma - part-time starting September and February.

MA Marketing - part-time starting Septamber

MBA (Markering) - full-time starting October and
February

For further information or (o attend one of owr enrolment
evenings. pleass just get in touch

Learning Advice Centre

Lines open Sam - Spm Monday - Friday or Bousen@oa.ac uk
18 - 32 Bond Street, Ealing. London W5 SAS

Wellington Street, Skough, Berkthire 511 1%G

WA, UL ac, Uk e ourses

Ealing: 0181 231 2609
Slough: 01753 697718
WIDEN YOUR HORIZONS
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Certificate Level

Marketing Fundamentals As before

Marketing Emdmament As before

Business Communications Customer Commamications in Marketing
Understanding Customers Marketing in Practice

Advanced Certificate

Marketing Operations As befare

Eifective Management As before

for Marketing

Managemien! Information Managemenl Informalion for

ior Marketing Marketing Decisions

Promotional Practice The Marketing/Customer Interface

I"-.I 1 J
NEVY TIRRE

As hefore
International Markeling Strategy  As before
Marketing Communications Integrated Marketing Communications
Strategy
Strategic Marketing As before
Management - Analysis
aind Diecesinn

The €16 has indicated that continuous assessment will be
available as an alternative o a traditional examination for
Marketing in Practice, Custormer Communications in Marketing,
Effective Management for Marketing and Management
Information for Marketing Decisions. But the increased burden of
adkmindstration on panticipating colleges makes it unlikely that
many will take up this option, Check out specific plans with your
local colleges i you ane keen on this new mean of dssessment.
tracknell and Wokingham College has just run Effective
Management on a continually assessed basis. From Scptember
thiey are switching to the new syllabus and plan 1o alfer all the
continuous assessment modules avallable, Wendy Smith notes:
*although this method has proved to be mare work for the
students and the tutors, the benedits in leaming and development
that we have seen has cenainly made all the hard wiork seem
worhwhile®

FEEDBACK REQUIRED FLEASE!

I look forward to recelving your comments about the Bsues
discusseel bn this article - your experiences are of interest to other
readers, My email address is lisa harris@lineonc.net Don't forget
that valuable examination examples can be created by attending
our business meetings on 1opical marketing subjects, Please
come along, and atendance is free! Do wride in with your
comments and [deas {addresses below! and use this magazine 1o
take the discussion forward.
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More emphasis on new fechnologies,
segmentation, targeting, positioning anc buyer
behayious

Less emphasis upon global and legal
emdronment, mone acus on the dynamic nature
of thie whale emdronment

Moo focus on the customer, the mle of research
and the impact of new media

e miodule - designed o integrate the learning
af the other 3 modules and emphasise the
practical implications

Focus on planning process, marketing mix, managing
relationships, comtexts, and the need for communical

in effective planning.

Mew emphasis upon inernational influences on
management syle

More emphasis upon the role of information and
communications ieschnalogy

Peew Miodul - includes customer dynamics, cusbimes

focused marketing, pro-active philosophies on
pelationahips with customers

Sore emphasis upon fonecasting, innovalion, creatn’
and branding

More ermphasis upon services, trading bebween

industrialised, developing and less developed counri

Focus on concepls, analysss of contedual elements
integrated commanications planning
Dhrarnws topether all subjects. Will reflect major cha

taking place in sirategic marketing. Demonstration of

creative flair and innovation required

1. STUDENT SUPPRORT GROUP

The S50 Revision Programme (sponsaned by CIM Roval
Countses) has just ended with suppon across all syllabus
subjects, Regardiess of the study method or college attended,
nevision or syllabus top-up’ classes do focus studies amidst voery
husy lives! Mew for the Autumn ane infroductony sesshons for
people moving to a few CIM level, ar coming in with
exemptions. Web-based revision sessions are under
development, Bath the ald and new syllabus wall be catered for,
w0 if you caught in the middle with retakes, don’t panic, Help is
available, If vou have amy querles about the forthcoming
examination changes, o the likely impact of the new syllabus on
your studies, please contact jon Twomiey from the Student
Support Group,

2, ‘BEST STUDENT" PRIZES

Reoyal Counties are sponsoding prizes for the ‘Best Sudents”
selected by panticipating colleges. The prize giving will take
place at the 17th October Business Meeting. Winners will be
interviewed about thelr study esperiences for an article in
Drecember, Mote 1o colleges - remember thal the CIM Education
Team is avallable for College Open Days to talk about the value
of Branch membership and events for students al local level. Juest
let us kervonat your dates!

CIM Education Department: 01628 417200; CIM Website wwiw.cim.co.uk; Student Support Group: 01784 463057; Oxiord College
of Marketing: 01863 515255; Bracknell and Wokingham College: 01344 420411



Marketing
i on the Internet

Keport By lane YWood

“The core of the
prasentation was the
co t of the virtual

Business meeting 20th Mav at Madejski apsop sefting up 2 billion

ook numbened

pound Fnduestry
"'\-:.-:II'Il- |I'.||_| A LR '||l R YO
ul, Even CldiTech

memibsers had booked 3 condenenoe call

crtainly misued
. e A e During the second session, Pauline

Bickerion, chalmman of .".-1.':qu-”|'1;,:."\|-' A
to listen im o aned mosy hase th pading intemet markeding and
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marketers abaan o or already marketing

hadd such a stimalain O S 1ECT O AN oy B Erverried

level af professionalism
that
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53 erson used to presentations on their web site for
ensure that browsers sl T
the internet were Sarpiion S .
treated with the same et gl ek batd
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Hare i ria markeded WH Siriibh and
Whatedsiones, a5 wstl a5 1his Inteems

Bk s

L. WO NS FEeCeniy

been bought by WH Smith. Ross Beadle

mosy Commesical Derecion of W

Ohivl v, weas able to cboarly idemisty i
crncal chneences ||.'|'.l\..l| i MadfE&Eng
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These Were:

& Price i fundamenial, mol a
promotional feature

= Convenience - musi provide instani
gratification, 24 hours a day

# Editorial content essential to add
value and differentiate service

= Cuistomer service most be excellent
email i the eashest way o complain

* Mo neutral turd - competition s one
click away
Thie reirache grometh of the intermed s mot

TR e, ik A 2
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intemet is no longer inhabded by “early
il mwles [haal wene woli-o I% ] 1ids
MY Nigh siredt nanies likie W Smith

REL] |..'-\.|I'|';_ swil action and buying

sccesshul intemat-basnd i vabions, The
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arpe extont thie markot

wire ireabegd waih the sy leve] of

parod s hoda e Tl svent anto ary odhssy

marketing channal. Basic marketing
RIS, Are 4% Apdi abde to the
intermel 15 amwhene el

Pauidimes anomived] 8 3 b peminl Jan i
the Bactcal implemantation ol £
raarketing andd communcations mix

1 Research and F-i"'i' the cusiomers what

llu':. want BOT whatl you wanl te tell
them

2 Make it inleractive

3 Adapt voasr rarketing material bo sail
(hie peeds

4 Make it dynamic

5 Make it high quality

6 Make il pay for jisell

7 Test market and learn a5 you go

8 Promole your web site 1:3 matio of
eypendilure

9 Integrate it into your markeling mix
10 Appreciate that it is still earky days
Whal could ba simpler|

I Bk B @redl presenialions and
reduce therm toa bullet poml semmary is
& Ppoor ARernative o Deing here, Don'T
miss ol el Eme - INese meelings are
plasiisid by rissrmbeis to st this niseds
{n ] |:|.'I|‘.I,'!|_'r-\. il la T HI.',.|| L cppin Eiies
branch. Recent attendance meoords shon
WY TSI |||-|| :III_' skanc IR PR ils
LA, SO e saree i y [ w0k YOI E |':'"‘" First

the next meeting In October, See you at

LIS ST
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Many osganisstions are surprisanghy muddled
im their stritegy bor on-line services, Mo
large arganiations now huve web sites, bat
Julis Thrift, suthor of ‘Diesign Srategies’
muintaing that ‘many seem to think they
shauld huve ane ssmply becaove others do’,
She cates 4 1998 survey of 100 web vites
feprsieiting companics trading globally in
which anly shree (AT&T, Bell Aclzntic and
un Micre Syscems) were thoeght to serve
inveibors, costomers sl pu:r|||:|1| ;rrq1|.,|:.-_-r;
wdl,

I the Firss Flh.lh.' i COTPaaraie e, webh ares
Were Fun.'l:. for comminication - ailvertisang
hourdings on the super highway. The rare of
return o such invesments can be measured in
term of brand swareness, PR, eraffic volemes,
sz of subsenber base, darahase growth,
research learmiegs cte. But as che seourity of
on-[ing transactions has advanced, increasinghy
the aim is to make sales and ¢-commerce hus
become the driving furce behind growih of the
Interner

Howeves, dn.,'lnpth and MANEAINANE 3 W i
prevence has signeficant costs artached to iz, As
i rule of thumb, the snrusl maistenance
bisdget should be about the same as the fritial
cost of bailding the sive, with 50% as the
absalute mimimum acconding 1o US web expert

Jakob Mielien,

dehwmmmﬂ
| Exrope, 1557

Size of e-commeres site Cots {5)
Small 10,000 - 15,000
Medium 34,000 - 50,000
Large {less than) 730,000
{ource! Dhilimamitor)

No mutter how capable the agency 1aking on
the project, substammial in-heuse resources ane
requared. [t should be managed at a8 senior 2

level a5 possible, in order L NECETAsE it

sccesstully and o avoid the negative knock-
ot effects of problems ﬂﬂ-ﬂ: :

The kev players i new medin s

o ivcans agreed although ‘New Media
Marketing' gives 2 round-up of some of the
Lasger nrgmmmu-.ﬁdrmiin‘mnn
mrd:algmn:l | manageme ﬂﬂllllnﬂﬂ-
all advise and & 8

Traditional J-;ml.'l-ﬂ-hi'-'#h!m iw £0 pick Up
on web design, while the digieal srms of media

proclwction and creative functions.
Management consubtants offer upsiream
strategic thought, bt may not be able tm offer
hands-an expertise, Chris Humpheys of

CrIERS o evilimte 1|.:,:-n:1'r3:

- Digitalfinteractive axperience

- commécial strength and breadit
- SErvices on offer

- ot versus valug

- accountability’evaluation critoria

agencies provide through-the-fine strategies for

MendShare Digital suggests using the follawing

- good web and desigs skills

- sbrong prajedt management

Perhapa the moss difficult criverion w saisfy is
Findie_q good web and design skill The
combinstion is essential in a balinced web
tea. [f vou OlsaUFee to _'|1|_1|r|rhl|'- Ageneics,

vou will erd up with 2 paichwork effect thas
will confuse and frrieae

There are three elements 10 2 pood web site:
« thee degign ol the stnactun

« the graphic design

= the editorisd conkend

It 18 the structure that is of over-riding
impartance. “Lsabiliey’ is the key cancept.
Clear navigation is essential - the internet is
very slow and o users pet conflused or hored
they not anly mave on but get annoyed. Many
desepnens e the three chicks nule: no Pge
should be more thap three cheks of 2 mouse
away trom the home page. It is imporunt ro
be able o navigate and ide noily the site from
any entry paint « search engines can drop
visitors in the maddle of a site, 5o provide lnks
and heaed EVETY page.

The Internet is walaible puartly because it s an
open chanmed 1o 10 many os & global scale, but
[§] :i!l Flrlml_'.ldl'l' i ineracine |1||'_||]_|||:'||| -
customers will and do speak back, Ir is
important to remember that wechnology
facilitates processes bue cannot replace the
muarketer's prime directive 1o lisen and
responil 1o the meeds of comumers.

|Eﬁiunmm |
Thie Financial Times Retail & Comsumer
report, ‘Mew Media Hﬁhtl-ng BdI-HlI!;
brands and sew relutionships in Ift‘-f;lﬁ%
hy Julana Keramteng can be ordered by
telephane 0171 896 2325, fax 0171 #96 2333

o email reengsify com

Ladie '.'u:Ld:. 2
FIoedt Orn-hine Catalogue
{ Drarant Colory
tam Painchox Design

Baioet Undisclosed

Hriet: An importer and discributor of excludve
objects of South American art, Distam Cologs
needed an on-line gallery to capruse the
essenge, the textares and the feel of this
evacatve culture, The brel was 1o produce an
on-kne caralogue, which could he wpdated

|'“lhql.lrll‘.|t &% Acw art arrveil

ictics The project presented the usaal
I-‘Iilr-l'lll"l.ll i B0 constrogt 4 webs siee which
masntained mierein yet oowed style and
onginabity, without unnecessary waits while Lirge
nuges downloaded w the soreen Uning cxiraces
{rom ethric o, ses eral sample desens for the
home page ard main pallery Pagss wire
desigmed, aloag with stnking proposals for
rollvver bustons and arimmated Enks. Sent for
approval via email, uilising the excellsne Adohe
Acroba pdf flle trander syseem, desipner and
ehent developad 4a optimum solution; » 1est gee
ﬂﬂlﬁhﬁﬂmnﬂuﬂ: hiwe wehsite ol

Continued >
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INTERNMNET

Providing Web
and Internet
services and

solutions

Alan Mills at Venus |nternet Lid
24 Denmark Street. London
WE2H BN, LK

emallalan@venus coulk
wWEb:hite WA A ENUS.COUK

Tel: +44 (D) 240 SBSE Fax
+d4 (DI 240 5859

CREATIVE
/;IT_EBS-iTE DESIGN

 PROMOTIONS

BROCHURES
always...

LCHEEATIVE; INNODVYAITIVE AND APFROALHABLE
POINT OF SALE

CALL WOW AND ASK FOR:
Roger Lakihbiy

on O1044 218808

o jge sur werk st

waw. palmtbosdesign.com
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But no matter how near 1o this optimuem
postion the theones, technologes and
organsstional sysiems can beng we, it 15 quite
patemtly 3 desirable but unsitsinable suation
Manuifac neners continee 10 wse lomg
production kines to gain efficiencies of scale,
1o imiise unit costs and opiinise
production and disubution. And forscasts are
11:|. Ml:ﬂlil:r' mﬂ"ﬂpnml}'ﬂ.‘_ TEH.' I'I.']'I.Ii'l il-
EHLEL ENNRTLOEY,

Marketers are frequently deemed responable
for causing the generation of addisional
product rather than additional revenue.
[hemand Hutuations whach are in r-:a|it:.'1i'r|:'
norm feave serious ramifications further
downstream, which can brm.lﬂnil-an |:l:r 4 nEw
J"l"l.‘rl]l..l..,'! I.:un...'h_um]'l-nr:.r:.' promations or
specul deals, all of which apply stress oo the
supply chain. Imerestingly, the ‘official’ ECR
mavemee declined 1o open the batning on
thinking in the arcas of specialiss marketer
interest - Efficient Promotion and Efficient
Mew Prodoct Introduction - on [:I'Dl.l.l.'ld.'li of
antitrust and the competitive nature of the
n'JJ.l.iﬂmhip between maniadacturers and
retailers. Whether 2 2 result - or juss because
the acronym beigade has not yer canght up -
there is a greas deal of poblished advice
spplicable 1o marketers , if you look for i,
shout how 1o climinate exoess mock from the
supply cham but remarkably linde guidance
shour 1o what po do wich it when :r.'u.l".':' ROt B

The *push’ of old-style management pracice
shild not be mistaken for the marketers’
promutiomal initacive. Bat when your 'pull”
beoomes a ‘push’ - and push comes to shove -
mochk gets hacked up the spous. So s it a
marketang isswe? O course i i,

Your careholly conseruceed brand support can
be devainstingly ereded by permitung heanly
discounted sock to be released through
normal distribution channels. Vet this &
precisely what a significant proponion of the
wop UK grocery brand manufactuers da,
;{.;n:ud-.ng FTH ?|.1.'|.:-' 199 peszarch |.'|:.' CEA
Many brand owners continue to discount their
siocls through thar own sales force to cavting
0T

Thes excess prodoct (call & what you may,
surplus stock, excess inventory or residual
product) may be derived from a packaging
rtllm":ll.. lt'rt' !.-_'HJ 1|! aln I:"i'P.ﬂ PN.II.'IIL'H‘E.III
with further shelf life, or sinaply be produc
with 4 remaning shelf-life oo shor for the
major mubteples. It will almost cortainly
destabilise the markes if sold cheaply through
normal channels im any quanicy,

Yer marketing nmanagement is refuctant 1o
sdmit the existence of resdual product in ther
organsation or jo take any markcimg
responsibility for it Orver 3% of owr sample
dechned 10 adopt the questionnaane om the
grounds that if was nat a markcting ssuel A
serios majonty of marketers have neither
consadered whar is happening to ther produa
once the ghtzy push & over, nor have the

faimest idea who in thieir organsstion =
scrually desling with in, A whols raft of causes
from poar forecisting to legislaton chinges
muy be responsible for the generation of
residual product - issues which should be
adidresaed by markevers. Bist the correct
dexposal of it when it does anise, most coruainly
is & marketing martee, Whether vou think voer
tompany hai iy o nod - anid believe me Virlr
companry has - it must be dealt with. Properdy.

S0 what are your options?

1. Discount into normal chanmels. Mot the
bsa maorve,

2. I!urr'.;'l- [T

Some do, whether they are prepared o admia
it in a survey or not. This course undoubedly
prodedls brand values but in the food and
drnk sector in particudas, the pubhic relabion
ramificyions of what you do wiith excess
itock are a wery emotive subjecr

Maturally there are EL directives to be
considered which govern the the disposal of
pl-:hg;irl,; and wasie. But the prosped] of
bungrv media teeth imio a story showi
moarihing foods destroped o protect
margms while children go to bed without
mipper docsn’t bear thinking about. Whai
price brand values then?

Sl Vi can't sell it and vou can'i |l1.|rnp it
what do yeuw do with it?

M a markceier, it eany o thunk, "Well
that's not my problem. Io's a planning,
supply chain, sales, logisrics or
dimmbution pml:||¢m I"ve done my big".
Bua it 1% vour brand - or your producs -
it's fratar Flrl:\Hn'n. otheraiss ] hack i
the billsbong,

marketing news

3. The ather course is 1o enlist 4 responsible

third party, to redictribute your prodisct into
a controlbed and separate customser arca that

does ot conflict with yoar own established

chanmels, claw back facrory ¢osts and create

incremensal sales

The process of dealing wath it is called
izl Product Maragement (RPM} -
apother scronym...aiaazsahh

S0 10 leave you with a ||||.||.|._|',;||lr

“Uncertmnty o the mother of inventery’

SCM -Suspily Chain Managemern

The process of controlling manenal and
information interchanges from aoquisitan of
raw matenials to delivery 1o end user, A
nctwork of firms interact o deliver the

[rrru!u::l: ar “ﬂILrE.

[ EGA - Efficient Comsumer Repense |

A supply-chain initiative for the grocery
||-\.'|',|u;r:c ECR 15 3 eosnsmses-dnven Eywigmm of
replenishment in which producs and
information flow through a paperdes (EDL)
sysverm berween all parties in the supply
chain. (B} - Electronke Data Interchange).

L4 - Jest n Vi
Ieventory reduction stritegy developed in
At inidust r:. referming to
shipping goods in smaller,
more freguent lots
Method of reducing
wante i the sippdy chaim
not a way to meet
deadlsnes with moments

B0 Spare,

APM - Resicual Product
Management

Thie intelligem

HIJJH.'"!HLEm -'.‘d
umplanmed product

g e el L oumd es-cimaoeg |35




All's weell in Cyberland. The vuliures have
been cancling hoping a marker crash will bring
an e wo the runaway sicees story of the
internet. But let's face it - the mternet i now
2 highly valued marketing iood which can be
mecasured and persomalised in ways thar give
msarketers the recognizon they desorve where
it counss - in the boardroom,

Aund it's na longer rJ::rh.:l.'Emumﬂ of the
voung, male popalstion either. Depending on
wihvse statistics you read, the percentages
vary but the common trend s that women,
andl adulis in gemeral, sre taking 1o the net in
Lrpe numbers, Even my aaghbour, a retired
Vicar's wife confessed to me this moming that
she really fecls she must et & hang of in as so
many ads refer you 1o their web site for more
miormuiton, and she feels she's miuin; i,

The big pacture is based on a simple fact - we
all want 2 retorn on investment. 'With the oost
af computers so low many more people can
afford vo ger onto the net. The
benefits ﬂrp:nd on what

¥ou are mieresied in -
bargans, inbosmation, spon,
aniertzimment - there’ |1|.¢r|15.'
for the whole family 1o enefin
tram. What other houschald

gadiger has 5o many uses?

Far butinestes, small or III'E.E,
tha l'lPIHeri.l.‘:].‘ o *micro-
mass marketing™ within
inbernational nicked 15
fantastic. Rather than selling
millions of the same bosks
onbire; according o Ross
Beadle, commercial direcior of
WH Smith Online chey sell
millicns of mdivduaal ciles all
day everyday, past the reverse
of the old palicy of piling
them high, Chn the intermet the
sales process is the critical par
of pencrateng sales valmme.

The imtermer has sezm the rise
of e-tailing organizations
which can be dwided meo
three key segments

1. Ovilore advertiing which fclndes banmer
adverss, ipansorships, lanmer exchanges, audy
firms and promotional servfoes

2. Imieractroe markering sevoioes that deiign,
deelop, pmplennen amd pismtann el iates

L. Imteraciroe markering softere companici
thar provide cusrcomised fnrermet “experignces”
for custormery

Whach, of any, are you curcenthy using and
what's your ROI? My company has used
maist of these services and achieved quite
vamed revls, Indeed the chespest and owr
sk l-umﬂ{lll 'I.I!ﬂ !I'FJI :I'l.'.|'|'|.'|i!'|l- cmstomer
recommendations! (Dhocs this say something
aboar cur piber marketing activities |
I.'L'mdn!'l

24 Fitpe e royal-ountice-cimuong

Bur ia it safe a3 houses? These days even
insurance companies are bringing thear
services to the web, not to mention enkine
momgage brokers s it must be okay, All
theee steries about online thelt seem 10 have
been more the sidf of fear merchants than
something worth worrying abous.

E'I:EI'I t.I'E crnl:l.il: "rnhn.'l:inrl. m‘lll:iﬂl'l
{wwrw,cpa.com) has 3 web sine!

However, there 15 definitely no such thing as
a free “wurd™ = even o the imemet. Free
intermet service providens (15Ps) do get pad
for affering you a service - they get a cut of
thie price of your tedephone call, Mo wonder
BT announced unespectedly hagh profus
recenily due 1o high local call valume where
they huve 3 neir monopoly,

Ihd you take part in the recent boycon
against pay-per-minute chasges for lacal
telephone callsd

Auctivisgs [rom 15 countries in

Europe hive lormed 2 coaliton

to press for free or flat-rate
pricing af local calls similar o
that offered by telephone
serveces offered in the USA, If
they win the question i wall
UK I15Ms survive the
COMVErREON B0 &N J.dl.':n:il.-irrg
fusided model?

The bewt part of the web is
being able 1o get instans
beedback - ['m all ears - send
1 ernail with vour pi;rim: of
vigw o e-tailing to
lwondi@call? com - 1'd love
1o hear from sou,

“And it’s no
longer the playground
of the young, male
population either.
Depending on whose
statistics you read, the
percentages vary but the
common trend is that
women, and adults in

general, are taking to the

net in large numbers.”
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Royal Counties Event Programme 1999/2000
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ECR Conference

Thee oo ks RuRning & s sl ane-flw conierence
in assecialion with the food Crink and Agriculiure
Ciroug on the subject of Efficient Comsumer
Riespuanse and 1be Marketing Process at S jahn'’s
College Camtricke on 2000 October 1958
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BBy,
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Take the gamble out of the Internet
... and double your business

Turn hits into hot leads by letting your clients call you directly
from your web page with a Call2Me button.

Because it's linked to the imtemet it's like an 0800 number with an 10,
s0 there's no forms, no fuss, just more business for you.

Call2Me buttons are ideally suited to taking orders, providing customer
support and dealing with people who prefer a personal touch.

Your computer constantly logs all calls so you have total control of
yurlptﬂlq.lhllwmwﬂhlmunqlhﬂ

voice heard on the web today

‘h._________“

LATTITUDE [

on your web site in minutes.
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Incubators are mot only for nurturing babies they are for nurturing snd on the British Venture Capatal Assocuation web ste. It contsins congac
growing small businesses. Cdten on a business or science park an detuls of 1ts 105 members who make up mos of the UK’ Venture
insebaror provides units at reduced rent wath the backup of sdvice and Capitad (V) mamgers, They invested over €4 billion in 1333 new and
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bizsines meubation, They wanted 1o encourage the creation of small start-up and early stage finance, If you are interested in business

businesses, One revult of this was the seing up of 2 company, UK growth, start-ups and toals for sny manner of business problems one
A : p 5 oy
Busineis Incubaton, based in Bormingham, [t prowides advice on prace to ook in the region i Oxford Ianovation’s web sie. They offer
- ! mn B lam,
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We  Sell Install support  Train Maintain Consult

Erincary Do you need:

L il Computer fixing?

Software : Merwork configuring?
et el T2 Cable installing!

Training course!

Laptops Disaster recovery solution?

¥vie are Ippking 10 o0 wh motvally beaeficiol working refatienships with companes wha reguive hiph quality imformation technology suphort
It is our aim to provide a single souroe Bodetion for all your computing requirements i o cost sffective way.
Whaotewer the size of your needs. coll DTM for o quastotion
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The Internet continaes to be 3 mapor impetus behind 3 transformaton
in the way people commueicate and exchange information. This has,
not surprisingly, led to a reassessment of the ald paper-based security
micihods and Rrester vesimemt in mphi.'l.lu.:tn:l |1rn|.-h:|:i|:-n 1e|:|1|1.iqu:a:.
approprate for the on-line environment.

Urme such technique is encryprion (sometimes referred 1o as
‘eryprography’), a mathematical process that uses prosesses and
formules to scramble information and make it unreadsble g anyome
trving to intercepd it. There arg several forms of encrvption, all of which
require the wse of secret information, useally referred o as a "key”

An electronic (or digial) sigranare, on the other hand, o insended 1o be the
ciecronic equivalent of & munuad signanare, but it can do mach more. It
rvpically uses encrvprion techrsques to help both o puirantes the integriny
of informeamon i an eleceronic docsment [Le. any chasge can be detected)
and wo fink the mbormation bo a particalir person (Le, verification),

The UK Governnmsent bas announced Ph.n.'l. to mtraduce an Electronic
Commerce Bill which wall regulate encryption, recognise "electronic
signatures” and fBcibitate law endorcement in the online environment, In
March thas year, the INTT1 and Home Office joamily pualshshed a
comnsultation decument, ‘Budllding Confidence m Elecironic
Commerce', which highbights chose msues

The aim of the consultation was o help develop the UK as the ‘world’s
beit emvironment for electronic mading” by 2002 and o introduce
legistation within the currer Parliamentary session to ackle one of the
main pereenved obstacles 1o electronic commerce, namely the lack of
‘Iffl.'ll'il:r'-l:\{ﬂl!‘ﬂfl’!‘ﬂh: ﬂ:l'wﬂrhi.

The consulftation paper sought views om & mumber of isvoes, including:

* establishment of & voluntary lieensing syitem For providers of
mrr:uTtiuﬂ SErvices;

® updating the law to recognise edectronke signatures meeting certain
standards;

¢ clinfying the lability of those who provide encryption services;

# munuining cifective liw enforcement powers in the face of
increasing eniminad wse of encryprion; and

L U.'J.:.lui n'imirlﬁ the needs of liw enforcemment dgencics tl'll'iﬂﬂﬁ_h
encryption and commamcahons technalagies.

The main consubtation period ended oa | April, and che DTT 15 said
to be still considering these before it publishes i dralf Bill,

" legal
= v?gwpoint

The most controversial provisions of the docament concern
Government policy on encryption and electronic signatares.

The Gevernment is now no longer secking o impose & system of
mandstory ‘key escrow’ whereby users would be obliged vo deposit
theeir encrypason keys with & “Trusted Third Pary® who in tern would
make the key available o bodies such as the police, allowang them 1o
resd encrypied messages, This represents o significant retreat from the
Government’s orgingl position, encouraged by interse indusiry and
privacy lubby opposition. However, the Government hus not suggesied
any aleernagive 1o mandatory regulazion. Instead, a special industry and
Government task force was asked 1o examing the issue and to
recommend 3 way forwand.

Diespive the bocis on liw enfoscement issues, some feel thar the
regalation of elecromic srgnatures mshs bang overlooked. Elecromic
sigratumes e to be recognmed 1o the same extent @ therr wntten
cotnterparts, This 18 especaally mmportant in cros-border ransstions
and i vital if e-commerce is o develop as a viable sliernative 1o
trachitsonal ways of condissting business

Critics poind out that despiie a common techmodogical ik between
encryption wsed for confsdenmality and thae employved in ventyving
identity; there are distinetions to be made between the issues aHecting
these areas which deserve separate treatment. The current UK plan
might also bead to the creatwon of 2 *hierarchy” of cignatiares - as
beerwreen signarures fromm licenzsd and unlicensed certificanon
autboeites - which is far from conduave to legs] certanty,

Demion Hall wha contribuie this column, is @ major London-based
intermational lav firm,

Diesviom Hall prowides the hull rasgs of corporate snd comemencial begal
senvicas snd has ome of the higheat-rated teamns specialiaing in new mediy
pubdshing, iechnology and commumications. For mone details or fo makes
contact Elizabeth A. Forsyth on +44 (0} 171 320 G559,

Grani Anderson

Berion Hall
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Do you need:

Cost effective T management service!
System backup!?

Mew accounts package installing!
Some friendly advice!

Then talk to us...
on 01635 5222126
or email sales@dtm-ltd.demon.co.uk
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DATA TERMINAL MAINTENANCE LTD

markedbme miELT

[ | TP [y Sy I]'l



Editor’s Prerogative

Very many thanks to all of you who were
Line HHHIHII'I tey o with veoads of praiss
for the Last mase, It i wital lor the
Fl.|h-1ir.1l!|nn-". rﬁ-urln;um-n‘. et v showbd
have feedback from the readership -
mernbier andd pon-membaer alike

Much af the material is delilserately
chalbenging, althosgh we have ired 10 keep
a balance lry including pleces with varying
cheprees of difffculty and incodpoating
elements ol practical adkice. |t is very much
owir [rlenthon that the magazine periomas a
elstance leaming task, so il was paricularly
pleasing to hear from students who ae
wsing the magazine (o assist thelr studies,

In extending the circulation outside the
membership o all markoters in the area,
omir aim is o demonsirate CIM valoes and
the henedits of I'I'H"rl1|'h"r"'.|1l|'l ol the Instilude
So if you have colleagues, or you ane
running Courses for students, who you
think miﬁh'l like 1o receve .'.iarlu:'tins
M, ploase do got in touch, W will be
I'qpplr- Boy sl i B wach of themm dree ol
charge

Al of the cormaments Irom readers receved
al this office wene Em|1|1|||1h.'nL'|r'r'. which i3
highly flatteding for all those imaobved, but
it's undikesly that this reflects a complete
ploture of grass moots opinion. We are
happy o meoeive ViEws, COmmes,

A

Charlie Farrow Eoiinos

rr—;_ﬂ.nr]mg the magazine of thie Bssis
addrossod within i, as well as your
thammghts on the Branch and the Instiluge in
peneral, Mot all communicaticns need o
e svrifien itk putlication in mind

B wars erpually interesting o beam that some n | book, farwarnd bo hearing from yoo
members are passing the magazine on to criticksms and requests. Perhaps to act as Charlie Farrow, Editor
non-membes students on marketing relaed 27 A8en lor change. All isechack:fs 01635 551754
e — viluable. We wani your views clatnewbury.nel
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Communications & Membership Team;

Charlie Famow
1635 551754
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Presiden:
Professor Malcolm Mo Donald
01234 751122 (Sec, Lee Smith)

! Chafrean & 1T Mectings:
| Paul Gostick
| 01276 416461

Hon, Secrefary & Foducation Tean;
lLisa Harns
O1EY5 274000

| Treasurer & Healthcare Meetings:
Ginedte Campe-Walsh
| D181 446 9714

Membership Oificer
Clair Elliott

01494 422862
Atfendance Co-ardinator:

Juliam Stoselkoer
01494 712164

Regional Direciar;
John Lockasnod

01483 285999

hitp://www.royal-counties-cim.org
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Hufus Stone
HEBS
Platinem Rat

The works
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group limited

A group of companies offering the best in
design=repro=multimedia=print. Core.

The 5 Core Group Limited
Suite One

Fhoenis Brewery
Bartholomew Streed
Mewbry

Borkshiie

RG1A 50OA

Tel; G1635 328145

Faw: D063 F 31476
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