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partone: Marketing Phitosophy and Strategy[] 1 Marketing and the Job of the Marketing Manager(] 2 A Strategic
Marketing Frameworkparttwo: Anatysis for Marketing Decisions[] 3 Marketing Research(] 4 Analyzing
Consumer Behavior[d 5 OrganizaUonal Buying Behavior] 6 Market Structure and Competitor
Analysispartthree: Marketing Decision Making[J] 7 Product Decisions] 8 New Product Development[] 9 Pridng
[0 10 Communications and Advertising Strategy[] 11 Sales Promotion 12 Channels of Distribution[J 13 Direct
Channels of Distribution: Personal Selling and Direct Marketing] 14 Customer Relationship Management[d 15
Special Topic: Strategies for Service Markets
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00 O O A good example of the conflict between finance and marketing is the leveraged buy-out of R.J. Reynolds by
Kohlberg, Kravis, and Roberts [0 KKRO in 1987. In the 1980s and even through the 1990s, companies were
bought and sold and their brands and product lines considered assets in a financial sense. The problem from a
marketing perspective is that concern for customers rarely plays a role in takeovers. In the case of R.J. Reynolds, the
tobacco company suffered tremendously under KKR's management. If a company is taken private through a
leveraged buyout, generating cash flow to pay down debt becomes of primary importance. Spending money
investing in brands in terms of under- standing changing customer needs and benefits sought becomes much less
important. Through 1995, their leading brands [0 Winston, Camel, and Salem[] all suffered disastrous market
share losses against Philip Morris's Marlboro, Brown & Williamson's Kool, and the new-price brands. It is difficult
to be customer oriented and market driven when the main objective is to sustain profit margins and generate cash.
Another indicator of whether the company is customer oriented and maintains a long-term focus on its customers
Is how it reacts to a crisis.Johnson & Johnson is a classic example of a customer-oriented company because of its
reaction to two Tylenol poisonings in 1982 and 1986. In 1982, seven people died after they consumed Tylenol
Extra Strength pain reliever capsules filled with cyanide. McNeil Laboratories, the division of Johnson & Johnson
that makes Tylenol, immediately pulled the product off store shelves and soon re-introduced the product in new
tamper-resistant packaging. In 1986, another woman was poisoned by a tainted capsule. McNeil again immediately
pulled the product from store shelves and subsequently decided to abandon capsules. In both cases, Tylenol's
market share rebounded because of the immediate actions taken by the company and the resulting perception that
McNeil and Johnson & Johnson put their customers and their long-term relationships with them ahead of
short-term profits.An example of a failure of a company to be customer oriented is Bridgestone-Firestone. As
nearly every reader knows, in 2000, some owners of Ford Explorers suffered fatal accidents when their Firestone
tires blew out. As a result, Ford recalled all of the 15", 16", and 17" Firestone Wilderness AT tires on all of its cars
and also changed suppliers. Bridgestone-Firestone was heavily criticized for initially denying the problem, blaming
drivers [J i.e., customersd for the problem by under-inflating their tires, and generally being unresponsive to the
public outcry. The result was the firing of its CEO, a $1.7 billion loss in 2001, and speculation that the venerable
Firestone brand could die. Although the latter has not happened, the company's response was [1 and is[] a
textbook example of lack of customer orientation, both to Ford and to Ford's customers.
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