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(0 O O Products. Dell is no longer leading the market, and problems with its customer service levels mean that it is
also struggling to deliver on the 'must bes' in the computer business. In 2006 and 2007, it failed to meet analysts'
profit targets and its share price slipped. Evidence of how serious the problems are can be seen in the return of
Michael Dell as chief executive in 2007. Delivering customer valueAs well as being a philosophy that puts the
customer at the centre of the business, marketing is also a business function that encompasses the variety of
activities that must be conducted in order to deliver customer value. These include conducting marketing research
to understand customer needs and their behaviour, segmenting markets into submarkets to be targeted by the
company, developing products and brands, and positioning these in the marketplace, making pricing decisions,
deciding on a promo- tional mix, selling and distributing products, and marketing planning and management.
These are the kinds of issues that will be introduced briefly in the next section on the marketing mix and will be the
focus of later chapters in this book. Markets and marketing are constantly changing, and new methods of delivering
value——-such as customer relationship management [ CRM[] ——are being developed. These new techniques,
along with issues of importance to the marketing profession such as marketing ethics, will also be discussed
throughout this book.Marketing, therefore, is an exciting and multifaceted profession. Marketing managers are
responsible for ensuring that the organization delivers value to customers; but in doing so they may avail
themselves of the services of researchers, salespeople, commun- ication specialists, advertising agencies and retail
specialists. The wide range of careers that fall within the realm of marketing is outlined in Appendix 1.1 at the end
of this chapter.
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