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The Athlete’s Foot, 346
Athleta, 442
Audi, 439, 439, 441, 527
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Chief Executive, 467
Children’s Advertising Review Unit, 206
Chili’s, 207



I4 Index

China Life, 554
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ChinaHR.com, 577
Chinook, 164
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Chrysler, 541, 548, 549
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Cinematch, 263
Circle K, 375
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Cirque du Soleil, 533
Cisco, 75, 75
Cisco Show and Share, 187
Cisco Systems, 179, 186–187, 261, 262, 264, 492, 511
Cisco Virtual Office, 187
Citi, 62
Citibank, 191
Citigroup, 125, 405
CKE, 587
Clairol, 442
Clark, Maxine, 336
Cleaner Planet Plan, 596
Clearasil, 573
ClickZ, 105
Clift, Simon, 566
Climax Portable Machine Tools, 471, 471
Clorox, 602
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CNBC, 456
CNN, 28, 32, 105, 147, 456
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Coffee Master, 220
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Cohon, George, 567
Coinstar Company, 370
Coke Zero, 250, 434
Colaco, Jean-Paul, 432
Cold Stone Creamery, 249
Cole, Kenneth, 336
Cole Haan, 335
Colgate, 207, 235, 236, 552, 561, 574
Colgate-Palmolive, 309
Collective Brands, 336
Collin, Sonia, 368
Columbia University, 188
Comcast, 218, 319, 448
Comet, 279
Complaints.com, 512
CompUSA, 189
comScore, 105
ConAgra Foods, 302, 302, 326

Concentric RX, 473
Conill Advertising, 136–137
Connect � Develop, 269
Connect flavor, 18
Conservation Fund, 613
Conservation Mountain, 385
Consumer Electronics Show, 512
Consumer Product Safety Commission, 81, 82, 83, 280, 459
Consumer Reports, 549
Contac, 329
Continental Airlines, 76, 311
Con-way, 359, 359
Coogan, Denise, 595
Cool Whip, 276
Coors,  431, 570
Coppertone, 251
Corolla, 141, 232
Corrections Corporation of America, 180
Corruption Perceptions Index, 575
Corum, Dan, 318, 318
Cosby, Bill, 137
Costco, 68, 214, 293, 372, 374, 375, 375, 376, 378, 379, 380,

381, 381, 384, 387, 388, 394, 484, 537, 584
Coudreaut, Daniel, 42
Council of American Survey Research Organizations, 126
Council of Better Business Bureaus, 438
Coupland, Douglas, 72
Coupons.com, 484, 485
Courtyard by Marriott, 235
CoverGirl, 137, 424
Cracker Jack, 261
Craigslist, 141, 509, 511, 532
Crayola, 529
Crest, 137, 229, 419, 443, 490, 561–562
Crisco, 279
Crispin Porter � Bogusky (Crispin), 431, 434, 435
Cub Foods, 400
Cube, 212, 215, 215
Cucumber, 261
Culinary Institute of Tuscany, 225
Curves, 71
Cuvée du Cent Cinquantenaire, 301
CVS, 382, 425, 455, 471, 484
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Dahl, Gary, 274
Dairy Queen, 251
Dancing with the Stars, 374, 552, 560
DaniMer Scientific, 613
Dannon, 602
Dap, 390
Dasani, 491
Dataguise, 184
Datsun 280-ZX, 162
David’s Bridal, 214
Davie Brown Index, 421
Davis, Sammy, Jr., 255
Davis, Scott, 294
Dawn, 83, 251
De Laurentiis, Giada, 229
De Luca, Guerrino, 50
Dean, Lisa, 247
Death of a Salesman, 464
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Decision Insight, 268
Defense Logistics Agency, 182
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Dell, Michael, 90
Delta Airlines, 311
Denny’s, 451, 452
Department of Veterans Affairs, 182
Deutsche Bank, 281
Dewmocracy, 445–446
Dexter, 335
DHL Logistics, 365
Dial Corporation, 212
Dialog, 106
Diamond Trading Company, 417
Dick’s Sporting Goods, 15
Diet Coke, 108, 196, 250, 455, 569
DiGiorno, 25
DiPiazza, Samuel, 606
Direct Marketing Association, 461, 497, 520
DirectTV, 34, 508
Dirty Jobs, 446, 446
Disaboom.com, 76, 77
Discover Ireland, 229
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Do No Call Registry, 470
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Dollar General, 9, 78, 194, 214, 378, 379, 379–380, 462
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Domina como Rey, 136
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Donahoe, John, 524, 525
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Dow Plastics, 168, 169–170
Downey, 540
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Dr. Pepper, 441, 529
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EarthShare, 418
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Ehrlich, Robert, 535, 536, 536
Electrolux, 570
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Environmental Protection Agency, 79, 82, 83, 598
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ESPN, 44, 117, 222–223, 223, 224, 539
ESPN The Magazine, 223, 449
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European Union, 554, 554, 555, 598
Evian, 251, 320, 320
Ewanick, Joel, 527
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Expedition 206, 142
Experian Consumer Research, 105, 198
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Express Mail, 464
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Factiva, 105
Fairfield Inn by Marriott, 235
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Family Dollar, 78, 107, 109, 194, 214, 387
Farmerville, 254
Farris, James, 492
FARTFULL, 570
Fast Company, 258, 286
Fast Franks, 276
Febreze, 97, 276
FecalFests, 318
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Federal Bureau of Investigation, 207, 519
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Fleischmann, 585
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Fortune 500, 548, 612
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239–240, 241, 294, 528
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Freud, Sigmund, 147
Friedman, Thomas, 559
Frito-Lay, 79, 79, 118, 251, 268, 427, 427, 428, 536
Fritos, 268
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Frosted Mini-Wheats, 125, 125–126
Fruit of the Loom, 261
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Gale International, 187
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Gatorade, 79, 420, 421, 438, 451
GATT, 554–555, 555
GE Energy, 79
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Gillette Fusion, 248
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Gizmodo, 141
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Go, Diego, Go!, 249
Godiva, 245, 245
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Golden Rule, 239
Goldman Sachs, 256, 257
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Great Clips, 346
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HBO, 370
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geographic population shifts, 74–75
global marketing, 562
macroenvironment, 70–77
Millennials, 73, 73

Demonstration step in sales, 479–480
Department store, 375, 376
Derived demand, 167–168, 168
Descriptive research, 103
Design for environment (DFE), 595
Desirable products, 603, 604
Development, public relations function, 454
Differentiated marketing, 202
Differentiation

channel, 211
choosing strategy for, 208–215
competitive advantage, 210–212
competitive strategy, 537
defined, 51, 190
image, 211
marketing strategy, 48
people, 211
positioning and, 49–51, 190–191, 207–215
product, 211
retailer strategy, 383–384
services, 211, 241, 241
wholesaler marketing decisions, 396

Digital age, 26–27
Digital direct marketing, 505–508
Direct exporting, 563
Direct investment, 563, 565
Direct mail, 447
Direct marketing

buyer benefits, 497–498
catalog marketing, 502, 502
channel, 343
customer databases, 499–500
defined, 408, 409, 496
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digital technologies, 505–507
direct-mail marketing, 501–502
direct-response television (DRTV) marketing, 503–504,

504
growth of, 497
interactive TV (iTV), 508
kiosk marketing, 504, 504–505
mobile phone marketing, 505–507
model, 496–497
podcasts, 507–508
promotion mix, 425
seller benefits, 498–499
telephone marketing, 502–503, 503
trends, 495
vodcasts, 507–508

Direct-mail marketing, 501–502
Director of sales, 468
Direct-response television (DRTV) marketing, 503–504, 504
Disabled consumers, 76–77
Discount store, 375, 378
Discounts, 319, 486
Disintermediation, 350–351
Dissonance-reducing buying behavior, 151
Distribution centers, 360–361, 361
Distribution channel. See also Marketing channels

channels between nations, 572
channels within nations, 572
defined, 341
global marketing, 572, 572–573
global value delivery network, 572
whole-channel view, 572

Distribution costs, 584
Diversification, 45
Diversity, changing demographics, 75–77
Divisibility, 158
Dogs (BCG Approach), 43, 43
Do-Not-Call Implementation Act, 82
Downsizing, 45
Dumping, 571
Dynamic pricing, 323–324

E

Echo boomers, 73
Eco-Management and Audit Scheme (EMAS), 598
Economic community, 555, 555
Economic environment

business buyer behavior, 174, 175–176
consumer buyer behavior and, 146
consumer spending changes, 77–78
defined, 77
heavy equipment sales slow-down, 185
income distribution, 78, 556–557
industrial economy, 77
marketing and uncertainty of, 25
subsistence economy, 77

Economy
airline fees, 62
airline services, 547
battery sales, 254–255
beer promotion and sales decline, 431
bicycle prices, 218
car part retailers, 161
consumer frugality, 24–25

direct marketing, 523
economic turnaround, 185
emerging, 556
entertainment, 93
food sales in a down economy, 459
global market potential, 562
global marketing environment, 556–557, 557
industrial, 556
industrializing, 556
limited time offers, 334
marketing and uncertainty of, 23, 33
marketing information, 128
new normal for shopping, 284
personal care items, 309
price cutting, 490
pricing considerations, 303–304, 304
raw material exporting, 556
retailing in a slowed economy, 389–390, 402
SPAM as indicator of conditions, 576
subsistence, 556
thrift stores, 611
travel intermediaries, 369

Editorial quality, 449
Education, changing demographics, 75
Electronic data interchange (EDI), 363
Electronic product price decreases, 547
E-mail, online marketing, 517–518, 518
Emerging economy, 556
Emotional appeal, 417
Encoding, 415
End user, 544
Entertainment, merging with advertising, 441–442
Entrepreneurial marketing, 535–536, 536
Environment

economic. See Economic environment
global marketing, 554–560
marketing. See Marketing environment
organic farming, 611
sustainable marketing and social responsibility, 27–28

Environmental sustainability. See also Sustainable marketing
defined, 71, 79, 594
solar-panel heat, 79

Environmentalism, 593–598
E-procurement, 178–180
Ethics

airline pricing, 308–309
American Marketing Association Code of Ethics, 607–608
billboard regulations, 430
cemetary services, 254
chasing products, 368
credit cards, 402
drug company marketing, 185
flight costs, 334
heart procedures, 93
Internet ad sponsorship, 523
iPhone 4 antenna problems, 284
marketing information, 128
obesity of children, 218
prescription drug ads, 459
smoking rates, 33
socially responsible behavior, 83
sustainable marketing, 604, 604–606, 610
tariffs, 576
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teardowns, 546–547
technology needs survey, 490
toning shoes, 61
Vitaminwater, 160

Ethnographic research, 107–109
E-training, 473
European Commission, 81
European Union, 81
Event marketing, 486
Event sponsorship, 486
Events, 420
Everyday low pricing (EDLP), 293, 387
Excessive markups, 585
Exchange, 7
Exclusive dealing, 356
Exclusive distribution, 353, 353, 356
Exclusive territorial agreement, 356–357
Execution styles, 442–443, 443
Expense reports, 477
Experience curve, 297, 297
Experiences of customers, 224–225, 225
Experiential retailing, 384, 384–387
Experimental research, 110
Exploratory research, 103
Export department, 573
Exporting, 562–563, 563
External stimuli, 152
Extranet links, 178
Extranets, 121

F

Factory outlets, 378, 380
Fad, 274, 274
Fair Packaging and Labeling Act, 82, 233
False wants, 589–590
Family

changing demographics, 74
consumer buyer behavior and, 141, 143–144, 144

Fantasy message, 443
Farming, organic, 611
Fashion, 274, 274
Federal Cigarette Labeling and Advertising Act, 82
Federal Food and Drug Act, 82
Federal Food, Drug, and Cosmetic Act, 280
Federal Trade Commission Act, 82, 233
Feedback

collecting, 420, 422
defined, 415

Field sales force, 470
Fighter brand, 328, 328
Financial intermediaries, 68
Financial publics, 69
Financial Reform Law, 82
Fishyback transportation, 362
Fixed costs, 296
Flash mob, 515, 515
Fluctuating demand, 168
FOB-origin pricing, 322
Focus, competitive strategy, 537
Focus group interviewing, 111
Follow-up step in sales, 480
Formulated marketing, 536
Four Cs of marketing, 53

Four Ps of marketing, 12, 51–53, 134–135
Franchise organization, 346, 381–382, 382
Fraud, Internet, 518–519
Freight-absorption pricing, 323
Frequency marketing program, 15
Frequency of advertising, 446
Frugality of consumers, 24–25
Full-service retailer, 376
Functional organization, 56

G

Games, 484, 486
Gatekeepers, 172
Gender segmentation, 193–194
General need description, 176–177
General public, 69
Generation X, 72, 72–73
Generation Y, 73
Generational marketing, 73–74
Geographic factors in global market potential, 562
Geographic market, 544
Geographic organization, 56
Geographic population shifts, 74–75
Geographic segmentation, 191, 192
Geographical organizations, 573
Geographical pricing, 322–323
Global firm, 553
Global marketing. See also International market

choosing markets to enter, 561–562
competition, 553
cultural environment, 557–560, 558
decision on, 560–561
direct investment, 565
economic environment, 556–557
exporting, 563
growth of, 552–553
international trade system, 554–556
joint venturing, 563–565
organization, 573–574
political-legal environment, 557
program choices, 565–573

Global organizations, 573
Globalization, changing landscape of marketing, 27
Goals

logistics system, 358, 360
setting company goals, 40

Good-value pricing, 292–293, 293
Government market, 69, 181–182, 182
Government pricing factors, 304
Government publics, 69
Great Depression, 4, 23, 42, 133, 256, 337
Great Recession, 23, 24, 33, 65, 71, 72, 77, 131, 254, 303, 305,

307, 379, 525, 526, 527, 576
Green retailing, 392–394, 393
Greenhouse gases, 596
Greenwashing, 585–586
Group, defined, 139
Group interviewing, 111
Growth stage of product life cycle, 273, 275, 277, 279
Growth-share matrix, 42–44

cash cows, 42–43, 43
defined, 42
dogs, 43, 43
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problems with matrix approaches, 43–44
question marks, 43, 43
stars, 42, 43

H

Habitual buying behavior, 151–152
Handling objections, 480
Harmful products, 586–587, 587
Health Care Reform Act, 185
High-low pricing, 387
High-pressure selling, 586
Hispanic American consumers, 136–137
Home Mortgage Disclosure Act, 82
Home shopping channels, 504
Horizontal conflict, 344
Horizontal marketing system, 348
Hydrofluorocarbons (HFCs), 596

I

Idea generation
concept development, 264–265
concept testing, 265, 265
crowdsourcing, 263, 263–264
defined, 261
external idea sources, 262–263
idea screening, 264
internal idea sources, 261–262

Idea screening, 264
Ideas, 229
Identity theft, 518–519
Image differentiation, 211
Image message, 443
Image overhaul, 335–336
Income distribution, 78, 556–557
Income segmentation, 194
Independent off-price retailer, 378
India, economic environment, 77
Indirect exporting, 563
Indirect marketing channel, 343
Individual factors, business buyer behavior, 174
Individual interviewing, 110–111
Individual marketing, 205, 205
Individual product and service decisions, 229, 229–234

branding, 231–232
customer service, 233–234, 234
labeling, 233
packaging, 232, 232–233
product features, 230
product quality, 230
product style and design, 230–231

Industrial economy, 556
Industrial product, 227
Industrializing economy, 556
Inelastic demand, 168
Influencers, 172
Infomercials, 503
Information search, 152–153
Informative advertising, 437, 437
Innovation blowback, 576
Innovative marketing, 600
Inside sales force, 470
Institutional market, 180
Insurance for product liability, 280

Integrated logistics management
cross-functional teamwork inside the company, 

363–364
defined, 363
logistics partnerships, 364

Integrated marketing communications
defined, 412
model, 409–410, 410, 411–412
need for, 410, 412–414, 413

Integrated marketing program, 12
Intensive distribution, 352–353
Interactive marketing, 240
Interactive TV (iTV), 508
Intermarket segmentation, 199–200
Intermodal transportation, 362–363
Internal database, 100–101
Internal marketing, 240
Internal publics, 69
Internal stimuli, 152
International divisions, 573
International market. See also Global marketing

advertising, 452–454
defined, 69
marketing channels, 354, 354
product and services marketing, 280–282
retailer global expansion, 394
segmenting, 199–200

International marketing manners, 175–176
International marketing research, 123–124
International pricing, 324, 324–325
International subsidiaries, 573
International trade system

free trade zones, 555, 555–556
GATT, 554–555, 555
nontariff trade barriers, 554
quotas, 554
tariffs, 554
World Trade Organization, 555, 555

Internet
advertising media, 447
defined, 26
digital age, 26–27
digital product supply chain, 362
fraud, 518–519
global marketing pricing, 571, 571
online marketing, 508–509
Sales 2.0, 475–476
selling, 475–477, 476
Windows shoppers, 391

Internet Crime Complaint Center (IC3), 519, 519
Interpersonal factors, business buyer behavior, 174
Interpretive consumer research, 148
Intrepreneurial marketing, 536
Introduction stage of product life cycle, 273, 275, 279
Inventory

continuous inventory replenishment, 363
management, 361–362
RFID tracking, 392
stockturn rate (turnover rate), 403
vendor-managed, 178
vendor-managed inventory, 363

Investor relations, 454
Iraq war, 87
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J

Joint ownership, 564–565
Joint venturing, 563–564, 564

contract manufacturing, 564
defined, 563
joint ownership, 564–565
licensing, 563, 563–564
management contracting, 564
market entry strategies, 563

K

Kiosk marketing, 504–505, 505

L

Labeling, 233, 233
Language in global marketing, 569, 570
Lanham Trademark Act, 82
Learning, influence on consumer buyer behavior, 149
Learning curve, 297, 297
Legal factors in global market potential, 562
Legislation. See also specific Act

billboard regulations, 430
marketing and, 81–83
online marketing, 520
product quality and safety, 280
sustainable marketing, 599
telemarketing industry, 503

Lesbian, gay, bisexual, and transgender (LGBT), 76
Less-for-much-less positioning, 214
Licensing

of brands, 248–249, 249
defined, 563
joint venturing, 563, 563–564

Life-cycle, influence on consumer buyer behavior, 145
Life-cycle segmentation, 192–193
Life-cycle strategies, 273–279
Lifestyle, influence on consumer buyer behavior, 146
Lifestyle center, 388, 388
Lifestyle message, 442
Lifestyles of health and sustainability (LOHAS), 88
Limited-service retailer, 376
Line extension, 250
Lobbying, 454
Local marketing, 204–205
Local publics, 69
Location-based pricing, 320
Logistics

cross-functional teamwork inside the company, 
363–364

information management, 363
integrated logistics management, 363–365
inventory management, 361–362
logistics partnerships, 364
marketing, 357–358
system goals, 358, 360
third-party, 364–365, 365
transportation, 362–363
warehousing, 360–361

Loyalty status, 197

M

Macroenvironment
cultural environment, 86–88

defined, 66
demographic environment, 70–77
economic environment, 77, 77–78
major forces, 71
natural environment, 78–79
political environment, 81–83
social responsibility, 83–85
technological environment, 80–81

Madison & Vine, 441
Magazines, 447, 447, 449
Magnetic resonance imaging (MRI), 118, 128
Magnuson-Moss Warranty Act, 82, 280
Mail questionnaires, 110
Manufacturer’s agents, 396
Manufacturer’s representatives, 396
Manufacturers’ sales branches and offices, 396, 398
Market, defined, 7
Market challenger, 538, 539, 541–542, 542
Market development, 45
Market follower, 538, 539, 542–543
Market leader, 538–541, 539
Market management organization, 56
Market myopia, 7
Market nicher, 538, 539, 543, 543–544
Market offerings, 6, 224, 228–229
Market penetration, 44–45
Market segment, defined, 49
Market segmentation

behavioral segmentation, 192, 196–197
business markets, 198–199
consumer markets, 191–198
customer-driven marketing strategy, 8, 48
defined, 49, 190
demographic segmentation, 191–194, 192
geographic segmentation, 191, 192
international markets, 199–200
multiple segmentation bases, 198
psychographic segmentation, 192, 194–196
requirements for effective segmentation, 200
retailer strategy, 383–384
wholesaler marketing decisions, 396

Market share, 438, 540, 540–541
Market targeting

concentrated marketing (niche marketing), 202–204
customer-driven marketing strategy, 48
defined, 49, 190
differentiated marketing, 202
market segment evaluation, 201
micromarketing, 204–205
retailer strategy, 383–384, 384
socially responsible, 206–207
strategy, 206
undifferentiated marketing (mass marketing), 201–202,

495
wholesaler marketing decisions, 396

Market-centered company, 545, 545
Marketing

customer demands, 6
customer needs, 6
customer value and satisfaction, 7
customer wants, 6
defined, 5
description, 4–5
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exchanges and relationships, 7–8
process of, 5, 5, 29, 29
sales potential, 93
system, 7–8, 8
video case, 34

Marketing, changing landscape of, 22–29
consumer frugality, 24–25
digital age, 26–27
globalization, 27
not-for-profit marketing, 28–29
social responsibility, 27–28
sustainable marketing, 27–28
uncertain economic environment, 23, 25

Marketing channels. See also Distribution channel
channel behavior, 344–345
channel design decisions, 351–356
channel levels, 343–344
defined, 341
disintermediation, 350–351
horizontal marketing system, 348, 348
intermediaries, 352–353
international, 354, 354
logistics and supply chain management, 357–365
management, 354–356
marketing channel design, 351
multichannel distribution system, 349, 349
objectives, 352
overview, 341–342
public policy and distribution decisions, 356–357
supply chains, 340–341
value added, 342–343
value delivery network, 341
vertical marketing system, 345–348
wholesaler marketing decisions, 398

Marketing communications mix, 408
Marketing concept, 10–11, 582–584
Marketing control, 56–57
Marketing dashboard, 57–58
Marketing department organization, 55–56
Marketing environment

adapting to turbulent environment, 64–65
defined, 66
macroenvironment, 66, 70–88
microenvironment, 66–69
responding to, 89–91

Marketing implementation, 54–56
Marketing information

competitive marketing intelligence, 101–102
customer insights and, 98–100
customer relationship management and, 119–120
development of, 100–102
distribution and using, 120–121
internal data, 100–101
needs assessment, 100
nonprofit organizations, 121–122
research. See Marketing research
small businesses, 121–122

Marketing information system (MIS), 99, 99–100
Marketing intermediaries, 68
Marketing logistics, 357
Marketing management

department organization, 56
market analysis, 53–54

marketing control, 56–57
marketing implementation, 54–56
marketing planning, 54

Marketing management orientations, 9–12
marketing concept, 10–11
product concept, 9–10
production concept, 9
selling concept, 10
societal marketing concept, 11–12

Marketing mix
customer-driven, 48
defined, 12, 51
four Ps, 51–53
wholesalers, 396, 398–399

Marketing objectives and policies, 561–562
Marketing profitability metrics, 61
Marketing research

causal research, 103
consumer privacy, 124–125
contact methods, 110–114
defined, 103
defining the problem, 103
descriptive research, 103
ethnographic research, 107–109
experimental research, 110
exploratory research, 103
international marketing research, 123–124
interpreting and reporting findings, 118–119
misuse of findings, 125–126
observational research, 107
plan development, 104
plan implementation, 118
primary data, 104, 106–118
research instruments, 117–118
research objectives, 103
sampling plan, 114, 116
secondary data, 104–106
survey research, 109

Marketing ROI, 57–58, 58
Marketing services agencies, 68
Marketing strategy

customer selection, 8–9
customer-driven, 8–12, 48, 48–49, 51
deep brand community, 36–37
defined, 48
development, 265–266
management orientations, 9–12
planning, 54, 55
value brand experiences, 36–37
value proposition, 9

Marketing Web site, 513–514
Market-oriented business definition, 39, 39
Market-penetration pricing, 314–315
Market-skimming pricing, 314, 315
Markets-of-one marketing, 205
Markup pricing, 297–298, 585
Maslow’s Hierarchy of Needs, 148, 148
Mass customization, 205
Mass marketing, 201–202, 495
Materialism, 589, 589–590
Materials and parts, 227
Maturity stage of product life cycle, 273, 277–278, 

279
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Mechanical research instruments, 117–118
Media

advertising, 444, 446–449
defined, 415
impact, 446
multitaskers, 448
nonpersonal communication channels, 419–420
timing, 449, 449
types, 447, 447–449
vehicles, 449

Media publics, 69
Megaretailers, 390–391
Membership warehouses, 380
Merchant wholesaler, 396, 397
Message

advertising, 442–444
consumer-generated, 443–444, 444, 445–446
content, 417, 417–418
defined, 415
execution, 442–443, 443
fantasy, 443
format, 418, 418
image, 443
lifestyle, 442
mood advertising, 443
musical, 443
qualitative value, 446
slice of life, 442
source selection, 420
strategy, 442
structure, 418

Microenvironment
the company, 67
competitors, 68
customers, 69
defined, 66
marketing intermediaries, 68
publics, 69
suppliers, 67

Micromarketing
business-to-business marketing, 205
defined, 204
individual marketing, 205, 205
local marketing, 204–205

Middle-of-the roaders, 537
Millennials, 73, 73
Mission statement, 39–40, 41–42
Mobile phone marketing, 505–507
Modified rebuy, 171
Monopolistic competition, 301–302
Mood advertising message, 443
More-for-less proposition, 214–215
More-for-more positioning, 213
More-for-the-same value proposition, 213
Motivation

influence on consumer buyer behavior, 
147–148

sales quota, 477
salespeople, 477

Multibrands, 251
Multichannel distribution system, 349, 349
Multiple niching, 544
Musical message, 443

N

NAFTA. See North American Free Trade Agreement
(NAFTA)

Narrowcasting, 409, 448
National brands vs. store brands, 246–248
National Environmental Policy Act, 82
National Traffic and Safety Act, 82
Natural environment, 78–79
Nature, people’s view of, 87–88
Need recognition, 152, 153
Neighborhood shopping center, 388
Neurographix, 128
New clean technology, 595
New product

adoption process, 156–157
defined, 156
individual differences in innovativeness, 157
product characteristics and adoption rate, 157–158

New task, 171
New-product development

defined, 260
management. See New-product development

management
process. See New-product development process
strategy, 260–261

New-product development management
customer-centered new-product development, 269–270
systematic new-product development, 270, 272
team-based new-product development, 270, 271, 271–272
turbulent times, 272–273

New-product development process, 261, 261–269
commercialization, 268–269
concept development, 264–265
concept testing, 265, 265
crowdsourcing, 263, 263–264
external idea sources, 262–263
idea generation, 261–264
idea screening, 264
internal idea sources, 261–262
marketing strategy development, 265–266, 266
product development, 266–267
test marketing, 267, 267–268

Newspapers, 447, 449
Niche marketing, 202–204
Noise, defined, 415
Nonpersonal communication channels, 419, 419–420
Nonprofit organizations, 121–122
Nonstore retailing, 375, 391–392
Nontariff trade barriers, 554
North American Free Trade Agreement (NAFTA), 400,

555–556
Notebook computer evaluation, 161
Not-for-profit marketing, 28–29
Nutrition Labeling and Education Act, 82, 233

O

Objective-and-task method, 424
Objectives

advertising, 437–438
communications, 416–417
company, 40
of competitors, 530
marketing channel, 352
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sales calls, 479
sales promotion, 482–483

Observational research, 107
Occasion segmentation, 196
Occupation, influence on consumer buyer behavior, 145
Off-invoice promotions, 486
Off-list promotions, 486
Off-price retailer, 375, 378, 380
Oligopolistic competition, 302
One-to-one marketing, 205
Online marketing

business-to-business, 510–511
business-to-consumer, 509–510, 510
click-and-mortar companies, 509
click-only companies, 509
consumer-to-business, 512, 512–513
consumer-to-consumer, 511–512
defined, 508
domains, 509–513, 510
e-mail, 517–518, 518
Internet and marketing, 508–509
online advertising, 514
research, 112–114
social networks, 515–517, 516
spam, 517
viral marketing, 514–515, 515
Web site creation, 513–514

Online privacy, 519–520
Online security, 519
Online social network

consumer buyer behavior, 141, 142–143
defined, 141
online marketing, 515–517

Operating control, 57
Operational excellence, 537
Opinion leader, 139
Optional product pricing, 316, 316
Order-routine specification, 178
Organization

business buyer behavior, 174
global marketing, 573–574
marketing department, 56
people’s view of, 87
pricing considerations, 301
retail, 381–382, 382

Organization marketing, 228
Organizational climate, 477
Outdoor, 447
Outside sales force, 470
Outsourced logistics, 365
Overall cost leadership, 536
Overhead, 296

P

Packaging
deceptive, 585
environmentally responsible, 233
frustration-free, 232, 232
innovative, 232
tamper-resistant, 233

Partner relationship management (PRM)
defined, 19
managing and motivating channel members, 355–356

partners inside the company, 19, 46–47
partners outside the firm, 19
planning marketing, 46

Partners inside the company, 46
Partners outside the firm, 47
Partnerships, logistics, 364
People differentiation, 211
Perceived obsolescence, 587
Percentage-of-sales method, 423, 431
Perception, influence on consumer buyer behavior, 148–149
Performance quality, 230
Performance review, 178
Permission-based e-mail marketing, 517–518
Person marketing, 228, 228–229
Personal buyer decision factors

age and life-cycle stage, 145
economic situation, 146
lifestyle, 146
occupation, 145
personality, 146–147
self-concept, 147

Personal communication channels, 419
Personal interviewing, 110
Personal selling

approach, 479
closing, 480
company and customer link, 465–466
customer relationship management, 480–481
defined, 408, 464
follow-up, 480
handling objections, 480
marketing and sales coordination, 466
nature of, 464–465
preapproach, 478–479
presentation and demonstration, 479–480
promotion mix, 424–425, 425
prospecting, 478
qualifying, 478
sales force, role of, 465–467
salesperson, 465
social responsibility, 428

Personality, influence on consumer buyer behavior, 146–147
Personality symbol style, 443
Personalized URLs (PURLs), 501, 501
Persuasive advertising, 437, 438
Phishing, 519
Physical distribution, 357
Physical distribution firms, 68
Piggyback transportation, 362
Place

defined, 52
marketing mix, 52

Place marketing, 229, 387–388
Planned obsolescence, 587–588, 588
Planning. See Strategic planning
Pleasing products, 603
Podcasts, 507–508
Point-of-purchase (POP) promotions, 484
Political environment

defined, 81
ethics and socially responsible actions, 83–85
global market potential, 562
global marketing, 557
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government agency enforcement, 82–83
legislation affecting marketing, 82
legislation regulating business, 81–83

Pollution
cultural pollution, 591
industrial trends, 78–79
prevention, 594–595, 595

Portfolio analysis, 42–44
Positioning

brand positioning, 244–245, 245
choosing strategy for, 208–215
communicating and delivering chosen position, 215
competitive advantage, 210–212
defined, 49, 191
differentiation and, 49–51, 191, 207–215
less for much less, 214
map, 208, 208
marketing strategy, 48
more for less, 214–215
more for more, 213
more for the same, 213
positioning statement, 215
retailer strategy, 383–384, 384
the same for less, 214
value, 212–213, 213
wholesaler marketing decisions, 396

Positive incentives, 477
Postpurchase behavior, 154–156
Power center, 388
Preapproach, 478–479
Predatory pricing, 330–331, 331
Premiums, 484
Press agency, 454
Presentation step in sales, 479–480
Press relations, 454
Price elasticity of demand, 302–303
Price packs, 484
Price-fixing, 328
Price-off promotions, 486
Price/pricing

allowances, 319
basing-point, 322–323
break-even, 298, 298–299, 299
by-product, 316, 316, 318, 318
captive product, 316, 316, 317–318
changes, 325–328, 326
competition-based, 299–300
cost-based. See Cost-based pricing
cost-plus, 297–298
customer value-based. See Customer value-based pricing
cuts, 325
deceptive, 585
defined, 52, 290
discounts, 319
dynamic, 323–324
everyday low pricing (EDLP), 293, 387
FOB-origin, 322
freight-absorption, 323
geographical, 322–323
global marketing, 571
good-value, 292–293, 293
government factors, 304
high-low, 387

increases, 325, 325–326
international, 324, 324–325
location-based, 320
marketing mix, 52
market-penetration, 314–315
market-skimming, 314, 315
markups, 297–298, 585
new-product strategies, 314–315
optional product, 316, 316
predatory, 330–331, 331
price decision considerations, 300–306
product bundle, 316, 318–319
product line, 315, 316
product mix strategies, 315–319
product-form, 320, 320
promotional, 321–322, 322
psychological, 320–321, 321
public policy and, 328–332, 330
real-time, 323
reference, 320–321
retailer strategy, 387
segmented, 319–320
sustainable marketing, 584–585
target return, 298, 298–299, 299
time-based, 320
uniform-delivered, 322
value-added, 293, 293–295
wholesaler marketing decisions, 396
zone, 322

Primary data
collection, 106–118
contact methods, 110–114
defined, 104
ethnographic research, 107–109
experimental research, 110
listening online, 115–116
observational research, 107
planning for collection, 106
research instruments, 117–118
sampling, 114, 116
survey research, 109

Privacy
chief privacy officer, 125
marketing research, 124–125
online marketing invasion of, 519–520

Problem recognition, 176, 177
Product

actual, 225, 225
adaptation, 566, 568
augmented, 225, 226
classifications, 226–228
consumer, 226
convenience, 226, 227
core, 225, 225
defined, 51, 224
features, 230
global marketing, 566, 568–569
individual product decisions, 229, 229–234
industrial, 227–228
invention, 568–569
levels, 225–226, 226
market offerings, 224, 228–229
marketing mix, 52
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shopping, 226, 227
specialty, 226–227, 227
straight product extension, 566
style and design, 230–231, 231
unsought, 227, 227

Product adaptation, 566, 568
Product bundle pricing, 316, 318–319
Product concept, 9–10, 264–265
Product development, 45, 266–267
Product differentiation, 211
Product invention, 568–569
Product leadership, 537
Product liability, 280
Product life cycle (PLC)

advertising budget, 438
decline stage, 273, 273, 278–279, 279
defined, 273
growth stage, 273, 273, 275, 277, 279
introduction stage, 273, 273, 275, 279
maturity stage, 273, 273, 277–278, 279
product development, 273, 273, 276–277

Product line, 234–235
Product line filling, 234–235
Product line pricing, 315, 316
Product line stretching, 235, 235
Product management organization, 56
Product mix, 235–236
Product portfolio, 235–236
Product position, 207
Product publicity, 454
Product quality, 230
Product sales force structure, 468–469
Product specification, 177
Product stewardship, 595
Product-form pricing, 320, 320
Production concept, 9
Product-market expansion grid, 44, 44
Product-oriented business definition, 39, 39
Promotion. See also Advertising

budget, 422–424, 423
deceptive, 585
defined, 52
global marketing, 569–571
marketing mix, 52
retailer strategy, 387
social responsibility, 427–428
sustainable marketing costs, 584–585
wholesaler marketing decisions, 398

Promotion clutter, 482
Promotion mix

advertising, 424
defined, 408
direct marketing, 425
integrating, 426–427
marketing communications, 424–427
personal selling, 424–425, 425
promotion tools, 408
public relations, 425
pull strategy, 425–426, 426
push strategy, 425–426, 426
sales promotion, 425

Promotional pricing, 321–322, 322
Promotional products, 484

Proposal solicitation, 177
Prospecting for customers, 478
Psychographic segmentation, 194–196
Psychological buyer decision factors

attitudes, 150
beliefs, 150
learning, 149
motivation, 147–148
perception, 148–149

Psychological pricing, 320–321, 321
Public

defined, 69
types of, 69

Public affairs, 454
Public policy

direct marketing, 518–520
distribution decisions and, 356–357
Internet fraud, 518–519
invasion of privacy, 519–520
pricing and, 328–332, 330

Public relations (PR)
defined, 408, 454
functions, 454
promotion mix, 425
role and impact, 455–456
tools, 456–457

Public service activities, 456
Pull strategy, 425–426, 426
Pulsing advertising, 449
Purchase decision, 154
Pure competition, 301
Pure monopoly, 302
Push money, 487
Push strategy, 425–426, 426

Q

QSCV (quality, service, cleanliness, and value), 47
Qualifying customers, 478
Qualitative value of messages, 446
Quality-price nichers, 544
Question marks (BCG Approach), 43, 43
Questionnaires, 117
Quotas, 554

R

Radio, 447
Radio-frequency identification (RFID), 80, 392
Railroads, 362
Raw material exporting economy, 556
Real-time pricing, 323
Rebates, 484
Receiver, defined, 415
References prices, 320–321
Relationships, personal selling and customers, 

480–481
Relative advantage, 157
Reminder advertising, 437, 438
Research and development

marketing research. See Marketing research
technological environment, 81

Reseller market, 69
Resellers

defined, 68
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pricing considerations, 304
reseller margins, 309

Response, defined, 415
Retailer

convenience store, 375, 377, 377–378
defined, 374
department store, 375, 376
discount store, 375, 378
full-service, 376
limited-service, 376
marketing decisions, 382–388
off-price retailer, 375, 378, 380
organizational approach, 381–382
product line, 376–378
relative prices, 378–381
self-service, 376
service retailer, 378
specialty store, 375, 376
supermarket, 375, 376–377, 377
superstore, 375, 378
types, 375
warehouse clubs, 380–381

Retailing
defined, 374
experiential, 384, 384–387
global expansion, 394
green, 392–394, 393
megaretailers, 390–391
nonstore, 375, 391–392
shopper marketing, 374, 374–375
slowed economy, 389–390
technology and, 392, 392
tighter consumer spending, 389–390
trends and developments, 389–394
wheel-of-retailing concept, 390

Return on advertising investment, 449–450, 451–452
Return on marketing investment, 57–58, 58
Return on sales investment, 477
Reverse innovation, 576
Robinson-Patman Act, 82, 328, 331, 427

S

Sales 2.0, 475–476
Sales assistants, 470
Sales contests, 477, 487
Sales force

automation systems, 475
compensation, 474
complex sales force structure, 469–470
customer sales force structure, 469
evaluating, 477
inside sales force, 470
Internet sales, 475–477
management, 468
motivating, 477
outside sales force, 470
personal selling, 464–467
product sales force structure, 468–469
promotions, 482
recruiting and selecting, 472–473
roles and status, 465–467
size, 470, 470
structure, 468–470

supervising, 474–475
team selling, 471–472
territorial sales force structure, 468
training, 473

Sales meetings, 477
Sales promotion

business promotions, 482, 487
consumer promotions, 482, 483–486
defined, 408, 481
examples, 481, 482
objectives, 482–483
program development, 487–488
promotion clutter, 482
promotion mix, 425
rapid growth of, 482
sales force promotions, 482
trade promotions, 482, 486–487

Sales quota, 477
Sales reports, 477
Salesperson, 465
Salesperson-owned loyalty, 466
Salutary products, 603
Same for less proposition, 214
Sample

defined, 114, 483
nonprobability sample, 114, 116
probability sample, 114, 116
sample size, 114

Sampling plan, 114
Scientific evidence style, 443
Secondary data

commercial online databases, 102, 106, 122
defined, 104
gathering, 104–106
information sources, 105
Internet search engines, 106

Security. See Privacy
Segmentation. See Market segmentation
Segmented marketing, 202
Segmented pricing, 319–320
Selective distortion, 149
Selective distribution, 353
Selective retention, 149
Self-concept, influence on consumer buyer behavior, 147
Self-service retailer, 376
Selling concept, 10
Sender, defined, 415
Sense-of-mission marketing, 600, 600–601
September 11, 2001, 87
Served market, 541
Service inseparability, 237, 237
Service intangibility, 236, 237
Service marketing, 240, 241
Service nichers, 544
Service perishability, 237, 238
Service products, 52
Service profit chain, 238–241, 240
Service retailer, 378
Service variability, 237, 238
Services

defined, 224
to disadvantaged consumers, 588–589
individual service decisions, 229–234
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marketing, 236–243
marketing strategies, 238–243
productivity, 242–243
quality management, 241–242
recovery, 242, 242

Services differentiation, 211, 241, 241
Services mix, 384
Share of customer, 21
Sherman Antitrust Act, 82, 328
Shoddy products, 586–587
Shopper marketing, 374–375
Shopping center, 388, 388
Shopping product, 226, 227
Slice of life message, 442
Small business marketing research, 121–122
Smoking rates, 33
Social class, 139, 140
Social conscience, 605
Social costs, 590–591
Social factors and consumer behavior

buzz marketing, 139–141
family, 141, 143–144, 144
groups, 139
online social networks, 141, 142–143
opinion leaders, 139
roles and status, 144

Social marketing, 229
Social network, customer-managed relationships, 17–18. See

also Online social network
Social responsibility

marketing communications, 427, 427–428
pricing considerations, 304
product decisions and, 280
sustainable marketing, 27–28, 601, 602–603
target marketing, 206–207

Socially responsible behavior, 83
Societal marketing concept, 11–12, 583, 601, 603–604
Sociocultural factors in global market potential, 562
SOHO (small office/home office), 75
Solutions selling, 171
Spam, 82, 517
Special events, 456
Specialty product, 226–227, 227
Specialty store, 375, 376
Specific customers, 544
Speeches, 456
Standardized advertising, 453, 453
Standardized global marketing, 565
Stars (BCG Approach), 42, 43
Stimulus object, 149
Stockturn rate, 403
Store atmosphere, 384
Store brands, 246–248, 247
Straight product extension, 566
Straight rebuy, 171
Strangers as customers, 22
Strategic business unit (SBU), 42–43
Strategic group, 530
Strategic planning

business portfolio, 40, 42–44
company objectives and goals, 40
concept, 583
customer-focused mission, 41–42

defined, 38
growth and downsizing, 44–45
mission statement, 39–40

Style, 274, 274
Subcultures

African American consumers, 137
Asian American consumers, 137–138
defined, 136
Hispanic American consumers, 136–137
mature consumers, 138, 139

Subliminal advertising, 149, 149
Subsistence economy, 556
Supermarket, 375, 376–377, 377
Superstore, 375, 378
Suppliers

microenvironment, 67
supplier development, 170
supplier search, 177
supplier selection, 177–178

Supplies and services, 228
Supply chain

defined, 19
description, 340
distribution centers, 360, 361
green, 358
information management, 363
integrated logistics management, 363–365
inventory management, 361–362
logistics information management, 363
logistics system, 358, 360
management, 357, 358
marketing logistics, 357
transportation, 362–363
value delivery network, 340–341, 341
warehousing, 360–361

Survey research, 109
Sustainability vision, 596
Sustainable company, 606
Sustainable marketing. See also Environmental sustainability

concept, 583
consumerism, 592–593
consumer-oriented marketing, 599–600
customer-value marketing, 600
deceptive practices, 585–586, 586
defined, 582
environmentalism, 593–598
ethics, 604–606, 607–608
high prices, 584–585
high-pressure selling, 586
impact on other businesses, 591–592, 592
impact on society as a whole, 589–591
individual consumer impact, 584–589
innovative marketing, 600
marketing concept, 582–584, 583
organic farming, 611
planned obsolescence, 587–588, 588
poor service to disadvantaged consumers, 588–589
regulations, 599
sense-of-mission marketing, 600–601, 602–603
shoddy, harmful, or unsafe products, 586–587, 587
social criticisms, 584–592
social responsibility, 27–28
societal marketing, 601, 603–604
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sustainable company, 606
sustainable marketing principles, 599–604

Sweepstakes, 484
SWOT analysis, 53–54, 54
Systematic new-product development, 270, 272
Systems selling, 171

T

Target audience for communications, 415
Target costing, 300–301
Target market

concentrated marketing (niche marketing), 202–204
defined, 201
differentiated marketing, 202
micromarketing, 204–205
socially responsible, 206–207
strategy, 206
undifferentiated marketing (mass marketing), 201–202

Target marketing, 8
Target return pricing, 298, 298–299, 299
Targeting. See Market targeting
Tariffs, 554, 576
Team selling, 471–472
Team-based new-product development, 270
Teardowns, 546–547
Technical expertise style, 443
Technical sales support people, 470
Technological environment, 80, 80–81
Technology

communications, 409
company and marketing strategy, 60–61
consumer-generated marketing, 32
contests, 490
cut on ad revenues, 546
digital direct marketing, 505–508
direct marketing, 522
electronic tracking industry, 610
freemium, 254
government markets, 184
innovations, 576
Internet complaints, 459
marketing environment, 93
marketing research, 128
medical procedure pricing, 308
new product testing, 284
online pricing errors, 334
public relations and the Internet, 459
retail, 392, 392, 402
small business promotions, 430
social context ads, 160
technology needs survey, 490
wireless broadband, 218

Teens, 73
Telemarketers, 470, 502–503, 503, 523
Telephone Consumer Protection Act, 82
Telephone interviewing, 110
Telephone marketing, 502–503, 503
Television

advertising advantages and limitations, 447
advertising media mix, 447–448, 449
Children’s Television Act, 82
DRTV marketing, 503–504, 504
interactive TV (iTV), 508

Territorial sales force structure, 468
Territory manager, 468
Territory sales representative, 468
Test marketing, 267, 267–268
Testimonial evidence or endorsement, 443
Third-party logistics (3PL) provider, 364–365, 365
Three-day cooling-off rule, 428
Time-and-duty analysis, 474
Time-based pricing, 320
Toning shoes, 61
Total costs, 296
Total quality management (TQM), 230
Touch point, 119
Trade promotions, 482, 486–487
Trade shows, 487, 487
Trainship transportation, 362
Transaction oriented, 480
Trickle-up innovation, 576
Trucks, 362
True friends as customers, 22
Truth-in-Lending Act, 82
Tweens, 73
Tying agreement, 357

U

Underserved consumers, 588, 588–589
Undifferentiated marketing, 201–202, 495
Uniform-delivered pricing, 322
Union of South American Nations (UNASUR)

, 556
Unique selling proposition, 212
Universe, people’s view of the, 88
Unsafe products, 586–587
Unsought product, 227, 227
Usage rate, 197
User status, 197
Users, 172

V

Value. See Customer value
Value chain, 46
Value delivery network, 47, 340–341, 341
Value disciplines, 537
Value marketing, 78
Value proposition

choosing of, 9
customer lifetime value, 20, 20
positioning strategy, 212–213, 213

Value selling, 481
Value-added pricing, 293, 293–295
Valued brand experience, 36–37
Variable costs, 296
Variety-seeking buying behavior, 152
Vendor-managed inventory, 178, 363
Vertical conflict, 344
Vertical marketing systems

administered, 348
contractual, 346, 348
conventional distribution channel, 345
corporate, 345–346
defined, 345

Viral marketing, 514–515, 515
Vodcasts, 507–508
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W

Warehouse clubs, 380–381, 381
Warehousing, 360–361
Water carriers, 362
Web 1.0, 26
Web 2.0, 26, 475, 476
Web 3.0, 26–27
Web. See World Wide Web
Web communities, 515
Web sellers, 470–471, 471
Web site creation, 513–514
Webnography, 109
Wheeler-Lea Act, 82, 585
Wheel-of-retailing concept, 390
Whole-channel view, 572, 572
Wholesale clubs, 380
Wholesalers

agent, 396, 397–398
broker, 396, 397
defined, 394
functions, 394–395
manufacturer’s sales branches and offices, 396, 398
marketing decisions, 396, 398–399
merchant, 396, 397

Wholesaling
defined, 394
trends, 399–400

Windows shoppers, 391
Wireless broadband, 218
Word-of-mouth influence on buying behavior, 139, 419
Workforce, white-collar, 75
World product groups, 573
World Wide Web

listening online, 115–116
online social influence on buyer behavior, 142–143

Written materials, 456

Y

Young adults, 73

Z

Zone pricing, 322


