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ANSWER FOUR (4) QUESTIONS ONLY
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Abraham Maslow devel oped a theory on the “Hierarchy of Needs'. Explain this theory. [10]
Using any one financial services product offered by any financia institution which you are familiar,
explain how you think the product was devel oped and marketed to customersto meet their needs according
to Abraham Maslow’s “Hierarchy of Needs’ theory. [15]
(Total: 25 marks)
Describe four macroenvironment factors that affect afinancial institution’s marketing strategy.  [10]

Describe five microenvironment factors to consider when implementing a marketing strategy. [15]
(Total: 25 marks)

Explain the new product development cycle which can be applied to your financia ingtitution.  [15]

What are the barriers to innovations in afinancia institution? [20]
(Total: 25 marks)

What are the main purposes of conducting a market research? [15]

Describe thr ee research contact methods available for usage by afinancial institution. [10]
(Total: 25 marks)

What are the elements of a good promotion mix strategy for afinancia institution? [15]

I dentify two key objectives for undertaking a promotion campaign. [10]
(Total: 25 marks)
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Question 1

OUTLINE ANSWERS

Most candidates did well on the question of consumer behaviour based on Abraham Maslow’s
Hierarchy of Needstheory.

@

The marketer must understand the needs or wants that inspire individual motivation, and give rise to
particular forms of purchase behaviour. There are a number of ways in which this can be done, and they
include:

A.H. Maslow’s Hierarchy of Needsisillustrated in Figure 1:

Need to achieve
independence and self-fulfillment
Aesthetic needs
Need to know and understand
Need for self-esteem
Social needs
Safety needs

Physiological needs

Figure 1 A.H. Maslow's Hierarchy of needs

Inthistheory, wantsand needs are ‘ pre-potent’, that is, potential higher level needsemerge and influence
purchase behaviour only after there has been an opportunity for the satisfaction of lower level needs.

Purchase behaviour is motivated by a series of different levels of needs or wants. The most basic
motivations stem from needs to eat, rest, have a home, fedl secure and wanted, and to have the company
of on€'s fellow men. For these reasons, people buy food and drink, pay rent or buy a house, purchase
insurance, and meet up with their friendsin social and religious places, professional institutions and so
on.

Oncethese kinds of needs are satisfied, the theory suggeststhat individual motivationswill be shaped by
behaviour that is associated with:

. The need to gain self-esteem in the eyes of other people, for instance through the possession of
prestigious objects such as branded merchandise and quality sporty cars, taking exatic holidays,
making donations to charity, etc.

. The need to know and understand what is going on around them. This perhaps accounts for the
expenditure on news mediasuch as newspapers, teletext, etc. and theworldwideradio and television
news programmes operated by the CNN, Mega, Astro TV, etc.

. The need to have an aesthetically pleasing environment, and to get rid of ugliness, pollution etc.
This need has considerable implications for those activities which affect our environment, for
instance by polluting or creating visual eyesores. And product design has become a major factor
in bank product management (e.g.: attractive brochures).

. The need to achieve independence and self-fulfillment. The purchase of the motorcar is a prime
example, for itsownership offersfreedom and escape from the  hassles’ of taking public transport.
Similarly, home ownership offers freedom from interference by others, since the home owner
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Question 2

does not have alandlord to worry about. Self-fulfillment may be obtained in many ways. It may
come from a beautiful home, leisure activities or sport, hobbies or continuing education, etc.

Maslow’s hierarchy isolates needs for self-esteem as a separate motivating category. Self-esteem is
important for two reasons. Firstly, our culture places a high value on material acquisition and its display,
because this reflects hard work and success. Hard work, rewards, and the enjoyment of income earned
are the hallmarks of success.

Secondly, the achievement of self-esteem involves earning the respect of others. It is characteristic of
our society that a high value is placed upon achieving self-respect and prestige. Whilst there are many
ways in which personal prestige and respect can be obtained, the possession or use of certain types of
goodsand servicesarelikely toincreaseindividual status. Such goods or services might include expensive
homesand cars, private education or higher degrees, overseas holidays, objectsd’ art, eating out at quality
restaurants or membership of golf-clubs.

The ‘self’ is an individual person’s image of himself or herself. Within this self are various drives and
motivations, the most important of which serve to maintain and enhance thisimage. Goods and services
may be purchased becausethey ‘fit’ these particular motivations. For instance, many productsare promoted
as being the ‘in thing’, whose consumption will make you ‘one of the crowd’. Others are purchased
because the buyer feels that ownership will confer separateness and status and these are reflected in
priority banking services, gold credit cards, etc. for high nett worth individuals, offered by Standard
Chartered Bank Malaysia, Citibank, HSBC Bank Malaysia Berhad, Maybank, etc. A customer places X
amount for deposits, paysY for monthly fees and obtains special privileges.

Thus, purchasers' behaviour and shopping patterns are seen under this motivation theory to support and
enhance personal self-identity. The banker will need to design, promote and finance productsin such a
way that images produced are consistent with those sought by prospective customers.

The components of the self-image are illustrated in Figure 2;

IDEAL SELF
LOOKING GLASS SELF SELF-IMAGE
REAL SELF
Real Self - you as you actually are
Looking Glass Self - you as you think others see you
Ideal Self - you the way you would like to be
Self-Image - you the way you see yourself

Figure 2 The Saf Image

M ost candidatesunder stood theuncontrollable environment which affectsafinancial institution’s
strategy, i.e. PEST, but themajority failed to appreciate and apply the controllable environment,
i.e. the 5Ps of the marketing mix, which are price, place, promotion, product and people.

2 @

Macroenvironment factors:

0) Political and regulatory
The political and regulatory environment in which abank operatesin have a profound impact on
its marketing decision, among others. A stable political environment exudes confidence to the
public. In particular, it facilitates the bank management to continue operations and possible
expansion of their banking network without fear of being nationalised. Legislation is aimed at
protecting companies from hostile take-overs, consumers from unfair business practices and the
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interest of society against unbridled business behaviour. The banking industry is one of the most
regulated because of the banks' fiduciary responsibility. Thisisto curb excessive risk-taking by
banks which may undermine the stability of the economy in the event of bank runs caused by less
than prudent lending policies.

Economic

The economic environment consists of factorsthat affect consumers' spending patterns and their
purchasing power. Purchasing power is measured by the people’'s income, prices of goods and
services, savings and credit which can be augmented through borrowing. It isaso influenced by
government fiscal and monetary policies. Banks would be well-equipped to meet the needs of
their target market by noting the changesin these major economic variablesthat drive the consumer
loans market. This would also affect their pricing policies aimed at making it affordable for the
average consumer to service their borrowings.

Technological

One of the most dramatic forces shaping peopl€'s lives is technology, which also affects other
macroenvironment forces, and creates spin-off changes. For example, the enforcement of
intellectual property rights is a variable of the regulatory environment. The emergence and
proliferation of information technology in today’s business environment present both opportunities
and threatsto organisations, including banks. Thereisashift in consumption patterns and marketing
systems have to be adapted to meet this shift. For example, people need not visit a bank for
routine transactions as they could link up with their banks through home-banking facilities.
Citibank’s telebanking service, Citiphone, for example allows its customers to perform various
banking transactions from practically anywhere through the phone. This displaces the traditional
need to perform various transactions at branches. Customers can check their account balances,
reguest for account statements, make fixed deposit placements and even request for anew cheque
book without having to leave home. Banks that invest in the technology will have a head-start
against their competitors and capture a larger share of the market segment whose consumers’
lifestyle have changed with the convenience, delineated by technological changesthat they arein
aposition to service.

Social and cultural

Sacial and cultural determinant, in its simplest form, can be defined as away of life. It can be
distinguished in terms of people’s ideas and values, beliefs and norms. A culture is learned
through peopl€’s interaction with their environment, shaping their attitudes and behaviours and
how the target market would respond to marketing mix elements. However, it changes as the
soci ety faces new problemsand opportunities. Some people unconsciously definetheir relationship
with their environment, other people, nature and organisations. A marketing implication that
flows from peopl€e’s attitude towards organisations is that banks need to find new ways to win
consumer confidence as more people are transacting with non-bank institutions.

The macroenvironment is the uncontrollable forces that an organisation has to monitor and adapt
to, by manipulating the marketing mix to best capitalise on the opportunities and minimise the
negative effects that the environment has on the organisation.

MARKETING MIX

POLITICAL

PRODUCT

PROMOTION

ENVIROMENTAL

The Institute of Marketing M alaysia defines marketing means as business. One of the most potent tools

available for an organisation is called the marketing mix. The marketing mix is attributed to Neil H.
Borden of the Harvard Business School and refers to a set of marketing ingredients used to achieve its
objectives. A financial services manager picks and chooses from an extensive set of ingredientsin order

to find the right recipe of success. The thrust of the financial industry is more difficult than that for the
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consumer of industrial goods becauseitisaserviceindustry. Servicesareintangible and are moredifficult
to package, sell or demonstrated to the consumers.

0]

(i)

(iii)

(iv)

Product

Financia service products include mortgages, savings accounts, fixed deposits, hire purchases,
business loans, overdrafts, export finance, foreign exchange, credit cards, insurance, stock
brokering, trustee services and mutual funds. These areintangible, difficult to visualise, touch or
smell and are usually a means to an end. For example, a loan to a business could be used to
support business expansion and life insurance policy is to provide coverage for the family’s
dependantsin the event of an untimely death or disablement for the breadwinner.

Place

Most financial services are sold through the *place’ or the branch. As such, financial institutions
need to invest heavily in bricks and mortar. One inherent advantage of branch outlets is that the
financial institution becomes part of the community, from the social-economic perspective.

Nonetheless, there appears to be a shift from the traditional branches to other new accessible
retail outlets. In the USA, Sears & Reobuck entered the financial services industry with a new
breakthrough — specia centresin their retail supermarket outlets. Citibank is experimenting with
mobile ‘petrol kiosks-like outlets’ known as Citistations in the USA. Standard Chartered Bank
has pioneered drive-in banksin Malaysia, which is popular with its customersin Kuala Lumpur.

Another well-known technological development istheintroduction of automated teller machines
(ATMs) as well as shared-ATM networks. Some ATMs are found in non-financial institution
buildings such as factories, petrol-kiosks, shopping complexes and public transportation areas.
In shared-ATM networks, consumers can access an ATM at a competitor’s branch as a result of
thetie-up amongst the banksand finance companieson ATM reciprocity. Somefinancial ingtitutions
have further enhanced their services by offering the corporate electronic services.

In line with the Multimedia Super Corridor developments, the focus is now on homebanking.
Thiswill become more acceptableif the concept of homefinancial servicesisexpanded toinclude
vidoetext and teleshopping, and if home computers become as affordable astelevisions. Theidea
of homebanking would certainly be accepted by the 21st century when consumersare acclimatised
to technol ogy.

Promotion

As with consumer goods, financial services need to be promoted in order that the products are
made known to the consumers. The methodology of promotion varies with the target audience,
the design of the product and the business volume expected. Traditional practiceincludesthe use
of advertising, branch displays utilising posters, desktop flyers, brochures, promotions at local
trade exhibitionsand seminars, and public relations activities. Thetraditional manner for promotion
has changed considerably in the last five years where financial services are now being promoted
aggressively through television, radio and billboard advertising.

Also, emphasis has shifted from conservative image advertising to focusing on new products
and features or unique selling points (Hong Leong’s Teleloan & Citibank’s Mortgage Power).

Other new directions for financia services are direct mail campaigns at targeted audiences and
the introduction of full-time sales personnel specialising in marketing of financial services.

Price

In business the bottomline is what counts most. For financial institutions, the pricing of products
are reflected in the interest rates and service fees. The interest rate is usually reflected in the
percentage marked up on the bank’s base lending rate. Dueto regulation, pricing for some banks
products are undifferentiated and a good example isthe fixed interest rate for priority lending on
mortgages for houses below RM 100,000 in purchase value. For such mortgage products, pricing
ininterest ratesisnot an element in the marketing mix. Corporate treasurersare constantly seeking
finer rates on foreign exchange for their treasury management and pricing for such products are
of vital importance.
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Pricing of financial productsis further complicated by the other * 7 Ps’ which determine the level
of pricing. For example, the marketing of gold credit card differs from the normal credit card of
the same heritage. Consumers are willing to pay a higher premium on entrance and subscription
feesin return for the prestige, better service, greater flexibility and higher credit limit for agold
card. Assuch, the perceived better value products for upmarket service is afunction of the other
“Ps’ of the marketing mix and consumer behaviour and attitudes prevailing in the society. In
general, well-devel oped pricing policies can provide agood yield to financial institutions.

Sometimes, financial institutions who are more than its budgeted deposits or liabilities booked
into its books, may price itself out of the market by offering lower rates than others (e.g. fixed
deposits).

People

Marketing of financial servicestakesboth apersonal and impersonal form. Dueto their intangible
nature, financial serviceslack the form and touch of consumer products. The delivery mechanism
is through the branch staff and the way the staff deal with customers is an integral part of the
product itself. Hence, personal selling and courtesy is important as the service may be the most
important feature of the product being sold.

Thisis particularly true of financial products which are complex and need personal clarification
and sdlling. Itisof relevanceto many corporate sector businesses, loanstransactions, and marketing
of lifeinsurance policies.

Financial institutions should therefore place equal emphasis on training their people. Training in
product knowledge, selling, and the advisory role must be conducted in the most professional
manner. Personal attention to appearance, courtesy in communication and commitment to serve
must be emphasised.

Standard of service is another important aspect. A company may have advertised a message that
spells*counter service within 30 seconds and served with warm, friendly smile”. If the front line
support staff are not informed nor trained to provide thislevel of service, the whole promotional
campaign will be adisaster, asthe advertising messageis not congruent nor synergistic to support
the other Psin the mix.

The quest for science in marketing mix is a dilemma. With the availability of modern computers,
databases and sophisticated market research-cum-surveys, marketers are now in abetter position
to design the marketing mix. Marketers have learned to subject their mix to empirical check and
measurement. The marketing mix, however, does not guarantee business success. Any productive
answer for this year may well be challenged in the next. Product or services will be introduced,
improved or made obsolete. Prices may be undercut or margin undermined.

Promotions can be upstaged or drowned out. Asalternatives or opportunities emerge, the place of
distribution can become unproductive or less satisfactory.

Fortunately, the task is not as daunting as it sounds. Most financial institutions have established
customers and competitive information. They know what customers will want in the immediate
future. Major macro upheavals, such as the current economic crisis faced by Malaysian banks,
has caused economists and statisticiansto take risksand look into their “ crystal-balls’ to postulate
a future outlook for the business instead of being over pessimistic and just keep on raising the
base lending rate and balance the asset and liability management.

Candidatesdid well in part (a) of thisquestion. However, many candidateshad difficultiestackling
thebarriersof innovation and why productsfail e.g. shortening product life cycle, costs, intensity
of competition, segmented markets, legislation etc. Many candidates were confused with the
Porter’stheory of Five Forceswhich focuses on competitive analysis.

@

One of the core tasks of retail banking is to develop new products and to revamp existing ones. Banks
should endeavour to position themselves in the forefront of the Malaysian banking arenain terms of
quality, innovative and profitable products that appeal to their target customers. As such, every bank
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must select aspecial team of dedicated and professiona personnel who will be part of asteering committee
(see Figure 3). The committee can meet either fortnightly or monthly, either as a brainstorming session
or constructive discussion, lasting one to two hours.

The objective of the committee is to screen all new products of the bank before recommending for
implementation.

Figure3 Product Development Committee

Product Development
Manager

Head Office Branch

/ Manager

Financial
Controller

m>uOoOn

Operations Outstation Branch

Manager M Manager
E
M . .
Corporate Planning B Ret,al Banking
Manager E anager
R
S N

Public Relations &
Advertising Manager ‘

Training Manager
Management Information

Systems Manager

Note: Anideal committeefor product development should have 10 membersled by the product manager
of the bank.

Product Development Overview

There are six stages in bank product development as depicted in Figure 4.

®)

Commercialisation

(2) Idea
Generation

4
Research &
Development

©)]
Business
Analysis

Figure4 Whed of Bank Product Devel opment
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Stage 1 — Idea Generation

The outset of new product development isahighly creative activity stage where brainstorming sessions
can produce numerous ideas. New product ideas can come from various sources such as management,
customers, bank officers and clerks, new technology, competitors and even government regulations.

During this stage, it is extremely important for bankers to encourage and energise the process. Dynamic
leadership is needed to deal with the uncertain and sometimes personal nature of ideas. On the other
hand, if the authoritarian approach isused, most initiative or ideaswill dry up, especially when subjected
to faint criticism or when one must fight very hard to get his ideas accepted. The correct approach in
tapping new product ideasisto conduct a brainstorming session where no suggestion isturned down, no
matter how absurd it is (see Table 1).

Table 1 Sources of new product ideas (Ref: “ So you want your new product planning to be
productive* Business Horizons, December 1980)

SOURCES %
Research & development 20.8
Internal 34.6
User’s suggestions and complaints 14.7
Formal research on users' needs 13.0
Analysis of competitors' products 30.7
Analysis of published information 9.1
Suggestions from suppliers 95

Stage 2 — Screening
Thisisacritica stagewherethe proposed ideais screened to determine whether it justifies management’s
commitment (in terms of time, money and resources). There are two methods involved:

(8  Establishing a list of evaluation criteria which enables the comparison of an idea generated to
determinewhether it is compatiblewith the bank’s resources and then using the weighing, ranking
or rating of the idea against the criteria used (see Table 2); and

(b) A simple checklist of all the bank and market features. The new ideais checked against these to
see how it stands out when compared with some vital factors (e.g. market size, growth, level of
service required, competition and trends).

However, it isimportant to stress that there is no single set criteria that is appropriate across the board.
The final score should not exclude a large element of collective as well as intuitive judgment of the
steering committee, i.e. ‘vision of the future'.

Screen Test/Values Rating Sheet For Bank Product...

No. Sphere of Performance |BaseWeight | 0.0 (0.1 (0.2 0.3|0.4 [05|0.6|0.7{0.8| 0.9 [1.0 | Total Ratings| Remarks

(A) (B) (AxB)

Goodwill of bank

International strength

Location

Regul ations/Environment

Product innovation

Apped

Marketing

Delivery system

O |V o0~ |WIN|F

Manpower

10

Automation

11

Finance

1.0

Table 2
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Stage 3—BusinessAnalysis

In conducting business analysis of a proposed product, we are trying to undertake a qualitative analysis
of the product and its likely chances of success or failure. Therefore, we should also take into account
the costing and profitability analysis of the proposed product. Other elements that should be taken into
account include the implications of:

. Human resources,
. Business forecast;
. Competitor’s reaction;

. Bank Negara Malaysia and the Association of Banksin Malaysia (ABM) regulations, provisions
under the Banking and Financial Institutions Act, 1989 (BAFIA), ethics and socia rules and
pressures,

. Target market segment;

. Delivery system to accomplish the marketing goals;

. Pricing policy;

. Service objective to measure how well a customer should be supplied with what he considers of
value;

. Marketing goals; and

. Training

Thisstage continuesthroughout product devel opment and should be continual ly re-apprai sed and modified
as and when necessary before the final implementation of the product by the bank.

Stage 4 — Research and Development

This stage requires the trandlation of the proposed ideainto actual tangible service product. During this
stage, the steering committee agrees to the idea and adopts a pre-defined business development plan.
The product specificationsarelaid down and customer testing may berequired. Total “tangible elements”
including product name, packaging (brochures and application forms), advertising and publicity cum
promotion materials are to be incorporated to give birth to new banking products. Special attention shall
be accorded to the product’s ‘service delivery system’ (manual or automated) to ensure a level of
professional or satisfactory service.

Market testing of the new service product may not be always possible, but some bank products would
necessitate extensive market survey and research conducted either internally or through the assistance of
amarket survey consultancy firm such as Performance Training and Consultancy Sdn Bhd.

In the course of undertaking the development of a bank product, a network analysis or a timeframe
schedule is drawn up. It involves listing down all streams of main or subactivities which must be
undertaken to get the product to the market. The relationship of all the activities can be mapped and the
sequence of getting the job done is depicted clearly. During the devel opment stage, many departments of
ahbank may beinvolved in one way or the other and this callsfor close collaboration of the various units.

Stage 5— Commercialisation

During this stage of activity, the bank is targeting for afull-scale launch of newly developed product or

revamped product. It may beamodest launch or onewith great pomp and fanfareto penetrate or recapture

themarket. Thereare 10 pointers that would contribute to the successful commercialisation of abanking

product:

0) When to introduce it?

(i)  Whereto launch it —local, regional, nationwide or internationally?

(iii)  How tolaunch it?

(iv) Whototargetitat?

(v)  Istheservice product delivery system (manpower and equipment resources) trained or prepared
to support the product effectively?

(vi)  What isthe turnover to be achieved over aperiod of time?

(vii) Can the exact costing and profitability of the product be determined?

(viii) Arethereeffective above-the-line or bel ow-the-line promotional budgets and strategiesto support
the product?

(ix)  Doesthe product possessuniquedifferential qualitiesor newnessto stand out from its competitors?

(x)  Arethereany contingency plansto counteract competitors from catching on with asimilar “me-
too product”?
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Stage 6 — Feedback

It is imperative for every new bank product to incorporate the mechanism of feedback. Feedback is
usually determined by the acceptability and performance of the bank product against standard benchmark.
A bank can also continue to monitor feedback from “front-line' staff and through market surveys and
competitor’s reactions to its product.

One must be fully aware that regular product improvement from time to time is necessary to ensure the
success and competitiveness of abank. Proper and timely elimination of bank productsisequally important
because of the continuous growth of bank products and services and the ever changing scenario of global
bank automation in the retail banking marketplace.

Summary

Recently, Booz Allen & Hamilton suggested a new way to view product development. According to the
new study, products can be categorised as ‘new’ to the world product (e.g. home banking terminals),
addition to existing lines (e.g. shared ATM network cards), improvement of existing products (e.g. a
repackage housing loan with complimentary Mortgage Reducing Term Assurance) and new products
brought on by cost reduction measures (e.g. two credit cards for the price of one) or by repositioning
existing products (new children savings accounts with free periodicals, toys, etc.). Table 3 shows the
various categories of products, and their relative ‘ newness' to the market and the percentage represented
by each category.

Table 3 New categories of products

High
New to world
products 10%
Newness Improvement of Additionto
to mark etexisting products — 26% existing products — 26%
Cost reduction — 11% Repositioning — 7%
Low

However careful abank isin carrying out its product development, there is no fail-proof methodology
and management must realise that despite all odds, some products may still fail. According to a recent
study, most organisations are now abl e to turn one of seven new productsinto successful ones, compared
with onein 58 in 1968. The failure rate is 20% for industrial products, 15%-20% for services and 40%
for consumer products. Some of the main reasons are given in Table 4.

Table4 Reasons for product failure

Failurereasons % of failure
Inadequate market analysis, e.g. failure 45
to define market, overestimating
Product defects 29
Lack of marketing effort, e.g. ineffective 25

positioning, poor pricing, weak promotion
Higher cost than anticipated 19

Competitors strength or reaction 17
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Despite all the precautions one has to take, new product development is the key to survival for banksin
the 21st century. A rich continuous source of new productsisimportant for adiversity of reasons such as
projecting a new aggressive or market-oriented image for a bank, achieving the bottomline sales and
profit objective, matching the competition, outflanking a strong competitor and utilising excess capacity.
Banksthat are committed to new ball game of product development usually organise thisfunctionin one
or more ways, i.e. product development department and product steering committee working in close
collaboration with the automation departments as well as user ‘front-line’ banking offices. Effective
product development is extremely important as statistics show that only 2% of new concepts ever reach
the commercialisation stage and about 65% of new products ever return a profit.

There have been numerous studies of the success rates of new products. All of them suggest that most
new products fail to achieve areasonable return for the business. Thefailurerateis particularly high for
consumer products. Typical studies suggest failure rates of 80 percent for consumer products, 30 percent
for industrial products and 20 percent for new services.

Most researchers believe that failurerates are likely to continue to increase. Factors causing thisinclude
the following:

. Shortening product life cycles

. Rising costs of developing new products

. Increasing environmental and consumer legislation
. More new products

. Increasingly segmented markets

. Declining profitability of brand followers

Thishigh and rising failure rate has three implications for management. First, new product development
needs to be carefully planned. Second, since many, or most, new product ideas will be weeded out
before the commercialisation stage, management needsto stimulatealarge pool of potential new products
from which afew winners may emerge. Finally, as risk taking, and consequently the acceptance of new
product failures, isfundamental to theinnovation process, management must look for waysto reducethe
cost of these failures. Fast response, minimising overheads and controlling investment are the means of
limiting these downside risks.

Considerabl e evidence exists on the causes of new product failure. None of the reasonsis surprising and
most of the problems can be avoided, or at least substantially reduced for afinancial institution.

Barrierstoinnovation

Successful innovators introduce many new products and achieve higher success rates. Both tasks are
related and neither is easy but many financial institutions have experienced barriers to innovation which
areidentified below.

0) Development too slow
Managers greatly underestimate the penalty for slow development. Today, with computing
technologieswidely available and short product life cycles, speed to market iscrucial. Banksthat
are slow to innovate usually end up with a high product development cost and achieve lower
prices. Late entrants rarely obtain a significant market share or achieve scale economies in
marketing.

Speed to market is generally more important than fine-tuning cost and quality. Recently, Mazda
of Japan decided to re-invest and re-engineer to develop new models from 3 yearsto a 1 year
cycle. A study by McKinsey suggests launching a product six months behind schedule will
reduce lifetime profits by one-third. In contrast, spending 30 percent over budget on development
will trim profits by only 2 percent (Table 5).
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Question 4

Table5 Impact of development problems on profitability

Decreasein lifetime profit (%)
Introduced 6 months late 315
Quality problems reducing prices by 10% 14.9
Product costs exceeded by 10% 38
Development programme cost overrun by 10% 2.3

(i)  Lack of differential advantage
Products fail when customers do not perceive them as better value than those they are currently
using. This may be due to inadequate functional performance. Alternatively, it may be due to
poor competitive positioning —customers do not perceive thereal val ues possessed by the product.
Such problems can be reduced by consumer research and testing.

(iii)  Poor Planning
New product development is so complex, fast moving and competitive that mistakeswill inevitably
occur if management does not put in appropriate systems. Poor planning results in markets not
being researched and segmented, targets and budgets not being set and monitored, positioning
strategies not being tested, product launches being inadequately implemented. Without proper
planning, theresult isinvariably failure.

(iv)  Nomanagement enthusiasm

Lack of management enthusiasm is another product killer. Management is often oriented to past
winners and see new projects as taking resources avay from the core business. Some traditional
banks have been marketing the too generic products and fear to take to risk of introducing new
products into unfamiliar grounds. A good exampleis, Phileo Allied Bank, who spearheaded into
themarket of stockbroking servicesand traditional banking to produce PAL-DIRECT, an unknown
territory for Malaysian bankersuntil late*90s. Many of today’s established banks arereluctant to
adopt the Internet because they know its development as a banking medium may cannibalise
their existing branches. Short-term is another factor handicapping many financial institutions.
Where management incentives and focus are on current profit performance, new product
development efforts are often sacrificed to boost short-term profits.

Themajority of candidatesdid well in this question.

@

Market research

Market research isthe function which linksthe customer and public to the marketer through information.
Market research serves the information needs of both operations and strategy devel opment. At its most
basic level, market research monitors current bank activities such as sales and market shares and provides
datafor eval uation operationsintheir usefulness and effectiveness. The advanced market research attempts
to assess future markets in terms of customer references and competitive actions. Decisions are then
made with the help of these data and applied in the market by adequate advertising, sales promotions,
personal selling and public awareness campaigns so that these activities are profitably directed.

The marketing manager should know enough about marketing research to help in the forming and the
interpretation of research results. If they do know about marketing research, they may obtain the wrong
information, accept the wrong conclusions and ultimately make the wrong decisions.

Defining the problem and the research objectivesis the first step. Unless the marketing manager knows
what is being looked for, he or she will not be able to find it. For example, the marketing manager may
want to know why the average bal ances of saving accountsisfalling or why the queue at the countersare
getting longer despite increasing the number of ATM machines at the banking hall.
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After the problem has been identified, the manager needs to set the research objectives. A marketing
research will have one of three types of objectives. The objective of exploratory research is to gather
preliminary information that will help define the problem and suggest hypotheses. The objective of
descriptive research isto describe things such as the market potential for a product or the demographics
and attitudes of consumers who buy the product. The objective of causal research is to test hypothesis
about the cause-and-effect relationships. For example, a 10 percent increase in commissions charged for
outward telegraphic transfer (TT) resultingin a20 percent fall inthe number of TT transactions. Marketing
managers may start with exploratory research and later follow with descriptive or causal research.

The second step of the marketing research process calls for determining the information needed and
developing a plan for gathering data efficiently. The plan outlines sources of existing data, advises the
specific research approaches, contact methods, sampling plansand instrumentsthat will be used to gather
new data. For example, the research might call for customer attitudes towards a new housing loan
scheme or customer perceptions of service quality with anincreased number of counter staff. The datato
be gathered can use two research approaches, face to face interviewswith customersor just by observing
the customers and their actions at the queue and when they exit the queue.

The third step calls for the research plan to be implemented. This involves collecting, processing and
analysing the data gathered. Data collected will have to be processed to reveal important facts and
information. Several statistical methods can be used to tabulate and interpret the data.

Finally, the information must be interpreted and conclusion drawn. The findings will be reported to
management who will take the appropriate action based on the information presented.

Purpose of Market Research
The main functions of market research should aid management in the following areas:

0] Market segmentation;

(i)  Evauation of marketing programmes;
(iii)  Measurement of results; and

(iv)  Decision making

The first function describes each market the bank is trying to serve. The common denominators that
are prevalent in marketing today are demographics, identifying customer’s wants, needs and desires in
terms of banking services, market segmentation and niche potential.

Define the Develop the |mplement Interpret
problem and research plan research plan and
research — o M— i) cOllecting  m— report
Objectives collection and "’(‘j”aatlgs' ng findings

Figure5 Marketing Research Process

The second function isto ascertain that the marketing programme satisfies customers' needs. Itisachieved
by testing products, concepts and advertising campaigns, prior to their introduction to the market. This
will aid in facilitating the management cycle of controlling performance against plans already in place,
solving problems that arise and in planning.

The third function is the measurement of the marketing results of the marketing efforts in
quantifiable terms through specialised studies that ook at the past, present (customer satisfaction, brand
image and product introduction measurement) and future (new product, new market, or new business-
opportunity studies). Marketing managers at banks must then conduct the necessary research (primary
and secondary) as well as develop a competitive intelligence databank. These will help to effectively
analyse the needs of customers, market trends and competitors position. The correct analysis of the
pertinent market information available is made and reported for management decision making.

Information or market research must be comprehensive, accurate and timely asthe saying goes“Analysis
by paralysis’. It will be redundant to develop an excellent on-line market research database if a bank
does not act on it but is bogged down by over-analysis and bureaucracy. In the economic meltdown
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(b)

situation as is being experienced by Malaysia, market research plays an ever increasing role to assist
banks to manage their businesses efficiently.

There are many research contact methods available and some of these which can be explored by afinancia
institution are identified as:

0]

(i)

(iii)

Question 5

Direct mailing

The mail questionnaires can be used to collect a large amount of data at a very low cost.
Respondents may give more honest answers to more personal questions on amail questionnaire
than to an unknown interviewer in person or over the phone. However, mail questionnaires are
not flexible. All respondents answer questionsin afixed order and the interviewer cannot adapt
the questionnaire based on earlier answers. Mail questionnaires take longer to complete and the
response rate (i.e. number of people returning the completed questionnaire) is usualy low. It is
also difficult to determine who fills out the questionnaire.

Telephone survey

Telephone interviewing is more costly per respondent than mail questionnaire. It suffersfrom the
same problem as mail questionnairein that people may not want to divulge alot of information to
the interviewer. There is also a bias in that the interviewer's manner of speech may affect the
respondent. Under time pressure and if the sample is large the telephone interviewer may cheat
by recording answers without an interview.

Personal and Group Interview

Personal interviewing is flexible and involves talking to people in shopping centres, officesor in
thestreets. Trained interviewers can hold arespondent’ s attention for along time. Theinterviewers
can guide the interview, explore issues and probe the situation’s demands. They can show the
respondents the actual products, advertisements and brochures and observe the reactions and
responses.

Group interviews consist of inviting six to 10 people to gather for a discussion on a product,
packaging or aservicewith atrained facilitator who will guide theinterview to the more pertinent
issues, i.e. through the focus group methodol ogy.

The choice of sample (i.e. the segment of the population selected for research) design requires
three known factors:

. Who isto be surveyed?

. How many people to survey?

. How should the people in the sample be chosen?

Some candidates mixed up the promotional mix with the marketing mix. However, for part (b),
the objectivesof apromotional mix, i.e. stimulating demand and enhancing afinancial institution’s
cor porate image was well-answered.

@

The promotional mix
This promotional mix (also called the communications mix) is made up of four major elements:

(i)

(ii)
(iii)
(iv)

Advertising;
Sales promotion;
Publicity; and
Personal selling

In most financial institutions, al four can contribute to turnover, but a decision has to be made as to
whereto place the emphasis. Thisdecision is made at the planning stage. In addition, it isimportant that
the elements of the promotional mix work together to achieve the bank’s objectives, and an important
planning task of management is the co-ordination of promotional activities.



16|

Marketing Of Financial Services

Several factorsinfluence the planning decision asto where to place the emphasi s within the promotional
mix. In some financial institutions, the emphasisis placed on the sales force with most, if not al, of the
promotional budget being devoted to this element of the mix. In others, advertising or sales promotions
are seen as being much more efficient and productive than personal selling. Perhaps the most striking
aspect of the various promotional tools is the extent to which they can be substituted, one for another.
Financial institutions within the same industry differ in where they place the promotional
emphasis. Thismakesit dangerousto be specific about devel oping the promotional mix within anindustry.
Asaguide, however, some of the more important factors influencing this decision are outlined below.

0]

(i)

(iii)

Type of market

In general, advertising and sales promotion play a more important role in the marketing of retail
banking whereas personal selling plays an important part for corporate banking services. The
reasons for this stem from the differences between corporate and consumer marketing. Despite
this, it isamistaketo conclude, asis often done, that advertising does not have aroleto play inthe
marketing of corporate banking products. Indeed, the potential contribution of advertising isoften
mistakenly underval ued by the senior management and discounted as awaste of val uable company
resources.

Stagesin the buying process

It was suggested that for both corporate banking and retail banking, it is useful to consider the
stages which the prospective purchaser passes through en route to making a purchase decision.
Although there are a number of ways in which this process may be conceptualised, essentialy it
consists of the potential purchaser moving from aposition of being unaware of acompany and/or
its products, through to being convinced that the products or services of this company are the
most appropriate to the buyer’s needs. The sequentia nature of this processis shown in Figure 6.

Unawareness

Awareness

v

Comprehension

v

Conviction

h 4

Purchase

Figure 6 Sagesin the buying process for banking services

Evidence suggests that, for a given outlay, advertising and publicity are more effective in the
earlier stages of moving potential purchasers through from unawareness to comprehension.
Personal selling, onthe other hand, ismore cost effective than other forms of promotional activity
at the conviction and purchase stages. Thisisnot to suggest that ‘ cold-calling’ is not an important
areaof activity, however, aswe shall seelater, such‘ cold-calling’ isrendered much more effective
if the customer is already aware of your company and its products through advertisement,
promotions, press publicity, or even through ‘word of mouth’ recommendations.

Push versus pull strategies

One of the most important determinantsin the choice of promaotional mix isthe extent towhich a
financial institution decides to concentrate its effortsin terms of its channels of distribution. This
can perhaps be best illustrated if we contrast a push strategy with that of apull strategy.

. A push strategy is where the focus of marketing effort is aimed at pushing the product
through the channel of distribution. In general, a push strategy entails a much greater
emphasis on personal selling and trade promotion within the promotional mix.
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(b)

(iv)

. A pull strategy relies much more heavily on advertising to promote the product to the
final consumer. The essence of this approach is based on the notion that if sufficient
consumer demands can be generated for a product, this will result in consumers asking
banks for the product. In this way the product is ‘pulled’ through the channel by creating
consumer demand via aggressive advertising.

Stagesin the product life-cycle

Again, there are some evidenceto suggest that the different promotional toolsvary intheir relative
effectiveness over the various stages of this cycle. In general, advertising and sales promotions
are most effective in the introduction and growth stages of the life-cycle, whereas it is suggested
that the emphasis on personal selling needs to increase as the market matures and eventualy
declines. Needless to say, although there is no doubt that the stage of the product life-cycle does
influence the choice of marketing strategy, great care should betaken in eval uating the consequences
of thisinfluencefor sales strategies asthese promotional mix consumes much of abank’sresources
both financially as well asin terms of manpower.

Promational planning

Planning the promotional efforts calls for much more than simply devel oping advertising campaigns. As
thefinancial servicessector becomesincreasingly competitive, and expenditure on promotions, particularly
advertising, increases, effective communications will require a systematic and planned approach to
promotional activity. The stages of promotional planning are outlined in Figure 7.

Objectives

Target audience

M essage content

Budget

Promotion mix

Advertising Publicity Promotions | Personal selling

Figure 7 Promotions planning

In most instances, the desired outcome of any promotional strategy is to increase sales of a product,
however, as mentioned earlier, an increasing number of promotional campaigns are targeted at creating,
reinforcing or changing an organisation’s image in relation to specific groups.

The two key objectives for undertaking a promotion campaign:

0]

Stimulating demand

Promotional campaigns aimed at stimulating demand from final consumers will have, as their
ultimate objective, anincreasein sales. However, given the complexity of the consumer’sdecision
process, it is not sufficient ssimply to identify and increase in sales as an objective. In developing
promotions, it is important to be aware of the stage in the buying process which characterises
consumers.
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(i)

Corporateimage

Promotional campaignsin thefinancial services sector areincreasingly being directed at corporate
image. Recognising the problems of product intangibility hasled many organisationsto view the
development of a positive image with society in general as being important in establishing brand
loyalty and devel oping some intangible representation of the intangible product. The importance
of image demonstrated in Standard Chartered Bank corporate image of “BIG, STRONG AND
FRIENDLY"” in the 80's, OCBC's “Solid as a Rock” and Arab Malaysia Finance Berhad using
the mascot of the“Camel” image in its corporate advertisement. For the financial services sector
in general, Ennew et al (1989) found that most organisations placed greater emphasis on image,
an orientated promotion. An additional advantage of thisapproach inrelation to financial services
is that it eases the burden imposed by the BAFIA in relation to information requirements of
advertisements.



