CHAPTER TWELVE

MANAGING COMMUNICATION

The single biggest problem i conmnication is the illusion that it has taken place.

—George Bernard Shaw, playwright
cofounder, London School of Economics

ommunication aims to inform the market— customers, collaborators, company
%_ stakeholders, competitors, and society in general—about the specifics of a
smpany’s offering. The main aspects of developing and managing a communica-
» campaign are the focus of this chapter.

STView

unication is the most visible component of an offering’s marketing mix. Thou-
2= of companies spend millions of dollars each year to advise buyers about the
2 ility of their offerings, explain the benefits of these offerings, spread the word
#wwt price cuts, and promote product and corporate brands. In the words of Leo Bur-
the founder of Leo Burnett advertising agency, Advertising says to people, “Here’s
# we ve got. Here's what it will do for you. Here’s how to get it.”

During the past decades there have been significant changes in the way com-
design and manage communication. One of the most important changes is

e evolution of the traditional forms of communication from mass media formats,
@ iuding television and print, to one-on-one communication. Another important
Whange involves the switch from company-driven communication to customer-
Wven social media interactions, whereby customers receive an increasing amount
mformation about the available offerings not from the companies but from other
stomers. These changes add an extra layer of complexity to the task of effectively
“memaging communication, highlighting the importance of using a systematic ap-
gwoach to designing and implementing a communication campaign.
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160 PART THREE MARKETING TACTICS

Advertising cost
GRP

Cost Per Thousand (CPM): Measure used to represent the cost of a communication
campaign. CPM is the cost of reaching 1,000 individuals or households with an adver-
tising message in a given medium (M is the Roman numeral for 1,000). For example, a
television commercial that costs $200,000 to air and reaches 10M viewers has a CPM of
$20. The popularity of CPM derives in part from its being a good comparative measure
of advertising efficiency across different media (e.g., television, print, and Internet).

CPP =

Advertising cost

CPM = 1,000

Total impressions
Gross Rating Point (GRP): A measure of the total volume of advertising delivery to the
target audience. It is equal to the percent of the population reached times the frequency
of exposure. To illustrate, if a given advertisement reaches 60% of the households with
an average frequency of three times, then the GRP of the media is equal to 180. GRP can
also be calculated by dividing gross impressions by the size of the total audience. A
single GRP represents 1% of the total audience in a given region.

GRP = Reach - Frequency
Impression: A single exposure of an advertisement to one person.
Infomercial: A long-format television commercial, typically five minutes or longer.

Institutional Advertising: Advertising strategy designed to build goodwill or an image
for an organization (rather than to promote specific offerings).

Integrated Marketing Communication (IMC): An approach to designing marketing
communication programs that emphasizes the importance of consistency in all commu-
nication activities. In particular, this approach calls for consistency on at least three
levels: strategic, tactical, and internal. Strategic consistency implies coordination among
the different aspects of the communication campaign and the elements of the offering’s
overall marketing strategy. Tactical consistency implies coordination among communica-
tion and the other elements of the marketing mix to keep an offering’s message con-
sistent with the perceived product and service benefits, brand image, price, incentives,
and distribution channel. Internal consistency implies that the message, media, creative
solution, implementation, and control metrics evaluating the success of the campaign
need to be consistent with the communication goal as well as in and of themselves. The
concept of internal consistency can also be applied with respect to the different media
types (e.g., advertising, public relations, and direct marketing) to ensure that they work
in a coordinated fashion rather than independently of one another.

Net Promoter Score: A popular metric designed to measure customers’ word of mouth
about a company and/or its products.' The basic idea is fairly simple: A company’s
current and potential customers are asked to indicate the likelihood that they will rec-
ommend the company and/or its products to another person (e.g., “How likely is it that
vou would recommend this company to a friend or colleague?”). Responses are typical-
ly scored on a 0-10 scale, with 0 meaning extremely unlikely and 10 meaning extremely
likely. Based on their responses, customers are divided into one of three categories:
promoters (those with ratings of 9 or 10), passives (those with ratings of 7 or 8), and
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CHAPTER 12 MANAGING COMMUNICATION 161

detractors (those with ratings of 6 or lower). The net promoter score is then calculated
as the difference between the percentage of a company’s promoters and detractors. For
example, if 40% of a company’s customers are classified as promoters and 25% are clas-
sified as detractors, the company’s net promoter score is 15%.

Point-of-Purchase Advertising: Promotional materials displayed at the point of pur-
chase (e.g., in a retail store).

Public Service Announcement (PSA): Nonprofit advertising that uses free space or
time donated by the media.

Reminder Advertising: Advertising strategy designed to maintain awareness and
stimulate repurchase of an already established offering.

Share of Voice: A company’s communication expenditures relative to those of the en-
tire product category.

An offering's communication expenditures

Share of voice = — :
Product category's communication expenditures

Target Rating Point (TRP): A measure of the total volume of advertising delivery to the
target audience. TRP is similar to GRP, but its calculation involves using only the target
audience (rather than the total audience watching the program) as the base. Thus, a
single TRP represents 1% of the targeted viewers in any particular region.

Teaser Advertising: Communication strategy designed to create interest in an offering
while providing little or no information about it.

Top-of-Mind Awareness: The first brand identified by respondents when asked to list
brands in a given product category.

Wearout: A decrease in the effectiveness of a communication campaign from decreased
consumer interest in the message, often resulting from repetition.
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