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Success in business involves a variety of factors.  A great product or service to offer 

consumers is the foundation for a profitable organization.   Informing consumers what the 

company has to offer is also very important.  Kotler & Keller, in textbook Marketing 

Management, advise that companies need to consistently put in an effort “to improve their 

products, services, and marketing”  (quote from Kotler & Keller. 2012).  The quality of the 

products, as well as the constant communication about the benefits, need to both be considered 

immensely, but the question of which matters most is one of debate.  Marketing Management 

informs that constantly “striving to improve their products, services, and marketing” (quote from 

Kotler & Keller. 2012) contributes immensely to the success of long standing well-known 

companies, such as Coca-Cola and Campbell Soup (Kotler & Keller. 2012). 

Although advertising and marketing are of great significance for business success, 

providing an exceptional product is critical. Companies need superior products to stay in 

business.  If the promise presented by the marketing program is not delivered, consumers will 

eventually turn elsewhere.  According to Marketing Management, “A brand promise is the 

marketer’s vision of what the brand must be and do for consumers” (quote from Kotler & Keller. 

2012).  These authors also advise that sometimes the marketing message is the source of the 

problem, because it fails to deliver on the brand promise (Kotler & Keller. 2012).  In that regard, 

if what a company says it can do turns out to not measure up and the product is not as strong as 

the marketing message, it will have a negative impact on the business. 

Kotler & Keller stress how customers form opinions about brands in a variety of ways.  

“Contacts and touch points: personal observation and use, word of mouth, interactions with 

company personnel, online or telephone experiences, and payment transactions” (quote from 

Kotler & Keller. 2012) all contribute to the overall brand message, per this resource. It is critical 
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that the company products mirror the marketing message, or customers will become disillusioned 

and look elsewhere for what they believe will better serve their needs. 

Marketing Management informs about how Old Spice overcame competition, especially 

that concerning Axe products by Unilver, with new product development.  Their advertisement 

highlighted the benefits of the brand’s experience, such as the promise of product line Ever Clear 

to provide “protection of a dry solid without the uncomfortable waxy residue” (quote from 

Kotler & Keller. 2012). As this example demonstrates, marketing is important, but only if there 

is a product to concur with the marketing message being advertised.  

 Marketing expert Duane Knapp stresses the importance of presenting the perception of 

being distinctive in regards to branding in his videos (Knapp. Sec: Video. 2013). He advises, in 

The Brand Promise video, companies must really care about customer’s feelings and concerns, 

offer a distinctive image, and ensure they are delivering what they promise (Knapp. Sec: Video. 

2013).  In that regard, the service offered is clearly more important than the marketing message. 

A quote in Introduction to Duane Knapp and Brand Strategy, Inc. by Duane Knapp informs that 

“genuine brands like Lexus and Starbucks are possessed to know what their customers and 

consumers are thinking all the time” (quote from Knapp. Sec: Video. 2013). 

Another example of a company mentioned by Kotler & Keller that is doing  
 
quite well, mainly due to stellar service, is Virgin America.  According to Marketing  
 
 Management, Virgin America is an “award- winning airline that passengers adore and that  
 
makes money” (quote from Kotler & Keller. 2012). This company offers such a fantastic  
 
travel experience that customers have communicated,  “they actually wished  
 
their flights lasted longer!”(quote from Kotler & Keller. 2012), according to information in  
 
Marketing Strategies. Extraordinary customer feedback, including favorable word of mouth  
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testimonials, has greatly helped the success of Virgin America.  In this case, the outstanding  
 
service was driving their marketing message with minimal marketing effort by the company. 
 
 According to Kotler & Keller, in Marketing Management, “The Olive Garden has  
 
become the second-largest casual dining restaurant chain in the United States” (quote from  
 
Kotler & Keller. 2012).  This resource discusses the extensive effort and great lengths that the  

Olive Garden embraces to ensure their brand promise is presented to customers in every way  
 
possible.  The Olive Garden sends restaurant personnel to Italy to learn the culture, offers  
 
employees training in Italian cooking and wine knowledge, and remodels restaurants to  
 
look like Tuscan farmhouses (Kotler & Keller. 2012).  The success enjoyed by the Olive Garden  

indicates that the investment and time spent to deliver what the marketing message portrays does  

pay off. This example also demonstrates the importance of the quality of product and customer  
 
experience. 
 
 Marketing Management discussed Harley-Davidson as a company that has  
 
been in danger of bankruptcy twice, but currently is “one of the most recognized motor  
 
vehicle brands in the world” (quote from Kotler & Keller. 2012).  Kotler & Keller cite  
 
the reason for issues with sales for Harley Davidson as problems related to product  
 
quality.  They also advise that improving the manufacturing process was a step in  
 
revitalizing their brand after times of company struggles.  Additionally, the marketing  
 
efforts such website improvement and promotion of charity rides and other bike events  
 
helped Harley in recovering their company image.  In that regard, communication about  
 
the value that Harley Davidson can offer customers is the key. 

It is clear that magnificent company success can be achieved by fantastic  
 
marketing.   Although advertising can contribute to success, a mistake is for companies to put  
 
too much emphasis on saying how great their products or service is at the expense of actually  
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delivering.  There needs to be a balance of providing excellent products as well as  
 
successfully communicating to the right target audience what a company has to offer. 
 
If a brand focuses on providing the best product possible, that quality will facilitate their  
 
marketing effort.  Consumers will remain loyal to companies that deliver on their brand  
 
promises. Positive word of mouth from customers, especially with the power of social  
 
media, is critical. If sufficient concern is put into providing an excellent product, there is less  
 
effort needed for promoting the brand.   
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