YuZuTang Marketing Communication Plan

Marketing communication plan
Chinese Wellness Centre in The Hague
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1 introduction

Assignment provider

YuZuTang is a traditional Chinese massage wellness centre, located in the southern provinces of China. Since 1997, YuZuTang has successfully developed its own franchise system and this system has been franchised over 100 stores in China. In 2009, YuZuTang would like to enter the European market and sell products and services internationally. 

The European market is completely new to YuZuTang, although it has considerable franchising experience in China. There are many massage stores in the Netherlands; Chinese massage is not a new concept to Dutch citizens, but YuZuTang would like to bring a new image of Chinese traditional massage to the Dutch market.

There are many problems they should concern before YuZuTang promotes itself for the first time in the Netherlands, because the current massage market has many issues for investor, such as lack of a quality control system, the illegal sex industry. This research report will explore how YuZuTang should promote themselves efficiently to local Dutch citizens, mainly in the Hague.
Central question

How should YuZuTang promote itself in the Dutch market?                                                                                 In order to find the answer of the main research question, the following sub-questions were compiled:
Sub Questions 

1. Who are the primary target group of the YuZuTang?
2. What is the general perception of Chinese massage by Dutch people?
3. What kind of barriers will YuZuTang meet?

4. What is the current massage industry situation in the Hague area?

5. Who are the competitors in this business?

6. What could be the reasons for customers going to YuZuTang?

7. What needs to be changed to increase market opportunity?

Research objectives
1. To identify the target customers of the YuZuTang Health Centre

2. To develop a practical communication plan

2. Justification of research methods
To answer the central question, the following research methods are used:
· Questionnaire
Questionnaires  are administrated to collect target customers` opinions about the local massage industry, for example, What they need, how they perceive massage, what the problems are for them, and their attitude to health care ,etc.  More importantly, opinions about Chinese massage. The questionnaire has both a printed and an online version. 
· Desk research

From the beginning to the end of the research, desk research has been used. Information has been collected by primary research, such as documents, news, websites etc. 
· Interview 
Interviews with target group, for example, with people who experienced massage before. They gave useful opinions and stories about their experiences. Besides, Interview with the YuZuTang European store manager has been conducted to gather information for company situation analysis.
3. Situation analysis of YuZuTang
Taking a look at the general environment of the company is very vital for making communication plan. In this chapter, both the external situation and the internal situation will be analyzed.
3.1 Internal analysis 

The internal analysis provides you with insight into the functioning of the organisation. (Vos, Otte & Linders, 2003, p.29)
Organization 
YuZuTang group is one of the top service providers of the Chinese wellness industry. It has established a great business network all over the eastern area of China. It is growing in such popularity among Chinese citizens. Currently, it has over 100 traditional wellness stores, and employs over 15,000 masseurs.  In order to develop its international business in the future, YuZuTang has got ISO9000 certification which has approved by Technischer Überwachungs-Verein, it is a German organization that works to validate the safety of products of all kinds to protect humans and the environment against hazards. (TÜV SÜD website, 2009)
The manager of the YuZuTang  the Hague store  Ms. Sun explained the reason why YuZuTang group wants to penetrate  into the Dutch market, “As required by European middle-aged and senior people, we are aware of the great market potentials of health method in Europe. Health care pushing therapy also abstracts the attention of consumer group in Europe as ancient technique.” And more importantly “This industry gives priority to private-owned organs or small organs without brand, which provides broad development space for large chain organs and has huge investment attraction.” 

With over ten years` business experience in China, YuZuTang wants to take a chance and develop its business in Europe. The YuZuTang Dutch office locates in one of the big cities—the Hague, a city which is full of business opportunities.  There is a small team for the grand opening preparation at the end of 2009 or at the beginning of 2010. The team includes one store manager, three shareholders and one business assistant.
Although YuZuTang is experienced in massage business, the Dutch market is very new to the company, That`s why a brand new marketing communication plan is needed. 
Its memorable phrase as slogan is: Better health, Better life
Product
The Chinese massage originated from 5,000 years ago. The concepts are based on healing by stimulating the acupuncture points of the principle of reflexology. YuZuTang has transformed the ancient massage into the modern massage. The services are more customized according to the requirements of the customers. For example, the treatment combines foot massage pressure points and Chinese herbal medicine. 
There are mainly two categories of the YuZuTang products. The first one is the massage: more and more people have to suffer from chronic diseases, such as pain in the neck, head, back and even depression in mind. For those customers, there are therapeutic products for reducing the pain and temporarily reduced blood pressure, heart rate, and state anxiety.  For example, Gua Sha treatment, it can treat headache effectively. Besides, more customized products are developed .A special kidney treatment could be a good choice for people who have been drinking too much, especially for male. For women who are pregnant, there is treatment will help them with reducing the waist pressure and the anxiety. 
Apart from massage, YuZuTang has cooperated with pharmaceutical factory and manufactured its own herbal products for foot massage. They are named after YuZuTang, and the products include, such as, the foot bath salt, the shoe pads, the massage cream and shampoo, etc. 
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Samples
Investing in the European market, YuZuTang wants to offer customers not only physical treatments but also create a traditional atmosphere.
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Personnel

YuZuTang`s masseurs are strictly trained through a training system in China. Each masseur needs to take 9-month course, which includes a basic course and 3-month traineeship before she or he could start working. A trainee needs to pass the qualification examination to get the job in YuZuTang. For the first store in the Dutch market, 5 or 7 masseurs who will be specially trained for the first European store. They are all Chinese employees who can speak English. In order to fully understand the Dutch market, the management team will hire local Dutch employees to join the administration team, such as sales representative, and store representative for daily business.
According to the interview with Ms. Sun, currently there is a VISA problem for the foreign employee. The VISA procedure takes longer than it is expected.
Mission statement

Supplying a pure natural feeling for customers and aiming to create a healthy leisure space for customers 
3.2 External Analysis

An organization could not control but to influence various public groups such as consumers, competitors, shareholders, pressure groups and the media. Meanwhile social factors like economy, demography, general environment and culture will certainly influence an organization’s development. The macro-environment explains the development trends within the society. (Vos et al, 2003, pp.30-32)
In this chapter, there are several factors are mentioned that will influence the marketing communication direction and process. 
Meso- environment
Customer perception
In order to create a practical strategy that could be implemented by the company, a survey is administrated. First, two people were interviewed. They are Dutch citizens who have experienced with TCM (traditional Chinese massage). Besides, some printed questionnaires and online questionnaires have been handed to targeted groups.
Results of Preliminary Interviews

Two interviewees both have experienced with traditional Chinese massage. When Mr. Ronald was in China, and he went to a wellness store in which he found it is very different from the Dutch massage store. He found that the wellness store gave him a new perception of traditional Chinese massage. The massage store is not only for massages, but at the same time he felt “in a hotel and a restaurant”. The massage, which Mr. Ronald had in China, has been modified and modernized according to the Chinese market demand.  It has also absorbed ideas from western medicine.  In the Netherlands, he used to go to the local massage store for a medical treatment. 
In western countries, most of the people will ask traditional Chinese massage for help when they have healthy problems, such as Ms. Bortslap. She took physical treatments as most people do. She perceives the Chinese massage as a medical treatment, and also Mr. Ronald has the same perception of the local massage store.  The result shows that the image of TCM is closely connected with medical and functional treatment among the local customers.
Questionnaires
In this part, in order to describe the customer’s opinion about the Chinese massage and massage industry, Bernstein’s Spin Web Methodology will be used. Bernstein’s Spin Web Methodology (1986) is used in order to measure corporate identity and desired identity of the company (Herle & Rustema, 2005, p.102). 
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Question 12 ,the spin web reflects the customers` perception of the Chinese massage. There are two factors: the service quality and  the masseur quality should be improved. 
From the questionnaire result (appendix, p.51), most of the people have experienced massage such as Foot reflex zone massage, shoulder and back massage. There are several reasons why people seek those massages. First of all, most of people go to massage because massage can be a wonderful experience for deep relaxation. Besides, massage provides significant reduction in back pain, for example, overworked, overwhelmed, spaced-out feeling. The number of people, who choose massage because it is calming emotions, is high as well. The main reason people did not have regular massage or bodywork was because of no time.
 YuZuTang massage has great potential to attract target groups, according to the question no.6 result, 4 out of 10 massages have be chosen. Those are Full body massage, Relaxation massage with full services, Wellness Treatments, Foot reflex zone massage. (Appendix, p.63)
For promotion activities, several points should be mentioned in marketing material (question no.7). First information is the price.  On average, massage therapy will cost approximately 1 euro per minute of time spent, whether that is chair massage or an actual full body massage at a clinic, office or spa. Secondly, more products maybe arouse more interests and curiosity of the customers. After that, some people will consider the location of the store, although it is really hard to change.
In which way the target groups want to be informed. Most of the people, about 36% of interviewees, would like to be informed by the internet, such as by visiting a website. Then 32% of interviewees would like to be informed by reading shop flyers or a commercial magazine, for example, Elle, COSMOGIRL, etc.  
Question 9, 10, 11, The Chinese massage has great related to the healthy treatment at this point, 85% of interviewees agree with that. Among those people who are not very familiar with the Chinese massage, the number of people that believes in alternative treatments is quite high.

Market trend
Massage is a kind of relaxation, widely accepted by the broad masses of the people, for example, people can find massage service in a beauty salon. On the other hand, modern medical treatments sometimes are not quite suitable for every medical condition.  That is why massage has been taken as alternative treatments when people have something as common as a headache or for someone who suffers from pain in the back. People maybe decide to go with an alternative treatment instead of medical therapy that gives them the opportunity to treat their discomfort in a more natural way.
This part describes that how well the Dutch citizens use the massage and what the current situation is. The Dutch medical system supplies adequately facilities and institutions for the citizens when they have healthy problems. There are many choices, for example, such as contacting dentist, hospital, medical specialist, and health centre or alternative treatments. The massage belongs to the alternative treatments category. 
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Use of medical facilities in 2008 (CBS Web site, 2009)
Graph above explanation: The red column represents the usage of the alternative healers, includes homeopaths, acupuncturists, natural healers, magnetizers, paranormal healers and other alternative healers. 7.2 % of the respondents contacted and used the alternative healers at least once in 2008.
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Use of alternative healers (CBS website, 2009)
 “Alternative healers” development

The chart above depicts the development over last 10 years in this section. People who used alternative healers have been categorized by gender and age. Base on the gender, women experienced more than men. Besides, the number of the female user increases nearly 1.2 % over last 10 years. The information is also categorized by 4 different age groups (0-19, 20-44, 45-64, 65 or older). The alternative healers are used by all age groups, but they are more popular among the people who are ranging from 45 to 64 years old. Generally speaking, the total number of the people, who is using the alternative healers, is increasing slightly over last decade.  
Market situation/Competition
In the region of the Hague, there are two companies which supply some products same as YuZuTang. The Netherlands Yeahcome TCM (traditional Chinese medicine) Physiotherapy Centre, it offers medical health care massage services, such as Tuina, acupuncture, traditional Chinese medicine, consultation and massage training. Another one is Medical Center Balans, it offers the integrated western and Chinese medicine, acupuncture and medical herbs. (Municipality of the Hague, 2009, p.42) Overall, both of them are running business as a medical clinic.
Besides, the situation of the massage industry in the region of the Hague should be consulted as well. For example, a massage store which does not supply the Chinese massage, but probably offers other massages as business.
As developing of the digital information, people can check information by using internet. In the region of the Hague, there are over 100 massage stores. Among 105 registered massage stores, 61 stores have online websites.
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(Goudengids website, 2009)
Among those 61 websites, 77% of them are valid. Customers can reach them by emails, or check the services and price list online.
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Product categories
Which kinds of products are they offering for their customers in general? 
Seeing from the chart above, the popular product list includes: Chair massage, Hot stone massage, foot massage, sport massage, pregnant massage, Shiatsu, it is traditional hands-on therapy originating in Japan. And Reiki is spiritual therapy which patients believe they can be healed by energy. Others, for example, include Chinese acupuncture, Aqua massage, aroma therapy, Thai massage.
We can see that the chair massage is served the most by the local stores, which is a fast and flexible way of introducing massage therapy in public places especially for people who are busy.
Base on the website information, some massage stores are quite small with only one masseur himself or herself. 
Government

YuZuTang wants to hire masseurs from the general headquarter in China, because it has its own training course over there.  There are many requirements need to be fulfilled according to the Dutch immigration laws. Generally speaking, you can only bring a foreign employee to the Netherlands as a highly skilled migrant or as a scientific researcher. For example, if a graduate finds a post immediately after graduating (without making use of the 1-year period) and this fulfils the annual salary requirement of € 25,800(year 2009), he may submit an application for a change in the purpose of residence to that of a highly skilled migrant. (IND website, 2006)
As a masseur, the Dutch government department – UWV which performs as an independent administrative body, does not take it as highly skilled education. Plus, some popular training schools in the Netherlands, such ROC, Mondrian and NTI, they are all business training oriented education institutions. Massage course is belonged to the sector of Hobby and free time course (NTI website, 2009). For applying visa for those Chinese masseurs, it could be a quite problem for the YuZutang group. Fortunately, the municipality of the Hague has set up a working team for helping foreign companies particularly for small- and medium-sized companies. The Company Desk (BedrijvenBalie) informs those companies start-up companies about municipal procedures which they will have to go through and assists in making everything goes smoothly. The services of the Company desk are free of charge. (Gemeente denhaag, 2009) 

Labor market
The qualified masseurs are quite necessary. Schools or institutions, which have been qualified to offer massage course, play a very important role for this industry in the future. The quality of the course will influence the quality of the practitioners. 
In the Netherlands, there are research universities (universiteiten; WO) and universities of professional education (hogescholen; HBO).Besides, a lot of schools or institutions offer so many vocational training courses (Beroepsopleidingen),such as , tourism, catering, ICT, etc.  
NTI is an institution which is authorized by the Netherlands Minister of Education; it has over 350 courses, from short training course to master education. 
NTI (NTI website, 2009) massage course structure:
The course has a thoughtful structure: starting with the back, an area of the body to gain maximum benefit from the massage. Special attention is paid to self-massage. Self Massage has the practical advantage that it almost can be implemented anywhere. The course is clearly indicated when you just do not need someone to massage, for example if someone is not willing to, or because of migraine or heart problems.
In the course also included a pratical traineeship in a clinic. During the traineeship, the basic techniques will be practiced under the guidance of an expert physiotherapist. The clinic is located in Leiden.
Dutch original text:“ De cursus heeft een doordachte opbouw: begonnen wordt met de rug, een gebied van het lichaam dat maximaal profiteert van massage. Speciale aandacht is er voor zelfmassage. Zelfmassage heeft als praktisch voordeel dat het bijna altijd en overal kan worden uitgevoerd. In de cursus wordt duidelijk aangegeven wanneer u iemand juist niet moet masseren, bijvoorbeeld als iemand onwel is, of migraine of hartproblemen heeft.

Bij de cursus is ook een praktijkdag inbegrepen. Tijdens de praktijkdag worden de basistechnieken geoefend, onder de deskundige begeleiding van een fysiotherapeut. De praktijkdag zal, onder voorbehoud, plaatsvinden in Leiden.”
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Study schedule (NTI website, 2009)
The other educational institution, ROC also offers the same massage course. To hire local massagists, it is quite difficult because the biggest problem is that the local massage course is easy and general. Relatively speaking, it is far behind the level of professional Chinese massage training in China, and it can not reach the requirements of the YuZuTang. If YuZuTang needs to hire local masseurs, those masseurs need to take extra training courses for some specialized products before they start the job. It will take more time and money. 
Macro-environment
This part includes the information of the Dutch household income and the demography. These two factors will identify the target groups and show the possibility of the future market growth due to the population change. The part of social factor is also included; it reveals the existing problems and media perception about the Chinese massage industry in the Netherlands.
Household income

The income of each household will influence the way of individual consumption and the buying power. More money they earn more extra money they consume. Gross household income varies widely and also depends on the age of the main breadwinner. With 17.3 thousand euro, young households (under the age of 25) had the lowest gross incomes. Main breadwinners aged between 45 and 65 accounted for the highest household incomes averaging 62.3 thousand euro. This is more than twice the gross income of over 65 households. (CBS website, 2009)
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Gross income, 2005 - Average income Dutch household approximately 50 thousand euro
(CBS website, 2009)
Demography

This part shows the demographic features of the Dutch population, the picture below shows the Dutch population pyramid. It explains that the distribution of various age groups in a population. 
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In 2009, the large proportion of the Dutch citizens is over 30 years old. The proportion of the male and the female is quite even. (CBS website, 2009)
The picture below is a forecast population in 2050. It shows that the Dutch population is ageing in next few decades. One of the signs for entering ageing society is the birth rate keeps stable or decline, because at some point, the adults realize they do not require so many children to be born to ensure a comfortable old age. (W. Thompson. 2003. p. 939-940)

 Another sign is that the population structure becomes more like an elongated balloon. (Picture below: stage 3 and 4).  You can find both signs in the picture of forecast 2050 
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The Dutch Population forecast in 2050   (CBS website, 2009) 
There are 4 big cities, where have the most population density. they are Amsterdam, Rotterdam, The Hague and Utrecht.
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The Hague is the third city in the Netherlands after Amsterdam and Rotterdam, with a population of 485,818 
(Nidi website, 2009)
Social factors 
The biggest difference between massage industry and other service industries is that the massage requires physical contact.  Furthermore, a private room is necessary for protecting the privacy of the customer.
Due to the negligence of the effective management and many owners are money oriented, many massage stores take a risk for doing underground business – the prostitution. Massage salon is a hotbed for the illegal prostitution.
Recent years, relevant departments have noticed these problems. Media has done many researches about this case. In 2007, TROUW reported this problem about illegal prostitution in Chinese massage salon in the Hague. Many female victims told their stories in the report.  After 2 years, this problem still exists and the scope of the illegal prostitution is extending in many cities, the municipality of Amsterdam had to cooperate with police to solve this problem in 2009.
Articles are included:
Sex under the guise of massage (Trouw, 2007)
Illegal sex in Chinese salons in the Wallen (Trouw, 2007)
Illegal prostitution in massage salons (Nu.nl, 2009) 
3.3 SWOT analysis

SWOT analysis is often used to identify the strengths and weaknesses within an organization and also its external opportunities and threats. It is necessary for an organization to understand what factors need to be paid attention to work on. 
	Internal
	Strengths
	Weaknesses

	
	· standard franchising system
· High product quality provided by licensed masseurs
· Cooperation with local investigators
· Shop is located in one of the biggest cities
· A shop with a brand and would like to promote the brand. 

	· new in the Dutch market  and have no experience 
· No existing communication plan

· Lack of local working staff with qualified training 

· Lack of communication with local government




	external
	opportunities
	threats

	
	· Increasing health awareness
· Focusing on more types of customers, e.g. women, white-collar, etc.
· No similar business competitor
· population of target groups is increasing

· Alternative healing is in growing demand for all age groups


	· Chinese alternative medical care is still relatively new concept in western world.( Betere integratie acupunctuur in de zorg, NPVA.nl)
· Strict government policies for hiring foreign employees
· Culture differences
· Stable market share
· Consumption habit

· Negative industry scandals in history
· Language barrier between Dutch customers and Chinese masseurs  


Situation Conclusion:
After the situation analysis, you can see the market share of the alternative healer is quite small. At the moment, there is no single company which can be classified as having the majority of the market or having much public awareness. The main competition would therefore consist of companies operating within the Hague area. The competition tends to be composition of small shops, offering basic health care such as foot and whole-body massage treatment, and limited investment and no much thought put on image position. The result of the questionnaire also tells that the traditional Chinese massage gives therapeutic or professional image for most of the respondents. Some of them also are lack of information and have stereotyped impression, considering it as health treatment.

Special store (competitors), such as beauty salon or wellness center tends to extend its service by offering other medical treatments in order to broaden the scope of potential customers who are looking for various type of “health support”. For example, hot stone therapy, shiatsu, reiki, energy balance massage, etc.  
Overall, most of the people consider the traditional Chinese massage as a treatment. It is good perception for a medical store, but for YuZuTang group, a company who would like to offer more than just the medical treatment, this perception could be an obstacle for the future business. In another word, if the company wants to explore the local market, they need to consider its product position. 
4 communication analysis 
Target groups

There are 2 types of target groups; one is the communication target group which is different from the marketing target group. 
However, in order to communicate with target groups in general, the primary target group firstly needs to be determined. By communicating with them, you can solve the most common problems; they could be the ultimate target groups, for example, the clients. And they could also be the intermediate target groups such as opinion leaders or the media. (Vos et al., 2003, p.57) The primary target group of the YuZuTang is the clients and the second target group is the Media. 
In order to find out more information about the clients, they can be segmented as table below:  The segmentation of the market can take place in various manners. There are different levels, each having different variables. (Vos & Schoemaker, 2001, p.129).
	
	objective
	Subjective

	General level
	Income

Age

Education

Residence

Patterns of behavior
	Lifestyle

Personality

Instrumental values

End values


Besides the general level, there are also other levels, such as subject-field specific level and brand specific level. The general level variables are suitable for this case, because it involves common, more or less permanent characteristics of the consumers. Also combining the results of situation analysis, there are several factors should be taken into account here:  

· The large proportion of the Dutch population is over 30 years old. 
· The main breadwinners aged between 45 and 65 accounted for the highest household incomes.
· The Hague is the third city in the Netherlands.

· Women experienced massage more than men.

· Massage is more popular among people who are ranging from 45-64 years old.
To sum up, the target groups of the YuZuTang can be segmented more precisely into:
· Individual customer between 30-65 years old , with middle above income

· People who enjoy a improved lifestyle

· Elderly people who suffer from chronic diseases.

· People, who feel tired, suffer from physical illness.
·  Company for healthy consumptions (Store manager Ms. Sun Interview, appendix)
· Media

Communication objectives 
The communication campaign will convey a general concept or message, which YuZuTang is a wellness store provides recreational and healthy services, by using separated key messages (table below) for each of the segments.
	Key messages of the YuZuTang 

	Target groups
	Messages

	1. Individual customer 30-65 , with middle above income

2. People who enjoy improved lifestyle

3. Elderly people who suffer from chronic diseases.

4. People, who feel tired, suffer from physical illness.

5. Company for collective consumptions
	1. YuZuTang can bring you a health life

2. YuZuTang supplies a  healthy lifestyle and concept
3. YuZuTang can help with your problems
4. YuZuTang can release your physical pain
5. YuZuTang will take care your employees` health

	Media
	· YuZuTang is new company from China and delivers functional and relaxing massage. 

· A company with complete high standard management and control system, such as international ISO certification.


Previously, the target groups and key messages are defined. Thus, the next step is to define realistic objectives. They should be SMART (Smith & Taylor, 2002, p.41).

S – Specific    M – Measurable   A – Actionable   R – Realistic   T – Time specific
The percentage of each objective is based on the Cost per Thousand formula and the information of the Netherlands demography atlas (Nidi, 2009). In the Hague, the general population is 474784 inhabitants in 2006; the population density is 5770 inhabitants per square kilometer (Km2). Four neighbor districts around YuZuTang shop will be the primary campaign region. The population in these districts will be at least 23080 inhabitants.
For print media (when audience data is available):
      CPM = Cost of 1 ad x 1000 /Number of prospects reached
Cost of 1 ad: it has been mentioned in the part of implementation tools. 

 Numbers of the audience:
10% = 2308 inhabitants 50% = 11540 inhabitants   60% = 13848 inhabitants 80% = 18464 inhabitants 
To make the most of the marketing budget for each implementation tools, the objectives have been decided:
Knowledge
To inform 30% of the target group YuZuTang is the leading wellness centre in Den Haag region within first 3 months.
To increase the knowledge of massage functions among 60% of the target group in neighborhoods in 6 months.
To understand YuZuTang is company with high qualified service and an experienced company by 50% of the target group within 6 months
To inform 50% of the target group that YuZuTang is a place not only for medical treatment but also for relaxation within first 6 months.
Attitude

To perceive YuZuTang as a company with high quality products by 60% of the target group within a year
60% of the target groups differ from other Chinese massage centers by its brand in the Hague region within a year
Behavior 

To use YuZuTang website and check the products and price by 20 % of target group in the Hague region within first 3 years
3- 4 mainstream local newspapers or magazines (Free publicity) to write about YuZuTang within first 6 months
5 Communication strategies
The choice of marketing communication strategies depend on the product life cycle, the position in the market, and the growth strategies (Vos & Schoemaker, 2001, pp.130-131).                          

Product life cycle:
· introduction of a new product

· growth stage of a product

· maturity into a fully-grown product

· a product in its declining stage

YuZuTang is in the first stage, in which the communication efforts are normally intensive, because the consumers have to become familiar with the product and its characteristics. In introduction stage, YuZuTang wants to penetrate into the existing market by using existing product, the strategy and communication activities aim to promote and deliver information to the target groups, which is YuZuTang is a wellness centre, not a medical clinic. 
In order to do this, the STOP and SIT concept will be used because this concept will lead to go on a right direction. The STOP and SIT concept could focus on a particular target market which bases on previous research and also help to develop the strategy, the concept also gives control of the integration whether the plan will execute smoothly and with the STOP and SIT helps to consider on the implementation tools as well.
	S – Segmentation 

T – Target Markets 

O – Objectives 

P – Positioning 
	S – Stages 

I – Integration 

T – Tools 




Target markets and segmentation                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                         
In the paragraph of target groups, it explains how the target groups are segmented by different variables. In general the target groups of the YuZuTang include: 
· Individual customer 30-65 , with middle above income

· People who enjoy improved lifestyle

· Elderly people who suffer from chronic diseases.

· People, who feel tired, suffer from physical illness.

·  healthy consumptions of company employees
· Media
Communication objective
The main objective of the communication campaign is to build the image of the YuZuTang as multifunctional wellness centre for recreational and health care service.
Positioning 
Positioning involves the identity of the competing products and the characteristic of the clients. For YuZuTang, the new market position should create a fresh image of the wellness store. The new image is not always about the treatment, Chinese medicine and acupuncture. It also represents health concept and better life style, e.g., for people who are looking for daily healthy care or healthy diet solution.
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This graph gives the concept of the YuZuTang brand position.
Stages:
Stage 1: Pre-introduction and introduction (Vos, M & Schoemaker, 2001, p.123)
First stage will present general positioning of the brand.
Stage 2: launching the campaign (elaboration) 
The whole campaign will create an image and values of YuZuTang by advertising, the service and products (massages) will be promoted to the target groups.
Tools

The communication tools, such as outdoor advertising, sales promotion and so on, will be explained in next chapter. 
6 Implementation: tools and action
Communication strategy which is to make target groups realize that YuZuTang is a multifunctional wellness centre. To put the strategy into practice, this chapter will cover some communication tools.  YuZuTang so far has no clear budget for its public relations, so the communication tools should be very practical for a new start company. 
Total cost estimate for the first 6 months:  € 5000
Advertising

The cost expectation: € 3000 
The cost per advertisement: € 100 per week

Tactics 

YuZuTang`s advertising campaign explains why a consumer should use the products, and endues the products with new characteristics. There are a lot of different choices, such as radio, TV, highway billboards, bus, magazine, newspaper, internet, etc. All these tools can reach large-scale audiences. But some of them are not very practical for the current situation. For example, print ads campaign, such as bus stop stand poster and road signs or products instructions/brochure with detailed information will be delivered. Especially, with the store as the centre of a circle, the promotion main area will cover the nearby residential areas. 
Objectives 
To arouse the curiosity among 20 % of the target groups. 
To create more credibility among 50% of the target groups by supplying in depth info about its service (flyer and brochure).
To raise brand awareness among 50% of the target groups for the first 3 months.
Proposal

Advertising campaign at a bus or tram stop, it could start from the grand opening week and last 2 weeks or 4 weeks. The locations should include the nearest bus stops or roadside billboards around the store.
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Objectives

To increase brand awareness by 60% of the target groups within first 3 months
To introduce the grand opening  

[image: image15.emf] Example
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(CBS webstie, 2009)

Direct marketing
The cost expectation: €1000 (including flyer and brochure)

It consists of direct post, telephone sale, email and the internet.
Tactics

Sending email or sms (short message service) to the potential customers is very cost effective. On the other hand, email and sms advertising could be taken as spam. The content of the email or sms should be very formal and professional.
Objectives
To introduce the service to customers
To acquire 5% of the target groups within 6 months
To increase brand awareness by 10% of the target groups
To promote special offers within a month
Proposal:
When YuZuTang subscribes an ING bank account, there is a starters package (Starterspakket in Dutch), includes many tools for a business starter. One of the tools is Yeshello. It is an E-mail en SMS marketing company. And it is free for the first year; it can help with designing and sending email newsletters to important relationships.
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Yeshello is an e-mail and SMS marketing application. With Yeshello designs and sends e-mail newsletters to your most important relationships. In addition,you have possibility to manage the SMS campaigns and all your contacts. Yeshello is designed for entrepreneurs, fully online and very user friendly.

Dutch original text“Yeshello is een e-mail en een SMS marketing toepassing. Met Yeshello ontwerpt en verstuurt u e-mail nieuwsbrieven naar uw belangrijkste relaties. Daarnaast heeft u de mogelijkheid om SMS-campagnes te voeren en al uw contacten te managen. Yeshello is speciaal ontwikkeld door ondernemers, volledig online en zeer gebruikersvriendelijk.”  (ING website, 2009)
It could be used for the grand opening or sales promotion tool for enhancing the relationship with customers and customer loyalty. Additionally, the number of the SMS should be strictly limited in case of the bad side effect.  Marketers need to consider the potential concerns of consumers, most notably security and privacy. (C.Fill, 2009, p.787)
Sales promotion
The ultimate objective is to stimulate customers to learn more knowledge about the products and try them. Sales promotion is part of a “pull strategy” which encourages the purchase from the ultimate consumer. The target groups of sales promotion are individual customers and group consumption
The cost expectation: €1000(including printing)
Tactics

It seems that coupon may decrease the income but this form of promotional tool should not be abandoned. Many stores or companies offer consumers some bonus coupon programs. 
Objectives:

To Increase 10% of the target groups 

To reward current customers 

To double the sales of a certain product within 2 months
To increase brand awareness by 20% of the target groups within 2 months 
Proposal

There are a variety of coupon delivery channels are available to reach certain audiences. Some of the more popular coupon distribution methods are: 

· Electronic delivery by e-mail or e-newsletter
· Free-Standing Insert : it is a way of distributing advertising material with magazines 
· Direct Mail 
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Example 
Website

Website is certainly another significant and effective communication tool. A website for the Dutch filiale is necessary. The website will use the same house style of the YuZuTang original website, such as color and the logo, web structure. The language is in Dutch and English. The website will basically supply company information and product list, and mainly use for promotion campaign and update regularly for company news or activities.
The cost expectation: Free
Objectives:

To provide advertisement and product information for customers

To create more interests for the media by the first 6 months, e.g. 3 or 4 articles about the company.
To create credibility among 30% of the website users and target groups within the first 6 months
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Free Publicity:
Free Publicity means that the press publishes a message without getting paid for it. (Herle, M. & Rustema, C, 2005, p.221) Advantage of the free publicity may be a low cost and higher credibility. On the other hand, it is lack of control.
There are two ways to approach the media: actively or passively. For YuZuTang, a company tries to penetrate into an existing market with an existing product. An active strategy should be used for the media.  For example:
Press release: It is a cheap tool to promote YuZuTang. Well planned news release will create a positive attitude towards YuZuTang.
Press-kit: Promotion material of the YuZuTang, such as customer brochure, background info containing photos, press release or video can be sent to the media.
Objectives:
To announce the establishment of the YuZuTang wellness centre for the pre-introduction stage.
To enhance YuZuTang`s image as a leading company in massage business within a year.
Proposal:

Press release should be interesting and useful; otherwise it is really hard to compete with all the others. Local magazines such as “Margriet”, “Mind”, “Flair” and so on are main the targets. Their readers are female and they care about beauty tips, body health and life style, aging from 25 till 50 years old. And all magazines have both a printed version and an electronic copy.
Holiday press release, YuZuTang will have special promotion for the Christmas season, for example, massage therapy business helps to reduce stress during the Christmas season.
Traditional Chinese massage has very long history, however it has a stereotyped image. 

In order to solve this problem, e.g. an article about YuZuTang`s health concept and the products will update its image. For example, ancient myths and stories about the massage in China, or a health case study may give readers more trust and credibility.
Schedule 
	No.
	Task name
	 Dec 2009
	Jan 2010
	Feb 2010
	March 2010
	

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	

	
	
	Stage 1
	Stage 2
	

	1
	Standing board advertising
	
	
	
	
	
	
	

	2
	SMS campaign
	
	
	
	
	
	
	

	3
	Coupon
	
	
	
	
	

	4
	Brochure  design and send out
	
	
	
	
	

	5
	Website design and publish
	
	
	
	
	


7 Conclusion
At the end of this research report, the central question as ‘How should YuZuTang promote itself in Dutch Market?’ should be answered. Previous chapters reveal that this industry gives priority to private-owned companies or small companies without brand, which provides broad development space for large chain business and has huge investment attraction.
Traditional Chinese massage is situated as a health care service, usually associated with stable, growing demand. With more health awareness in today society and people are becoming increasingly older; opportunities in health care service exist.

This opportunity can best be exploited by having well-trained masseurs, with relevant education and experience. Currently, there is a problem that the qualified workers are not enough in the Netherlands.
To answer the central question: For a long time, traditional Chinese massage is always related to the healthy treatment.  YuZuTang should create and promote an image which is a combination of Chinese and Western elements.  That means it keeps the essence of Chinese massage and also merges western life style and consumption pattern. The new company image, which is more professional than a fitness and entertainment centre and more diverse than a Chinese medicine clinic as well, will gain more market opportunities for YuZuTang.
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1 In-depth Interview with Ronald Rudolf

Date: August 11, 2009
Age: 57

Nationality: Dutch
Background introduction

Mr. Ronald Rudolf mainly works for The Hague local government as business minister. He is in charge of business issues such as investment in China on behalf of the municipality of The Hague. Attracting foreign investment is important part of his work. Recent years, he has been frequently travelling to china for more fieldwork, such as China-Europe conference in The Hague, WECBA summit conference The Hague. 
1. When you were in China, what is the impression of this industry (Wellness Centre)?
I went to southern cities, like Shanghai, Shenzhen and Xiamen, you can find massage stores easily; normally they are quite big stores, well decorated, look like a hotel or restaurant.
2. Have you experienced the service in China? 

Yes, Local government ministers and my colleagues went there together after meetings; it is quite new to me that massage stores offer meal as well, such as buffet.  Some of the massages are quite new to me. All clients are wearing throwaway short pants, and you feel you were in a hotel, with very good environment.
3. What about your experience of Massage service here? 

I know there are stores, they supply Chinese massage service in The Hague, located in city centre near the city hall, quite small almost in China Town; I went to there several times, because I have problem in my waist. There is a lady who is the owner, and she is the masseur.  I think this shop is mainly for Chinese herbal medicine and acupuncture. I would not even notice this store till my Chinese friends give me this suggestion.

4. Are you going to use this service in the future?

The experience in China gives me a lot of confidents in Chinese massage. Certainly, the store (Yeahcome) has limited service, not as many as in China but I would definitely consultant this therapy.
5. How about the other massage store here?

I have been to Vitalizee once (Scheveningen, between Sealife and Steigenberger Kurhaus Hotel).  Actually, I do not like there, because people walk around naked in Sauna room .I mean, not all time, but I prefer not .And I did not go there anymore. Well, it is bankrupt unfortunately.

6. What do you expect from YuZuTang? 

When I was in China, I really like the combination of massage and inner decoration, the decoration inherits old Chinese style, beautiful fountain, and small bridge over the mini lake. The atmosphere is quite peaceful, it also creates inner peaceful.  I hope this store can bring Chinese health products and health philosophy as well. 
7. Which specific (YuZuTang) products are interested you the most?

Actually, as far as I know, I will try as many as I can, it keeps body health, and you absolutely gain here. For me, I have no preference but I hope one of the products could help my waist problem.
2 In-depth Interview with Peggy Borstlap

Date: August 11, 2009

Nationality: Dutch

Job: Werkgeversservicepunt , Projectmanager

Have you ever been Chinese massage here?

Yes, I went Yeahcome Chinese medical centre.

How do you know this place?

My doctor told me maybe I can try this therapy, because I have headache and pain in the neck. And she gave me several options. 
Why did you come to there? Do you trust it?
I tried massage before, but it was not Chinese massage, normally spa (hot stone).I think it has no side effect, if that is the case, I may as well try. I went to there for special treatments. I know there are acupuncture and cupping treatment.

What is the impression about it?
The masseur is a Chinese lady, she can speak Dutch, so I guess she understood my problem. I had treatments for 3 times overall and she also taught me some tips for maintaining better conditions. I am glad that my doctor suggested this therapy.
Do you go to massage regularly?

For relaxing massage, yes, I went to vitalizee before with my friends, it was pretty good.

But for Chinese massage, I would come when I ask for medical treatment for sure.

Interview with Maya Sun 
The manager of YuZuTang Wellness Centre, The Hague
Date: August 2, 2009
1. What is your opinion about this industry?

In China, with modern pace of life speeding up, and working pressure aggregating, there are more and more consumers in demand of heath preserving, and the role of health preserving industry has been acknowledged by consumers. People begin to attach more and more importance to health, so this industry will become essential to human life and it is fast growing industry in China now. 
2. Why does the company want to develop the European market?

As required by European middle-aged and senior people, we are aware of the great market potentials of health method in Europe. Health care pushing therapy also abstracts the attention of consumer group in Europe as ancient technique. Now, health care pushing therapy or alternative therapy has the main features of “scattered” and “small”, i.e. in Europe .This industry gives priority to private-owned organs or small organs without brand, which provides broad development space for large chain organs and has huge investment attraction. 

After many Europeans experience Chinese classical massage skills in China, all of them give a good comment on and become enthusiastic about naturopathy and business model of YuZuTang Group

In virtue of different languages and cultures, presently, Chinese health service industry basically has no competitors in European market. YuZuTang Group, as the first company entering Dutch health industry,will have an obvious superiority.

3. What is your primary target group?

· The middle and old aged

· The high wages Professional

4. What are the plans for near future?
If the business model suitable for Dutch circumstances, expand the market with the method of chain-based operation, and form the operation scale of 10 chain stores in the next 5 years. 
5. What kind of image you want to create?

We would like to create an image represents the essence of traditional health care culture.

Shop image with distinctive characteristics: embodying the ingenious integration of Chinese classical art and modern fashion, and building warm, elegant and comfortable store front environment.

6. So far what are the problems/obstacles for the company? Which one you are worried the most?

We would like to import Chinese employees (masseurs) for the very first store in The Hague, since China YuZuTang has its professional HR Dept and training base. But so far the VISA for foreign employees is big problem. It will take a while to get the permission. 
7. What kind of communication tools you prefer?

Media such as Regional newspaper, magazines and advertising board etc. we will have our own website and some useful tools for e-marketing.

8. Do you have any budget for promotion?

We do not have fixed budget for promotion, and total zero or over 10 thousand Euros for promotion are both not realistic for a new company like YuZuTang Group. For the selected communication channels, we will ask the price first and depend on circumstances.
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Template of Questionnaire
1. What is your gender? Please tick the appropriate box.

A. Male              [_] 
B. Female
[_] 
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2. What is your age category? Please tick the appropriate box.

A. 25-44
[_] 
B. 44-65
 [_]   
C. 65 or older
  [_]   
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3. Which kind of massage did you experience before? multiple choices
	A. Chair massage

B. Foot reflex zone massage
C. Zen-Tuina massage
D. Reiki,

E. Shiatsu, 

F. Hot stone 

G. Physicist  massage 

H. Reflexology

I. Full body massage
	J. Relaxation massage with full services

K. Wellness Treatments

L. Shoulder massage

M. Head massage

N. Back massage

O. Revitalization
P. others_______

Q. never , go 5
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4. The reason you go to massage: multiple choices 
A. Massage feels great!

B. Pain and stress Relief

C. Combating age

D. Calming Emotions

E. Accelerated Healing
F. Increased Flexibility/Mobility

G. Better overall health investment, maintenance of optimal health
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5. Why not has regular massage or bodywork? Multiple choices
A. Cost 

B. Not comfortable

C. Not enough information

D. No time
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6. Which massage would you like to try? Multiple choices
A. Reflexology

B. Full body massage

C. Relaxation massage with full services

D. Wellness Treatments

E. Foot reflex zone massage

F. Shoulder massage

G. Head massage

H. Back massage

I. Zen-Tuina massage

J. Revitalization
K. Others please specify___________

L. I don't like massage
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7. What would you like to know about a wellness centre? Multiple choices
· Location

· Product list (massage)

· Masseur

· Price

· Shop environment
· Others, lease specify________________
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8. In which way you would like to be informed

A. Internet

B. Flyer

C. Magazine(e.g. Elle, cosmogirl)
D. Email

E. Personal post mail

F. Other please specify _____________ 
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Opinion about Chinese Massage

9. What do you think about Chinese massage?

A. It's a luxury 

B. it’s a necessity 
C. it’s a health treatment 

D. it's got a bad reputation 

E. other________________
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10. Do you trust alternative treatment? Such as massage, acupuncture,

	Not at all

1
	2
	3
	4
	Very much

5
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11. How much do you know about Chinese Massage?

	Unfamiliar

1
	2
	3
	4
	Very familiar

5
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12. Select the rating that best describes how you feel about Chinese Massage:

	
	
	
	
	
	

	
	
	
	
	
	

	

	
	
	
	
	
	

	

	
	
	
	
	
	

	

	
	
	
	
	
	

	

	
	1

Low
	2
	3
	4
	5

High

	
	
	
	
	
	

	Quality
	
	
	
	
	

	Price
	
	
	
	
	

	Trustworthy
	
	
	
	
	

	Human Resource quality
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This is the end of the questionnaire. Thank you for your cooperation
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YuZuTang Therapy list

Wellness Treatments
Reflex zone massage is an ancient art already enjoyed by the early Chinese emperors. YuZuTang combines traditional reflex zone massage with modern massage techniques to benefit Your well-being.

Foot reflex zone massage
Our feet are like a copy of the human body. Each reflex zone we find on the sole of the foot is connected to our organs. Stimulation of the organs can be accomplished by special massage according to these zones. Reflex zone massage belongs to the traditional Chinese massage methods. 

Shoulder massage
Particular attention to the neck section lets this shoulder treatment contribute to Your body’s defenses. A relaxed physical system is the basic prerequisite to prevent pains and injuries.

Head massage
This treatment will result in total recreation of head and mind by recharging the universal energy qi. Whenever You feel worn out, this massage is the perfect choice for in between the times of Your lunch break or after a stressful working day.

Back massage
The back is the one part of the body that gets devitalized most rapidly and has sustainable influence on our sense of being. The tuina back massage releases new energy via the channels of the reflex zones for all Your body and soul.

Zen-Tuina massage
The zen-style of the tuina massage is a full body massage. Its intention is the recovery and revival of new energy. Body and skin may unwind and come up to a positive intensification of qi. Our techniques will bring You to a level equal to meditation.

Revitalization
By application of natural substances (massage oil) You can experience an outstanding kind of back massage. Our proficiency is Your benefit for vitality and energy.
Illegale seks in Chinese salons op de Wallen 

27 juli,2009 Perdiep Ramesar
Chinese massagesalons in de Amsterdamse binnenstad maken zich schuldig aan illegale prostitutie. De gemeente komt in actie.
Amsterdam bindt de strijd aan tegen illegale prostitutie in Chinese massagesalons. Dat zegt een woordvoerder van het Amsterdamse stadsdeel Centrum in een reactie op een onderzoek van Trouw naar drie Chinese massagesalons. Daaruit blijkt dat masseuses naast de massage seks aanbieden. Illegaal, want de verplichte prostitutievergunning hebben deze zaken niet. De gemeente herkent de resultaten van het onderzoek uit de praktijk.

Twee van de drie massagesalons zijn in Chinatown in het Wallengebied gevestigd en de derde net buiten de rosse buurt. De masseuses zijn allen van Chinese afkomst en tussen de 20 en 50 jaar. Ze masseren voor 35 euro per uur. Van dat geld krijgen ze hooguit de helft. Voor seks betalen klanten tijdens de massages een meerprijs. De seks is volgens de masseuses meestal onveilig. De praktijken in deze zaken lijken identiek aan de illegale prostitutie in Chinese massagesalons in Den Haag, waar Trouw eerder over publiceerde.

De illegale praktijken hebben plaats in het gebied van het coalitieproject ’1012’, vernoemd naar de betreffende postcode. In dat deel van de binnenstad wordt strikt gehandhaafd door controleurs van de gemeente en politie, vanwege het toerisme en de hoge criminaliteitscijfers op de Wallen.

Ondanks de strenge handhaving blijft de illegale prostitutie in de Chinese massagesalons bestaan. Dat komt volgens de stadsdeelwoordvoerder voornamelijk door de moeilijke bewijslast. Een masseuse die illegaal seks aanbiedt, moet bijna op heterdaad worden betrapt, wil de zaak voor de rechter sterk genoeg zijn. Bovendien is er voor een massagesalon nog steeds geen vergunning vereist.
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