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Answer all five (5) questions Time: 03 hours

Q1) Read the following case study and answer the questions given below.
Middieton Hospital

Alfred Robson, superintendent of Middleton Hospital, became quite
concerned after having read a consumer survey that public opinion towards
hospitals and the medical profession in general — Wwas qi,lite low. According
to the survey, the public viewed that cost "of health care to be as serious
problem as the high costs of food, clothing. Fugl, and other necessities.
While three out of four survey respondents worried a great deal about
product prices in general, almost 70 percent were equallyzconcemed with

the cost of medical care.

People were also concerned with the quality of health services they were
receiving. One out of every four respondents thought that hospitals and the
medical profession were doing a poor job in serving consumers, while only
one out of five respondents thought they were doing a good job. The only
- other major industries rated significantly worse than hospitals and the
medical profession were that oil industry andmautomobile manufacturers,
which were judged to be doing a poor job by one out of every three
respondents. Furthermore, when respondents with a favourable attitude
toward consumer activism were asked to select industries tht should receive
the attention of the consumer movement in the near future, more than 40

percent of these respondents selected hospitals and the medical profession.



This was second only 1o the food manuacturing ndustry, where the figure

was 45 percent.

Robsen knew there was little he could do about the public’s concern about
the high cost of health care. Costs were rising for al hospitals, and the most
he could do would be to manage Middleton Hospital as efficiently as
possible. However, he felt he could address the concerns patients had about
the service they feceived. Middleton Hospital had always been regarded as
the best of the city’s four hospitals, and Robsen wanted to maintain that

reputation.

Robsen described the findings of the survey to his staff at its next meeting.
He asked staff members to comment on particular areas of patient care that

might be causes of patient dissatisfaction.

Ms.Bacon, who was responsible for admitt'ing new patients, thought tat
waiting might be a re al problem. In admitting and feleasing patients, for
instance, the delay could be considerable. Paperwork was heavy and getting
heavier. There could also be delays, she knew, in otlaer areas of the hospital;
it was not uncommon to wait for physical therapy or for X’riys to be taken.
Sometimes, in emergency situations,- this was unavoidable. There were
times, however, when patients were simply escortéd to the special serive

area before personnel were available to take care of them.

The nursing supervisor, Ms. Hala, thought that patients would form their
opinion of the hospital largely on the basis of whether their treatment was
courteous and efficient. She felt that special care should be taken to see that
patients were courteously escorted to their rooms, that their visitors were
pleasantly received, and that their treatment and care were considerate
throughout. Further, if calls for assistance were answered promptly, if food
was served on time, if patients were bathed regularly, and if rooms were
kept neat and clean, patients would most probably be pleased with the

service.

[y



PSSR

/”M&g (R I ,T‘::“\\
/ 2RI
r 4 t

dnes /of the staff ) N A

Dr.Sentry, the hospital’s chief of staff, thought that the atti

could be an important factor. A positive attitudes on the\part of doctors
‘fént care. He \‘\,a

nurses, and volunteers was a critical elements of quality p <t
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said that the patient’s care and threatment should be explained to hlmw*k&l,li*""
as fully as possible, and he urged staff and other personne] to do so.

The supervisor of volunteer workers suggested that perhaps the volunteers
were in a better position to hear certain complaints than any other of the
hospital staff. Some of those complaints were minor, but they might be
annoying to the patient. Such complaints might have to do with noise in the
hallways, or not being able to get magazines and newspapers or books from

the lending library. Another question that often came to the attention of

volunteers concerned the availability of a chaplain or religious services.

After having thought about what was said at the meeting, Robsen decided
that it would be useful to conduct some research to find out which hospital
was rated on each of those characteristics. He thoﬁyght that such information
could reveal the hospital’s reputation or image, and perhaps even tell him
how the hospital was perceived in comparis%}n with the city’s other
hospitals. It was unclear to Robsen, though, whether the research should
involve only recent patients of Middleton Hospital or rec‘@nt patients of all
‘the city’s hospitals. There also appeared to be some merit in interviewing
the general public, for most of the hospital’s future patients would be drawn

from that group.

Questions:
(a) What role can marketing research play in providing the information
needed for Middleton Hospital? .
(07 Marks)
(b) What actions should Mr.Robsen take as a result of the research?
: (07Marks)



Q2) (a)

(b)

(c)

Q3) (a)

(b)

(c)

Q4) (a)

(c) What group or groups should be studied?

(07 Marks)

(d) Specify a research design for this case and justify for its selection.

(07 Marks)
(Total 28 Marks)

What are the differences in the main objectives of exploratory,
descriptive; and casual research design?
(06 Marks)
List out the steps involved in formulating a research design and
briefly describe their importance in the research design.
(06 Marks)
What are the two categories of External Research Suppliers and
illustrate the services that falls into the above two category?
(06 Marks)
(Total 18 Marks)
What are the components in the process of developing an approach
to the marketing research problem?
(06 Marks)
What are the relative advantages and disadvantages of cross-
sectional and longitudinal designs?
(06 Marks)
What are the criteria to be used when evaluating secondary data?
(06 Marks)
(Total 18 Marks)

Classify and briefly explain the different observation methods used
by marketing researchers

(06 Marks)
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(b) List any four extraneous variables and briefly describe, the various,
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methods for controlling extraneous sources of variation, <,
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(06 Marks), -5 L
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(¢) What are the primary scales of measurements used in marketing

research? Explain them with examples.

(06 Marks)
(Total 18 Marks)

Q5) (a) How do probability sampling techniques differ from nonprobability

sampling techniques?
(06 Marks)

(b) Briefly explain the steps involved in the data preparation process

(06 Marks)

(c) What is the relationship among factor lanfilysis; multidimensional

-t

scaling and conjoint analysis?
P (06 Marks)
(Total 18 Marks)
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