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ProducN lor l.rozen Dcsserts li.{)m its f'ull1 aulomnted plant silulrccl at Chaziirbad. l,ftar
Pra.lesh. lhe l1ext Icvclol sr4rply chain act;vil-v is thc .listribLrtion of pr.ocessccl lood 1o the

olLtlcts. For thjs, rc colnpan) hrs t;ccl up u'ith Rililhakrishna Foodland. rvhich is into food

products clislributjon. foodland provides Iogislics supporl to tr4cDonalds by pr.oviding co|1

storage laciiities and lransporting lhe proccssed loods 1() thc oullels usjng tempcrahlc
controlled transpo vehiclcs.

'lo rnajntain the scrvice stanLlards. lhe contpanl has rnide it nlandator! lar personneit0
unclergo pcliodic training prog|anrs, Thc colc pdnciples of \,lcDonald's that iue. Qualitr.
Scrvice, Cleanliness. and Value (Q.V.C&V), gLr;de its tlaining frogranrs. i hc companvs
highly struclured training ploglanN are conductcd a1 lour ievcls: cr.ew developfiei(
progLarlr. r'cslaLLrant anll-qemellt program. r'nic1 majlagctrcnt pr{)llrarn! ilnd c\cLjuLi\c
devciopment prograrn. EntrvJevel u'orkers arc lrained undcr th. bitsic creu dclelopment
ploglalll- l he training is conduclcd 11 each rcstalLrant. Crc$, nlembcrs ere givel on-thc iob
ard ofl-the-job lrajlling. 'lhc ncxt ]evei of trrillirlg is thc lnillragemcnt clevelopment

fr.ograin. This trair)in.t program is deviscd lilr lhe ernplol-ces in ihc ].aslarLrnnt lnanagement
tcam. l hc program ra Ees lioln thc basic levcl to lhe advanced lelel.

McDonalds also lircused oo creating a righ{ anbic.ce in tlrc outlel. Since it has leen
positioned as ?r lamily rcstdumnt. McDonalcls ensured lhat thc phlsicaL cnriromnent
rcflccted that image. lhc oLrtlets arc spitciousl-\, dcsigncd. rvell iit and has lur informa
atmosphcrr. so that kids citn plar\ arould and lafrilics ha\e the oppoiunity to corduct
evenls like biltl)clay parlics. l3esitles. no-sntolting zones het'c bccn set up in tile outlcts,
taking inlo account thc sensibjlities offixniiics. lhccompan) has also lajd sjrccialcnphash
on the convenience ofkids- I hc height olthe counters .rt sotne oLttlcts is lo{er than nonnal.
so that tlrcJ,dre casily acccssible lo liids. lD adclition. was re1 sitvvy. yoL lg and upwa lr
mobile. \\'i1h apropc sity ro spcn.L. N4 c l)oi.ld s has nla dc usc ol t ibr.anr and pleasing colors.
and plrinlings based on diflirerit thcrics. which chilclrcn cm rclatc ro. \lcDo lrlds has also

crcated localizcd advertiscntcl1ts litled "What your Bahana',. The ads ha!,e the samc theme
as the "I'm lovin it" global campaigl. Thc characters in lhc ads cite weircl rcasons tbr eatirs
out at Mcl)omlds. I Iumor has been used to put across tllc llessrgc to the consumers.

To kecp up thc inlcrcst in the brtlld. McDonillds also raD Variolts salcs pronotion aclirities
targeting tlre children and lamilv. suclt as ofl'crine tols and coud clinq contcsts.

Questions

(a) What are thc Servicc l\,1 er-kc ti ug conce pb that coulcl bc idcnri Iied tblo ugh rln s !,Lse

srLrd,y? i'
. (06 Marks)

[b) llor.r \.Icl)onald $'as ablc to utilizc Lhe addilional tluee scrlice nrarkelinlr nnx

elcmcnts t1) nrarket i1s scrvices?

(07lVlaLkg



(c) Ho\.r has the tmditioiirl markcting mix supponed this oonpany lo keep its maiket

share in the industry? (05 Marks)

(d) What are the challengcs this company has lo conlront in identilying thc custonrer

expectations and \r'hat are the methods that are availablc to do so?

(05 Nlarks)

(e) What are the nechanisns available to elaluate the custoner satist'action and

propose senice irnprovemcnts for the future?

(05 NJarks)

(Total28 Marks)

Q2) a) What is thc ditftrcncc bctwccn Desired senices a]1d Adequnte scnices? What are the

sources that contribute in determining these t\,'o leliels?

b)

c)

Q3) a) What are the challenges the service marketers l'ace with the uniquc

ser-vices

b)

c)

((r6 Marks)

ll\plain the thrcc-stagc modcl ofsen,ice consumption with consuner behaviour and ke1

concepts thal are e\clLLsive lbr each stages'/

(07 Marks)

Search attributes, experience attributes &1d credcncc attributcs arc considcred b)

consuncrs in purchase of either goods or services. Explain hou'they are difl'erent from

each other and relate it with service marketing

(05 Mark9

(Total 18 Marks)

ch.rracteristics of
(06 tr4arks)

[)csclibc a remotc cncounter, a telephone cnrounter rnd a f:rce-to-farc encountcr thal

you liavc had recently. Horv did you e\dlLLate the encounter. and \\tat were the most

importaDt factors detemining your satislacdoddissatislactidrain each casel

. (06 Marks)

How does blueprinting hclp in dcsigning. t'nanaging and redesigning service ptocesses
(06 Nlarks)

(Total 18 NIarks)



Q,l) a) The gap model is a conceptual tool

jurcture idcnti[1,thc sevcn scn ice

gaps.

quality gaps and give the reasons for the

b) Thcrc arc main foul puryoses served by service

about lhem.

(07

environment. Identify and briefly

Why service personnel are so

and state lvhat are the thrce mAin causes lor role stress (Role coillict) (06

t,ist thc actiolls the customers may take in response to service failurc

strategies available for the company to recover?

What actions the firm caD take to match the demand with capacif?

and what

to identify and conect scrvice quality probLems.

important for the success of servicec)

Qs) a)

(Total 18

b)

c) What is thc role played by integrated marketing communication in Serice

(Total 18


