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Ql) iicltl tht'lollrrlinll c,rsc studl .rnLl n,rs\\rltlrcrtLr(stionsrlivcnlrLlorr

Mcl)onald's succcss in fasI foocl indrrstly

l\k t)onaltl's is a lcaclinll int(,rrr.tional lrst t{)(Jll rcai,rLD.irnt chnin lrith 30,{)0(l
rcstnurirrls sIrcir(l rcr()ss llrr Illolrc. ln lnrlil, il Iaunchctl its op.rirli()ns r lgga), r\,itlr
ir\() storcs. As Ifr tho lrrl(irnral linlinll Oui (ljO) surr,(,\' irrv()lvinjt thc sur\rr i)t
Ir..r .1" l. "I.Irri r'r,r.rr'rrr,,r.Ir'.,.ll \,rr. 1,, \1. l'. r ,l.l'. '..,r.. ||' . .. ',.
lhc lcaLler in lrrsi iLrotl clr,rins. \l,rn1'ltr.tors rirn L)c ilItIiL)rrt(,rI to thc sLrcr:i,ss ol
\l.l)onllils ln!l irn opcfltirrrs.

Irirst, l\'l.l)onrl(ls has irxLrs0rl or) Po(lU.tc:|rtl clr.rn1111 iis mrnrr to suit tho Lrsks r)l
lntlian consrrlcls. It launchcrl lrr(lil sIccili. itL'lns in( lLrdinll Nl.\t!lllic l,urll.r,
NlLAioo liliki l,Lrr1lcr', \/t.11. l)iz./,r i\l(PLrllarrd (hicl<'rr i\'1.(lrill brrrl'cr. Irrcnr.h t:rit,s
p|t'pan'ti by \1. I)orr ld arc scrvctl irr lcss tinl'r anrl .r|c lrr,sh ancl hor, hrr rrt,jth thcy
follow linr' ol)crnti(rr. Clonsirlcrinll thc Irdian Prolor{lr.('s irlr!l sonsil)ililics, thc
cortpanr, rlo|sn t olftrI poIk and bt'cl itt'rns rn 1n(lia. lt olicrs (llll-lrss sirnrlr!ich sru(.s
ILrr vcll lirIiurr .rrsk)nlcrs irnrl ', crlr'iaIr,It itt.rrrs arc IrlIaIr'rl at .r s( l).rr,rtc .()Unt(,r .lt
Lr. utl t\

On thLr plicinll iont, t\l.l)on.rlrls hirs,rdoft(,rl (uslonrizrrl prit ir11 hrr.c,rch oi thc t iLics
tloptnLlifll trporr llrr t,r\ strr.trnc, tli'nranLl, arrLl prr(lrrrsinll powcr of iirc PopLrl.rtirrr.
I lowovrr, lo ,r ttrx.t nlirss-mr rlicl cLlst()mcrs ii lr.s lILrnrh( rl n ncr\' m.nLr .dllrrl I I.ppv
Prico Nlrnu iir rvhi.h sclNt(:rl iit'rrs.rlc or.itr:rl irt Iis 2(l rcross rll th{,orr{iots in iho
fool]tr\,,

As NLI)onalds is irlto Lhc iLrotl I'rrsin0ss, cstablishinll nn Iiiicicnt sLrpp)1, ch,rin
inllastru.lurc is ()i llro.rt imIoltarrc( X1.1)onnl(ls has, ihcr0fol'i: i(x. sc!l ojrsoIinlul
an cffuiont an,:l cll(\ ti'.'c suPPIv chirin. lts sU])]rly .hrin is thr.c ticr.!1, rr)nsislinl, of
farnrs, pnn'ssin11 tlnnls, rrr(l (li:,trit)Uiion r('nl('rs. lirc comp.rnl lr,rs s(.lc.t.\i ihc
farm0rs r\lro cdn Drcct its qrrnlit! nn(l sLrPplv st.rndarLls arrrl rlir.cctlv sour(s rhc
prrtducc frour thcrtr. IIrt.r'aro srrl)|orLc(l L'y NIcl)onalrls in i('rnrs of scc(l tcchrrololl'
and lat.st lni13iion nrr'tho'ls l(r rnnlrlc thcrn to ol)lrin hillhcr liclds an(l bt'ttt'r
proLlrrcc. lLrt'ncxt lcVcl ol supp)r,Lhain nctivitics involvcs tlrc pro.ossin{l ol Lrrnr

frodurc. lir tlris, tlrt,conrpurrv 1r.s llo(l rrf wjth varioLrs Itral srrpplit'r's lilic \/ista



Pr<rccssccl l:oods Pvt I-t(I. a joint vcrlturc of OSI Jnclustrics lnc., USA, ancl McDorraldr
Lr(1ia I)vt Ltd th l froccsscs chickcn and vcgctalian food products at its plant situalci
at Ialoja, NIt)hnrirshlra. I)ynantics Diar). supplics chcosc. buttcr, g,hce, ancl mill
product.s and AmliL lroocl supplics long liie Ul iT Milk arrrl h,lilk Proclucis for. Irozer
I)csscrts fronl ils fLrlly antorratccl plant situirlcd at Ghaziabad, Uttar Pradcsh. 11

ncxt lcvol of suplly chain activitJ' is thc disiributioD of pr.occsscd foorl to lhc outlch
Ior this, thc comPany has ticcl tr wilh Radhakrishna ltroclland, u'hich is into foor

products distribution. Footllancl providcs logi:itics suppolt lo NlcDonalds L1

Plovicling coLl slor'agc ficilitic$ and lransPoltinl, tir('froccssod foocls to tl.rc outlcf
Usinll lcl)rpr-r'alurc contr'ollcci trrnsf orl vchiclcs.

'Iir nraintain llrc scrvi.c slandnr(ls, thc comlrany has madc it nrandakr.v i(r.Pcrson

comP|r1!s hilhlY str (:turcd tr'.rirril1t, prollranrs ntc coll(lLlctcd al hul lcvr:ls: c

dcvcloplncrlt ploglnnr, rcstaurant nanaScmctlL proJ,rdm, mid,otatlagcmcnt pro

kr un(lcr'llo ircriodic lr.ilring pro|ranls, 'fl1c core ln-inciplcs oi McDorlald s lhat
Qualiiy, Scwicc, Clcanliness, anLi Valuc (Q.S.C & V), guidc its traininl' prollra s.

alrd c'xccutivc dcvclopmc\11plogratD. Entrylcvel \i,rorkcrs arc tlaincd undcr. Lhe

crcw L{cvcloprncnt prol)raln. 'lh0 h'aining is ccxt(luclcd at cach restaLuant.
nlcmbor$ are liven on-thc job anrl off-thc-job trainirg. Thc ncxt lcvcl of lraioin! is

nranallcnrcni (lcvcloplncnt Plollr'aDr. Ihis lraininl' progr'am is rlcvisccl for.

cnrployccs in thc r('sta lani nanallcmcnL lcam.'lhc pr'ollaD rangL':s ltom thc
lcvcl to Lhc advanccd lcvcl.

1o kcep up thc irtctcsl in the brand. McDonalcls also Lal1 vnrious sales
acLivitics targeting the chilc{r'cn ancl fanily, such as offerirg toys and

Questions:

a, Explain thc ilnplicati()n o[ service chatacler.istics on N{cDonalds ad

markctinll str'atel'ics.

McDorralcls erlso locuscd oD crcating a Bhl anbicncc in thc outlet. Sincc it has
positiorx'cl as d fanlily rcstaurarlt, McDonalds cns r.cd thzrt the lThysical cnvi
rcflcctcll lhat iDr,rllc. lhc outlcts arc spaciously dr.signcd, wcll Iit and has arr in
alnospher'c, so that kids can play around alld families havc thc oppor-funity
conduct cvents Jikc trirthday parties. Bcsides, no-snokinU zoncs ha{e bccn sc
the outlets, tilkinS int() accourlt thc scnsibililics of Iarrilics. Thc comparry has also
spociai cmph|sis or1 thc convcnicnce oi kicls. The heiJ,,hl ol Ule counteLs at
outlcis is lower tlran nolmal, so that thcy arc casily acccssiblc Lo kids- Lr additi
McDonalds has nrnde use o[ vibrant and pleasiig colors, nnd pailtings bascd
(liffcrcnl thcnrcs, rvhiclr chiLllr'rr can Icl.rLc to. Mcl)orratls has also crcatcd locaii
adv er [ise[1er1ls lit]cd "What Your IJalTana". The ads havc the san-re tlleme as the
lovinll it" global r:arnpaign. Thc charactets ii the ads citc wcit.cl r.easons lor.ea
aL McDonakls. I TLunoI Iras bccn usocl lo put across thc mcssaJlc [o lhe consumcrs,

(07 M



b. lhe services marketing nix consists of thtee additional elements like people,

process, and physical evidence apari frdl1 the ttadilidul ]na].kerlllg mr\

elcments. Ho\^,, McDonalds u'as able to utilize these addilional ihree

. lemcnl\ lo n1,I l el rt5 \er\ i( o\i

(07 Marks)

Dcscribe tle importance of rclationship marketing lor McDonalds lor its

survival and growLh.

(07 Mrrl*)

McDoualds launched specilic items including Mc Veggie bulger, Mc Aloo

Tikki burger, Yeg. Przza, Mc Pu{I and Chicken Mc Glill burgel to its nain

meru to satisfy its hdian customer. McDonalds has adopted line flow

operation lor iLs French lries section to selve hot and clunchy french fries.

Discuss the other process it has adopled for' its nain menu to sen'e ils

customeL.

(07 Marks)

(Total 28 Marks)

Q2) Choose the coirect answers for the following Multiple Choice Qucstions

and write those answers in your answer script

(u) Philip Kotler, classilied products/servjces into various categories
depending on t'heir degree of iangibility. Surgery and consultancy are
classiJied as
(a) A pure tangible good
(b) A prre seruice
(c) A majol selvice accompanying ninot goods and services
/dl A llrrtiblc Sood ,rcLo npanvrrrg.elr i, c-
(e) A pure service accompanied by tangible goods.

(b) Wiren a custorner decides to approach a psychiahist {or tleah)tent, this
decision oI tle customer involves which o{ the fol1o ,ing type ol
perceived risk?
(a) I'sychological risk
(b) TiDre risk
(c) Social sk

. (d) Physicai risk
(e) functional risk.



k) /\ scrvico hllrc print (lcficts th('cntir('srNicc frocoss (nt a u1ap.l1(l
sh()\\'s thc variolrs si.rl]cs ol custont('f inicraclioll r,ith thc scrvicc
pror:icl<:r'anrl ptovidcs rninrrto dctails oi tlrc sclvice dclivcr), pr.occsscs,
ihc tang,iblL' r:viiloncc of th{) scn'icc, ancl thc- ptropL, involvcd in
car'),i119 it orrt. \\thich ol tlrc follor.r,inl, js/ar-c thc olcmcnt(s) of a bluc
print?
I. Lavout (lcsjgn.
ll. Clrst(rncr rolc.
I lL ()nstallr irnd baclist.rl,(' cn]pl111 1(. ..1;.r..
l\/ 5rr||or.i pr.oq1's1;1.5.

(a) Onh' (l) abovc
(b) Iiolh (l) and (ll) al,ovo
(tJ (l), (rl)and (ll1)lbovc
(1) (ll), (lll) and (l\r) abovc

(.,) ll",llJ':],-'".'1" :":", cnrc,s ,,,c n,,,L,ir" ,".ui." n,o,L,,r ]
kocpinl3 thc cost of nrobilc lc,-, wlich of thc followirlg typc of pricing I

i:ll:l*:llli::i:;utii ':v 
acrc';p"s? 

I

l:]ilil';lili:iil:Txsronn:rcxpcciaLi(n I

,(., i,''":,",.,..,,tir *r\i,.,,\,,,,, !.,\ rf, nr,,r,,,i,,r.,.\ ",,. I



(f) Which of tle lollolvirg is the minimal lcvcl of servic€ that a cuslomer'
is willing to acccpt lrom a serli(e providcr and is based on lhe

customer's pelception oI u,hat lcvel oI service is acccptable to him?

(a) Desired seNice
(b) Adequate seNice -
(c) lnadcquate seNlce
(d) Predicted seNice
(e) Zone of tolerance.

In which of the loliowing approaches to Benice research, firlns altempt
to take the opirion of all the custoners ii the Dlar.ket, including
existing customers, lost customers and potenlial custonlers about tl1eir

services?

(a) Irost-hansaclionalsul.veys
(b) Custoner complaint, comrnit ent ancl inquiry suNeys
(c) ljmployee surveys
(d) Competitor survey
(e) Total malket surueys.

Pricing is a very inportanL elcncnt of the malkeiing rnix as ihe sal-"s

aDd profils oI a {irm depends to a largc exlent on the pdcing shuctule
of ils product"i ol services. Whiclr oI the lollowing is nof a factor that
has to be considered when developing a pricing shatcgy?

(a) Size of {1e company
(b) Demand levels
(c) I'ositioning
(d) Marketing mix
(e) Costs of prcduction and break eveD analysis.

Most services plovidcls underslarld and ihcrelorc, tlcat people
rlanagemellt as an inpoltant aspect oI the ser'vico rlclivcry. \{Iich of
the followirlp, slatements is/are true regardiDg leople in a selvice
or8,r llrzalrolll

(g)

(h)

(j)

I.

IT

The ser'vice personr-rel have an in-rportant role in llot only
designing the service, but also in deliveirlg it.
'Ihe service pelsonnel play an important role iD hebing the end
coDsumer present his requir en](:Dts pr-er:isely.
lhe image of the service is iargely affectecl Lry tlc viervs and
.hara.terisli.s of oftcr Uscrs

III,

(a) Only (I)above
(b) Jloth (I) and (ll) above
(c) lloth (I)and (lll)above
(d) Iloth (ll)and (lll) above
(e) Al1(I), (lI) and (III) above

(2+9 =18 Marks)



()J) (,' l

Q.l)

(.)

(x)

Q5) (x)

(1,)

(.)

(d)

( l')

I)cst t'il,c x'hal is nroani

.ust()rnrr l',ll) r0lnlcs lo llto

()utlin( tho st.rl}'s in nclv

norrssily ol thosc slrll(:5 in

l)y a custorllcr g.rP .rrrl c\tlhin holv thc

four providcl gaps.

servicc dcvc)opnrcnl

thc scquflr.c.

(07 Marks)

proccss an(l stalc thc

(06 Malks)

lilcnliil tht'rolc plavL'rl lrv physical cvidcrrce in nralkclinl'oiscn,iu's.

(05 Marts)

(lotal l3 Mirks)

lh. .rili.ll irnporlanLr. of sclvicc cnrpkrl,t:cs is cvi(lont in thc scruicc

profil chairr an(l th(: sclviccs tr-ianglc. Ilxplain this r\'ith cxploring

{hos('t\\,o mo(lcls.

(h) l\rhl t is scrvicc quality anL{ sfccify horr' scwicc qualily

I sillrr (Jf it?

(0u Marks)

dirncnsions bc

(06 Nl:rrlis)

(04 Malks)

(9 Scrvicc pcrfolmancc ilrdcxcs nrc conrlrrrhcnsivc conrposilcs ol tlrc

nrost critical fcllornrnn.c standnrds- LisL ()ut scrvicc. pcrlornrrtlcc

indcxcs fol an), scrvi.. orlJaniz.{ion Lh.rt is fnntilial lo \'ou.

(lirtrl 1s M;r

I)cscriLrc thc consume; con,plairring bchaviour. .nd cxpltrill th

inrpoltan( of lhr:sc l)cl)aviouls ior sorvicc orl,nnization.

(06

!Vhnt irtu th('shilk'l'i(rs Lhc scrvicc plof irlL't.an usc ior clft'ctive

rlclilolv lhrorrgh internrcdiarics?

(05
ll('s.riL)c lhc clefcnsi! c nlarkctin{i cffccts ol scrvi(:(' on fn)iit.

Mrrls

NIir

(04 M.

l,rs t oLlt thc ktlr, r('.sons lor scrvice col,nruoicalion f11)i)lcnrs.

(03 MaL

('t'otal 18 Ni


