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X-5968
M. B. AJ/M. B. A. (MM) (Secoad Semester)
Examination, Aug. 2013
RETAIL MANAGEMENT
Paper : MS/MM/ 128
Time Alfowed :. Three houry

Maximum Marks : 70 New Course
85 O'd Course
Noie : Auempt all questions.

All questions carry equel marks.
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1. What <o you understand by the term rewihng? Also

Gisvins e vimious charascteristios of retathing” And how

retuiling is ditferent trom marketing? ET
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Define the concept of customer servize and its impor-

tance in retail. _ 14/17

What 1s the unpact of information technology in rede-

fining the working of retail industry? 14/17

Or

_ Lxplain the consumer decision making process in retailing?

Mlso explatn the factors which affect the juying behaviour
of & retail shopper? 14/17

Sxplain the stratcgic planning process in retail by
cxaminmg the strategies adc;ptcd by any national retedl 3r?
14/17

r
Brielly describe the process of sescarch in retail. A'so

cxplain why is research essential to a retailer? 1417

Fead the case and answer the following questions -

fHarold Fried Chicken®

Eigh emploves turnover has always pligoed the faut-

. food industry, After being trained, the emnloyee quits for
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one reason or anctter. Harold's is taking steps to reduce

its turnover rate.

Harold’s hires prosoective emple vees at mamraam wans

for 2 28-day penod. If the emip.oyee rerman wth o
- i
compiny after the “ral perid, 1ie ereployee weene

The traser s opoee

pay increase of five cents per gy,

at the store level includes work ng for hae o

earncc: for demonsitateo <kl 4 cutting, o kg, .
toarter service. Emoloyoes are grven a mainit cnd audie
visual aids to help them iearn. A sadge ond vongher 1

-'-—._' -
ccnt-p'-r-hﬁm raise is awarded following the successivs

e e . R .
compl :tion of bots 1 written and = physicsi 1e:t of skilis

When an employee carns three badges. 'o or

qualifies as a team leader. Teem leaders are cligete w

attend one of the five trammy schoola, Thy oy ng oo

—

is a tly ee-week program thal coas s aviao ¢

e e e,

with the maintenasce of munagenieniousiom - et

Becouse many of Harold's unite are located 5 Lo

, inco:ny: areas, many of the ﬂludﬂriw attending, e classos

have not heen r..xpmcd to the ht.::l cducation and aic

unfam liar, with the work world. In order to train and
motivete the studcnts, they are pa red up with students «

comparable ability. They wark together and test e

anothe - on the concepts and skalls hey learn. The proerams
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wen severs steps 10 teach the trairecs how to study
‘ne prognm s self-pacel. A studert must mastor th_&

first step oefore gmng en o subseqrient .steps. Factt

sinden? 1 !* tWﬂldhd pi}l‘ﬂlﬂ m &vmi accmmphéhn‘;enl and’

ese pomns are graphed on a dm!} hams ﬁml&ﬁon
sroups,ars neld atthe end of the dav, pn:i__bp._ldc_nts It cm.we
teedback T cher walk and valosuon fof their
connphish mems, ﬁmbiems ary. also revizwed ai thi: Lme,
atter the s seceasiul cor mletmn of the mmmg pm@,ram,
the studgn s retun to.tler respu,uw Areas as astisiant
nuinagers. The students w ork for yed 5 befbre bécuning
steve mangers: Harold s hlt‘;unl'}l'ﬂviil{’:i store maliagers
an opportumty for storé ownership,
cruestion
vf b veuld you srprove Harelc's program

a1 Do yoe think the eniployee wmover rate will sa 1 be

hign? Why?
Qv .
ead the cade and ansysec the tolleviag questions
‘NIEULA’S-GROUP'S BACKGROUNL

Nirula’s can easily be ieterved to as the original indian

tast food yomni, whose bepinning wat ¢ modest one with
H-5Y68
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2 12 rocm hote! opening in 1934, This preceded a brief
stint with ‘Indian Cofice House’ and was followed by
the concuirent opening of the first rnodem quick service
restaurant. From 1980 onwards Nirela's have been moving
“n, an accelerated growth path. By the 2nd of 199Q's
Nirula’s have moved on to become :he largest cham of
fast foot. joints in North India with a presence in over 32
locanions.

The compuny is, infact, even equipped with all the modern
amnetiet. such as a central FI;;itchcn. a food processing
wail, uwn eificient supply chiin sad 8 quabity contred
inoorato ¥y wiath o iT gepartment ana a design weam.
Most of N rula's restaurants exist al 64 lovatons in Della
and adjoining townshins like Gurgaon und Noidz Now a«
o purt 0t expansion plans, NMirula’s 1s lockmy at markets
gutside [elhn. As o pant of the first phase of is expansion
pluns (spread over (2-135 months) the group was to
concenitats on the North Indian states sucl: as Punjab,
Haryuna, Himachal Pradegh, Western Uttar 'radesh,
Rajasthan and Madiya iradesh, Therzafter, the company
intends 1> fther crvand itsell and focus on other cities
in Westerr and Southemn India.

There aie other changes also taking place at Niruls's

Home dilivery, delivary outlets and express outlats have
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been some of the welcome additions o the Nirula’s
model. Another experiment has been with 11e standalone
ice-excam parlours and food refail with condiments like
Jams ctc. Another new venture has been the Nirule’s
21’s cafe’, primarily a lifestyle offering positioned at the

youth, much like a Barista with a different product foeus.

-NIRULA’S “1isp*

WNirula’s have a unique positioning in th2 quick servise
restourant format having mastered the P's namely
product afferings and pricing. That is. Wirula's USF
has always beea the wide variety of food items which
are oflered at affordable prices. Further, Nirula’s fast

food joints have ISO 9001 certification ¢nd they also

comply with the food quality standards specified by PFA,

The menu offered at Nirula's is a mix of Indian and
Western food. ice-creams, desserts and cenigctionery-all
whrelt make it an atiractive option' for family dining. At
Nirwia's, a foranly can make a choice between hurgers,

pinas, indian tood or simpiv desserts. Bven Nirule's
wrestem offerings Bke hot dogs. and grilled sandwichzs
2ive it an edge n urban citics trying to ape the West. Ine
creams have traditionally heen a huge success and

continue to be a big strength of Nirwla's. ‘The Hot
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vhocolate Fudpe' confhinuany 10 D g in oo oo
2L stomers.
COMPETITION
Dce the Indian markets werp openad (o lebnsic o

from early 1990°s, a number of wmiernitional i

ctains have stepped into the country to safisfy the o .

of the Indian {}illﬁlf. Such ,5]!31}}11 fast food 2haw o

MeDonalds, Bimpy’s, KFC Pize FHut end Do

fid

hese intermetitag: fast feod ~Raias ko fapgvege

thett pew cws e and axnerooee and @ e o b

Lo

thar season,

MNala’s fast food jois ar2 cowed gy, o
acjoining townships like No:da aud Guon v, Wiew g
of the 56 McDanalds restzwant i tndi. 33 wre o
in Delhi with tlans for anytier 15 or 0 1o be sdded
fast fiscal (2004-05). Whilz Mizza [Tut. winel w« 1

at 70 locaticn: across Indiz has indica ~d o

ar other 30 moie.

The menu at Nrde's have o sn bevi che e -
Mtions Uke nimdw sada and vae BRay B e
heve newer "oIpings o response o ese (i

coempetitors (Dommo’s Przeas Fut et Mo

RSIEh]
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wiriia s have pluns w tak: o considsration regiona!
weferences vwh le planming raenus.
MANA GEMENT
Although Nuula’s 1s a tar it/ owned business it is beng
run by professional managzrs from dives:: backgrourds.
Vikas Anri, Techmical fdvisor (was hired from
McDonalds). AK. Jain, ‘{vad of Finance (came fiom
DLF) and Szndeep Madar , 'Seneral Mans.ger, Markering
(s backgrcund in Shaw Wallace), Th: marketing team
“uth heen downed o 2003 with many new promor.ons

v tut hittpi/iwww.rdvvonline.com

e uerpany s el lheking outwrds : sorting cut
aper atondl ssaes and geting :;ystcn'lsﬂi:: place. The supply
chain has £2en out source 1 to ensure that there arz no
problems a0 timely delivary of preducts from heir
production cenres in Ckala and Neida to cities 1ike
Mumbui- I ilso tested a new format of trucks with

facilities ¢f both dry :nd wet compartment, so that

Cweeeresn and foud cou d be stored together. bince

protessw: Is have been Vired for vario 1s Yevels, the owner
promotors o Nrula s, Loint Nirula wnd Deepak Mirula

have very chear expeciihons, To quote them:

£-5968

http://www.rdvvonline.com

BIOX I HOAAPI MM/ d1g



WO IUTROAA P MM /i

http://www.rdvvonline.com
t v
“Its ycur investment, you aipze. o refurn. You run it
in a conain way, I when someone clse runs it for

you dey-to-day, you wami it run so that vou Aot

have any losses, plus your reputation is maimained

and your brand gets strengthencd”. They 1ollow w
very osen door policy i.e., they always keep toeir cars
and dcor open : get as much ieedback as possible 1hom
customess and listen 1o their employees. This .+ a poticy

l:which has stood them n good svead for 2 lonyg time.

' FUTURE EXPANSION PLAMS

As mintioned cuiher. there are tvo ke faciors which
have mativated Niuia's 1w purs w ambious Cvgingon
plans -Food pricing and Dining exprumee 1o sien watk,
the first phase of expansion plans vill loeus on setting up
inore utlets in North India beforz shifting the i atiention
o other cities in Western and Southern India,

Niru'a’s producuion capacity wa: large vnoigh o deat
with the expansious 1w North-India. To suppeit this, they
nave out sourced their supply chizin w0 Snowman Indis, a
Bamuicie based iogistics suppori compan s Once the
APl plan o South India siacts rolling, they could
thin< of seiting up a production centre there. Such 1
move cound heip the company te gan cost fTectiveness

i wnis of saving logistics costs und time. They (INirula's)
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propase to opan over 100 fas: food joint ontlets by 2006,
The cémpany hes divided the country icto different
geopranhical :eves, where it would lik: to set up
frenichises outlete, The zonal franchisce selected would
commt Hsell to open at leas: 10 restawgts within 3
spar. of 3 years ir the zone. The franchisen cwner would
have to set w5 new eomnany for this tusiness and
make a payme:t of 50 percent of the fee for opening the
siore on signing the agreement and the remaining 59
percetit on the opening of the store. Niruln would have
to e paid a moataly reyalty for each store fhat is openetl,
The franchisee cwner would be entitled 1o the entire
sales procecds and also have to bear all 14¢ opesating
CAPCGERS,

Niruda's would arefer (o enter into partership with people
already established in the aren and have a very good
wadzrsianding of the marker, The cumrert franchisce
progranune undertaken by Niruia's 15 only for the
expangier of fantly stvie restaurants. The size of tle

outletz wonld b2 determimed alter takimg o consideraticn

the poteniial of a particular losution and the real estase .

avpilabibity,
Afezr establishing 2 natioval presence weth. the existing

{ormais and constant innovations, Nirula's intends to
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explore and enter the international food mzrkers, v

with strong NR ™ (Non Resident indian's populaiion -

T

thes Guif countr cs, Canada Tar east ete. T ws denision
worked out on tae basis thet in these markot- e de o
‘v~ Indian food already exis x50 fhey il nol

et extra efforts to ereate tie demand

Aowever, Nirv a's have 1 remembor

indian’s becorasing matuce consumers. feoio
COTVENICNCS, SPnce, senvive ard quabity will me fhe poo
tactors which have heiped their canpetitons o autiod

themselves io Uie Indian ma ket
tiestions :

(i} Customers are very svre of the quei. v oy

]

i

service the s would regorve at any Meliona s i

in the country. What st:ps do you 1l uhe 5
adopted by Mirula's ‘o o sure the sans e -

of experisroe at tn2ir ontlets foq)

Manvoi v .l s mornae s s

—a
——
=

malls ar¢ cipepiexes 0 oang fael e

follow suit” Why.

'W1at are the ‘ive rights of mrrchandisinz? Whar e

jactors that affoc: the fancio 1 of merchandsiag v este
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Write shor noter onc

Tan s Iwol

(i}

U O AT MDA sement

Store namnance of sioe security

(ifli Frergy management
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