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You must read the case study below and attempt ALL of the tasks which follow.
(This case study is fictitious.)

Optic2012 Opticians

Andreas Adalberto started work as an optician as soon as he qualified in 2000. He has been
offering his service in clinics in his region for the past 12 years. Since he got married 4 years
ago he hasn’t enjoyed travelling or staying away from home as much, and now that he and
his wife have a child, he is rethinking his approach to his business.

Recently, premises have become available in the main street of his local town, and Andreas
has decided to set up as an optician offering eye tests, contact lenses and glasses to the
local population. Currently everyone has to travel forty kilometres to the next town for these
services and so there is no local competition.

However, Andreas knows that he will need to carry out some research as there are many
things that he has to check. For example, he will have to find out the demographic of the local
population, what sort of products he should stock, what prices he should charge and where
he should promote his business.

His bank manager has said that he will support his business venture, but that he will need a
business plan and a marketing plan before he starts.

When the bank manager asked for a marketing plan, Andreas was reminded of the marketing
unit he had studied at college many years before. He remembered that marketing focused on
customers, and he has decided that he might need to have employees delivering customer
service while he is involved with the technical part of the business.

Andreas has decided that he will definitely go ahead with this new venture and he has started
to make a list of things he needs to prepare:

a marketing audit

marketing objectives to work towards
products to stock

customer profiles

pricing strategies

promotional material

a logo

ways to measure success

staff requirements.

This now seems to be a big job and he wonders if he should employ someone that can
manage the retail store as well as provide customer service. If the right person is employed
then they may be able to help with some of the marketing activities as well.
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You must attempt ALL of the following tasks.
Where appropriate use information from the case study to support your answer.

1

2

3

Andreas had been reminded about marketing and now remembered that it focused on customers.

(a) Explain, using examples from the Case Study, the meaning of the term customer focused.

[10]

(b) Explain two key responsibilities of marketing in a retail optician’s outlet, detailing how each
responsibility contributes to marketing objectives. [2x5=10]
[Total: 20]

Andreas recognises the importance of marketing research.

(a) Explain a suitable method of marketing research for obtaining public opinion about the logo
Andreas wants to use. [10]

(b) Explain the five stages of the marketing research process using the example of the
identification of a suitable logo for Optic2012. [5x2=10]

[Total: 20]

Andreas does not fully understand what makes up the local market.
(a) Explain the term segmentation. [4]

(b) Identify one segmentation method that Andreas might use in his retail business, explaining
why it would be a good idea to use this method. [8]

(c) Explain the most likely type of buying behaviour decision that will be used by customers of
Optic2012, using an example from the Case Study. [8]

[Total: 20]
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4  Andreas will prepare a marketing plan for the new business.

(@) Explain the purpose of the SWOT analysis in the marketing plan. [5]

(b) Explain the following three elements of the marketing mix as they will be used in the new
business:

(i) promotion [5]

(ii) product [5]

(iii) price [5]

[Total: 20]
5 (a) Explain why the coordination of all elements of the marketing mix for the launch of Andreas’s
new business is as important as the choice of individual activities in the mix. [10]

(b) Explain two factors that Andreas should consider when recruiting a manager for the retail
store in order to achieve good customer service. [2x5=10]

[Total: 20]

Permission to reproduce items where third-party owned material protected by copyright is included has been sought and cleared where possible. Every
reasonable effort has been made by the publisher (UCLES) to trace copyright holders, but if any items requiring clearance have unwittingly been included, the
publisher will be pleased to make amends at the earliest possible opportunity.

University of Cambridge International Examinations is part of the Cambridge Assessment Group. Cambridge Assessment is the brand name of University of
Cambridge Local Examinations Syndicate (UCLES), which is itself a department of the University of Cambridge.

© UCLES 2012 5174/01/M/12





