CHUKA UNIVERSITY

DEPARTMENT OF BUSINESS ADMINISTRATION
e BCOM 324

e PUBLIC RELATIONS & CUSTOMER SERVICE

BACHELOR OF COMMERCE

Y3S2

0755-994142

CHUKA/MAIN CAMPUS—15 STUDENTS

INSTRUCTIONS

e SECTION A-QUESTION ONE (1)- IS COMPULSORY

e SECTION B-ANSWER ANY OTHER TWO QUESTIONS

QUESTION ONE (1)- IS COMPULSORY (30 MARKS)

QuickMart to open four stores in market race against rival Naivas

QuickMart Supermarket is set to open four more stores in Kiambu, Nairobi, Kilifi and Trans
Nzoia counties in the next one and a half month making it the biggest beneficiary of the troubles
facing the retail sector in Kenya.

The first will be at Chania Mall on Kenyatta Road in Thika town, a space that was previously
occupied by Tuskys.

The second will be situated at OTC within the Central Business District in Nairobi while the
third will be at Mtwapa Mall in Kilifi. The final store will be located in Kitale town in Trans
Nzoia.

The upcoming stores will raise the retailer’s branch network across the country to 45 as it races
to catch up with top retailer Naivas which plans to open three more outlets in the next few weeks
across the country.

“QuickMart remains focused on its fresh concept allocating up to 30 -40 per cent of the floor
space to its fresh fruits and vegetables, fresh foods from its deli, bakery and the butchery and this
will be rolled out in the new locations,”



The Thika branch comes a few months after Tuskys ceased operations at the outlet on dwindling
cash flows.

QuickMart gained a bigger financial muscle after Sokoni Retail Kenya acquired a controlling
stake in the retailer and merged operations with its outfit Tumaini Self Service to form a single

operation under the QuickMart brand.

The expansion by QuickMart comes at a time Tuskys Supermarkets is facing serious cash flow
hitch that has sparked a dispute with suppliers due to unsettled debts.

Tuskys, until recently Kenya’s top retailer with 53 stores, has less than 10 outlets operating amid
stock-outs.

The retailer is seeking to sell a majority stake to a consortium made up of a private equity firm
and an undisclosed foreign retailer as part of efforts to raise cash to pay suppliers and win back

their confidence.

The retail industry has in the past seen an entry of new international players like Carrefour
raising competition that partly resulted in the collapse of Nakumatt and Uchumi supermarkets.

As aresult, retailers like Naivas Supermarkets have sought additional capital to scale up
operations in a highly competitive market.

Naivas signed an agreement with French equity fund Amethis Fund to sell 30 percent stake to its
expansion.

REQUIRED.

A.).As a Public Relations manager, how does your role fit into Quickmart and its goals?
(10 Marks).

B.).What are a couple day-to-day practices of yours as the customer care manager that Quick
Mart can implement for greater success/fulfillment in this company? (10 Marks).

C.).What Public relations campaigns that should be out there and for what reasons? (10 Marks).



SECTION B-ANSWER ANY OTHER TWO QUESTIONS.

QUESTION TWO

A.). Explain the systems theory in Public relations field. (10 Marks).

B.). As a customer service manager at Equity Bank, explain how you will manage noisy
customers in the Bank. (10 Marks).

QUESTION THREE

A.). Explain the Assimilation-Contrast theory in customer service. (10 Marks).

B.). As a public relations director at Safaricom, Prepare year 2021 Public relations plan.
(10 Marks).

QUESTION FOUR

A.). As customer service manager at Airtel, prepare a presentation entitled, ‘Causes of
commitment’ during the monthly departmental meeting. (10 Marks).

B.). As a public relations manager, discuss the concept of corporate identity. (10 Marks).
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