Critique of Organisation (Due on November 23; worth 20%)

Overview

You are to assume the role of an expert marketing consultant. Write a memo to the director of

the organisation you chose for your market audit outlining your assessment of the organisation in

marketing terms and provide a set of recommendations for improvement.

Detail

For this exercise, please go back to the market audit that you completed earlier in the term and

review what you wrote. Consider the organisation in light of what you have learned in this class

and develop some recommendations for change. In your memo to the director, please provide

first your overall assessment of how much difference exists between what customers expect (or

what you believe they should expect) and what they receive from the organisation.

Second, provide some specific recommendations that the director might act upon to improve

services (e.g., close the gap between expectations and what is actually received). You may wish

to organise these recommendations in the same categories that you used for the original market

audit assignment (e.g., environment, customers, products/services, place, price, cost, promotion,

people, servicescape, process, and competition) or you may chose another organising mechanism

that has an easy-to-follow logic.

Grading Criteria

This assignment counts for 20% for your final grade. The memo should be approximately eight

pages, double spaced (not including the cover page or reference page). Criteria used to assess the

memo will be as follows:

illustration of your understanding and ability to apply the concepts in the textbook
professional manner in outlining the problems and suggested solution(s)
good organisation of memo starting with the big picture and including more important

elements first

specific recommendations that show diagnostic ability and reasonable (even creative)

solutions to problems
