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

HOLIDAYS INC.

Holidays Inc were first set up in the early 1900s and now take over 6 million holidaymakers on
vacation every year. They have a number of channels to market including their own chain of travel
agencies, other travel agencies, direct mail and online booking. They offer many different types of
holidays which they market under their own brand names. One specialised brand has been Sport
Holidays Inc, which takes individuals and groups to sports events all over the world and all year
round.

In terms of general family holidays, Holidays Inc offer hotel holiday packages all over the world and
segment by a combination of demographics and psychographics. They also offer holidays on their
own range of cruise ships. These holidays have become increasingly popular over the last decade
and this has enabled Holidays Inc to double its market share in foreign inclusive package holidays
in spite of the global economic crisis.

The travel industry has also been affected by the cost of air travel (not just in fuel costs, but also
the cost to the planet and the environment). Holidays Inc have a corporate social responsibility
policy of trying to minimise negative impacts on the environment, but are still affected by the high
price of fuel and the tax on air travel that now exists in some countries.

Holidays Inc have a full promotional programme running all year round. They use TV advertising at
peak times of the year for holiday bookings and also use radio, press, outdoor and point-of-sale
promotion. The only sales promotions they run are the occasional competition for a free holiday
and these are usually used to introduce a new destination. They also use their website and direct
marketing campaigns to communicate with existing and potential customers. They have won
several industry awards that are publicised on their website.

Holidays Inc believe that the ‘People’ element of their marketing mix is very important, and all
employees get discounted holidays for themselves and members of their direct family. All
employees are also asked to trial the many holiday destinations free of charge, as long as they
report back impartially about the quality of their experience. This contributes to the customer
experience, not only through improvements that can be made as a result of employee reports, but
also because of the level of goodwill the company has from its important stakeholder group — its
employees. They believe that their employees and the service they offer are a strong source of
competitive advantage.

Holidays Inc are proud of their heritage and trusted brand. They put the customer at the centre of
all their activities, regularly gathering feedback from their customers about their experiences. They
are thinking of setting up a social networking page, such as Facebook, so that their customers can
share their views with other customers.
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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 Holidays Inc put the customer at the centre of all their activities.

(a) Explain why this is important in marketing. [5]

(b) Identify three examples of marketing activity from the case study and explain how each
contributes to the company’s objectives. [3x5=15]
[Total: 20]

2 Holidays Inc take customer feedback very seriously.

(a) Explain two ways that customer feedback can be gathered and the advantages and
disadvantages of each method. [2x6=12]

(b) Sport Holidays Inc organise holidays linked to sporting events. Identify four sources of
secondary data that could help them identify new destinations and events for this brand.

[4x2=8]
[Total: 20]
3 Holidays Inc use demographic and psychographic segmentation methods.
(a) Explain one way they use demographic segmentation in the case study. [5]
(b) Explain one way they use psychographic segmentation in the case study. [5]1

(c) Describe the five stages of the consumer buying decision process for a family holiday.
[5x2=10]
[Total: 20]

4 Holidays Inc use effective marketing planning.

(a) Explain what the PEST factors are in an analysis of the external environment and identify
one issue from the case study for each factor. [4 x2=8]

(b) Explain the four growth strategies described by Ansoff and link each to the holiday sector.
[4x3=12]
[Total: 20]

5 Sport Holidays Inc will be offering a holiday package to the football World Cup in Brazil in 2014.

(a) Explain the elements of an extended marketing mix (7Ps) with examples of how each would

apply to Sport Holidays Inc’s World Cup package holiday. [7x2=14]

(b) For a product/service of your choice, explain how the elements of the marketing mix are
coordinated and what has made the product successful or unsuccessful. [6]
[Total: 20]
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