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Note : (i) Attempt any three questions from Section-A.
(ii) Section - B is compulsory.

(iii) All questions carry equal marks.

SECTION - A

1. (a) Discuss the role that small and micro
enterprises can play in ensuring balanced
and inclusive growth of our economy and

society.
(b)  Distinguish between skill and competency.
Give suitable examples to support your

answer.

2. (@)  What are the problems that a voung
entrepreneur usually faces in India while
setting-up a new business ?

(b) Discuss the framework for opportunity
scanning and consequent identification of

a suitable business for rural India.
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SECTION - B

b. Read the case study aiven below and answer the

questions given at the end of the case,

Suny and Tos wife Rekha bothy had degrees o
Hoieh Managementwith specialisation i cateryg
and haospitalitv respecticelvs Both were working
at Host aesiaurant focated i the midst ot the
By buames<locality . Just hundred meters awan
was the stockeesciiange where hundreds ot
people coathered evervdav to exchange business
transactions,  The one kilometre of market had
offices of many prestigious companies of hidia,
reputed  business  houses,  consultants,
multinational companies and industrial hevses
fhe avea vwas konown as the financial district of

the city.

Because of the educational and work
cxperience, Sunny worked in the restaurant
kitchen and Rekha supervised the dinning area
and handled the billing and cash register. The
restavrant having space limitations had no scope
of expanding its operations, o, for the past ten

vears they were doing same routine work.

Sunny and Rekha were keen on starting a
enterprise of their own and were looking for the

right tvpe of business and opportunity. Rekha
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being in the dining area was alwavs observing
the guests coming to the Host. She observed that
most of the guests coming for lunch were people
belonging to the financial trade like investors,
stock brokers, bankers and their business
operations were concentrated at the stock
exchange. Since the lunch break was only for halt
an hour thev could not aftord to be out of their
business premises for more than half an hour.
Half of the break time went in the to and fro
movement to the eating place. They were always
found to be intent on finishing their lunch rather
than enjoving it. Many of the guests were seen

talking on their cellular phones even while eating,

Sunny and Rekha once visited the stock
exchange to know the work place of their guests
and realised how hard pressed for time they were.
They were convinced that it they could ofter these
customers an appealing lunch at their workplace,
they can certainly develop a clientele. Moreover,
the customers will be able to relish the lunch as
they will be able to utilise the to and fro movement

to the restaurant profitably.

They started talking to a select list of
potential customers about the service they wanted
to introduce. They found that their concept was
acceptable to most of them. A demand for onsite

food service was established. Sunny and Rekha
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worked on the cconomies of this service and
established that thev could build a very protitable

business.

Thev decided to quit their jobs and open a
small kitchen at their home exclusively to cater to
customers requiring onsite food delivered as per
their requirements.  The tocus of the service was

‘quality food delivered on time'.

The operational strategy was very simple.
They had met the potential chients and asked them
to giving their requirements bv 10 am. and also
the time at which they would like the tood to be
delivered in their office. Normally 1.00 to
1.30 p.m. being lunch time yave them enough time

to prepare food and deliver the packets.

The procedure tollowed by Sunnv and Rekha was

this :

(@)  The service delivery start time fixed at
11 a.oe S0 all food must be filled, packed,

labelled and sorted by this time,

(b)  The delivery boys must report at 11T aam. to
pick up their packs. The deliverv boys were
selected on the basis of their location in the
customer area, their knowledge about

topographyv and distribution skills.
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Phe client base of 70 people Jocated at seven
ditterent places was served by seven
delivery bovs each handling 10 customers
vhose oftices were located either in the same
bailding or in the immediate vicinity, The
Jsribution strategy and mode was
Gesgned onthe base of chient dispersion i
Saesep thenc Unaverage, one delivery by
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Cechoabe enrpty cases within one and hair
S freim the start o service. [he Mitchon
Aas docated five Ribeameters from tio
Sosiness offices.

o the <ame area thk?l'(‘ are “(‘lll" maote

seations providing similar food deliveny
aed Surny oid Kekha had to compete
st ay the same area. To have a proactive
niorroach they started providing a service
crarantee stating “Not delivered as promiscd-
gt pavforit” Their main focus was speed of
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Asaconsequence of this service guarantee
e service started getting recognition and gained
the reputation of reliability, accessibilitv and
responsiveness. More and more customers were

wotlhng to enroll themselves as regular members



for this service. The other suppliers in the same
area are not willing to match the service and
cuarantee offers of Sunny and Rekha. Their
customers started detecting thereby causing
cconomic strain on their business. “How long can
thev offer this guarantee,” commented one
supplier as he felt it would be very ditficult to
continue this. In fact, this was also the concern
of Rekha as she was incharge of customer
management and Sunny was looking after the

kitchen management.

[he increased How of customers was alluring
them to expand the business but the tyvpe of
suarantee was forcing them not to expand. But
the experience of both convinced them to go
alicad for expansion and cater to the segments
they had identified and thev were sure of winning

without problems.
Questions :

(a)  Critically evaluate the operational strategy

followed by Sunny and Rekha.

(by  Looking at the facts given in the case,
suggest appropriate growth options for this
enterprise. Justify vour answer with

reasons.
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