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Answer - 1 

Introduction 

Green Earth has built its brand by targeting environmentally conscious consumers who value 

sustainability and natural ingredients. However, with many competitors entering the eco-friendly 

cleaning products market, the brand now faces market saturation and increased price comparison. 

When similar products appear at lower prices, consumers may begin questioning why they should 

continue paying a premium. Therefore, Green Earth must go beyond functional benefits and 

strengthen its emotional, psychological, and personal connection with customers. By applying 

psychological and personal factors of consumer behavior, the company can redesign its marketing 

strategy to reinforce loyalty and justify premium pricing. 

 

Concepts and Application 

Consumer behavior is strongly influenced by psychological factors such as motivation, perception, 

learning, beliefs, and attitudes, as well as personal factors like lifestyle, personality, age, and 

values. Green Earth should strategically use these factors to maintain its unique value proposition. 

 

1. Motivation (Maslow’s Hierarchy of Needs) 

Using Maslow’s Hierarchy of Needs, Green Earth can understand that eco-conscious consumers 

are not just fulfilling basic cleaning needs (physiological level), but also higher-level needs like 

esteem and self-actualization. Many customers purchase eco-friendly products because they want 

to feel responsible, ethical, and socially aware. 

To reinforce this motivation, Green Earth should: 

 Highlight the environmental impact saved by each purchase (e.g., plastic reduced, water 

conserved). 

 Show how buying Green Earth contributes to a larger environmental mission. 

 Create campaigns that position customers as “environment protectors” or “change-makers.” 
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By connecting the product to higher-level needs, the brand strengthens emotional motivation, 

making customers less price-sensitive. 

 

2. Perception and Brand Differentiation 

In a crowded market, perception becomes more important than product features. Even if 

competitors offer similar ingredients, Green Earth must shape how consumers perceive its brand. 

The company can: 

 Emphasize certifications, scientific testing, and transparency in sourcing. 

 Use storytelling in marketing to communicate the journey of ingredients from farm to home. 

 Highlight founder vision or company mission to create authenticity. 

If consumers perceive Green Earth as more trustworthy and genuinely committed to sustainability, 

they will justify the premium price psychologically. 

 

3. Learning and Reinforcement 

According to consumer learning theory, positive experiences create repeat behavior. Green Earth 

should focus on reinforcing positive usage experiences. 

Strategies may include: 

 Loyalty reward programs for repeat purchases. 

 Subscription models with small incentives. 

 Follow-up communication educating customers on effective usage. 

When customers repeatedly associate the brand with satisfaction, safety, and environmental pride, 

it strengthens habit formation and long-term loyalty. 

 

4. Beliefs and Attitudes 

Beliefs and attitudes strongly influence purchase decisions. Eco-conscious consumers often 

believe that natural products are safer for health and better for the planet. Green Earth should 

continuously strengthen these beliefs through: 

 Educational content on harmful chemicals used by competitors. 

 Social media campaigns spreading awareness about environmental issues. 

 Collaborations with environmental NGOs. 
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By shaping positive attitudes toward sustainability and linking them directly to the brand, Green 

Earth ensures that switching brands feels like compromising personal values. 

 

5. Personal Factors: Lifestyle and Personality 

Many Green Earth customers follow a sustainable lifestyle. They may prefer organic food, reusable 

products, and ethical brands. The company should position itself as part of this broader lifestyle. 

Possible actions: 

 Partner with sustainable lifestyle influencers. 

 Offer refill packs to reduce waste. 

 Create eco-friendly packaging that appeals visually to minimalist or nature-oriented 

personalities. 

When the brand fits into the consumer’s lifestyle identity, it becomes more than just a cleaning 

product — it becomes a reflection of who they are. 

 

Application of a Consumer Behavior Model: The Engel-Kollat-Blackwell (EKB) Model 

The Engel-Kollat-Blackwell model explains the consumer decision-making process through five 

stages: problem recognition, information search, evaluation of alternatives, purchase decision, and 

post-purchase behavior. 

Green Earth can apply this model as follows: 

1. Problem Recognition: 

Trigger awareness by highlighting environmental problems caused by chemical cleaners. 

2. Information Search: 

Provide detailed product information, certifications, and environmental impact statistics on the 

website and packaging. 

3. Evaluation of Alternatives: 

Clearly communicate unique selling points such as biodegradable ingredients, cruelty-free 

testing, and recyclable packaging. 

4. Purchase Decision: 

Offer easy availability both online and offline, along with subscription discounts to reduce 

hesitation. 
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5. Post-Purchase Behavior: 

Encourage reviews, offer loyalty rewards, and share appreciation messages to strengthen 

satisfaction. 

By carefully managing each stage, Green Earth ensures customers move smoothly from awareness 

to long-term loyalty. 

 

Conclusion 

In an increasingly competitive eco-friendly market, Green Earth must move beyond simply 

promoting natural ingredients. By understanding psychological factors like motivation, perception, 

learning, beliefs, and attitudes, along with personal lifestyle influences, the company can deepen 

its emotional connection with customers. Applying models like Maslow’s Hierarchy of Needs and 

the Engel-Kollat-Blackwell model helps structure a strategy that reinforces premium positioning 

and loyalty. 

 

Ultimately, customers will continue to pay a premium not only because the product cleans 

effectively, but because it aligns with their values, identity, and long-term environmental 

commitment. When a brand becomes part of a consumer’s belief system and lifestyle, competition 

becomes less threatening and loyalty becomes stronger. 

 

Answer - 2 

Introduction 

Harmony Hotels is expanding into new urban markets with a strategy that goes beyond basic 

accommodation. While core services such as rooms, housekeeping, and food remain essential, the 

brand differentiates itself through augmented services like complimentary wellness programs, 

personalized guest experiences, and 24/7 digital concierge support. However, implementing these 

services in different cities is becoming costly and operationally complex. Leadership now faces a 

strategic decision: Should Harmony maintain a high level of augmented services everywhere, or 

should it adjust based on market conditions? This decision requires balancing customer value with 

operational efficiency using principles of product and service management. 
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Concepts and Application 

In service marketing, a product is often understood at three levels: core service, actual service, and 

augmented service. 

 The core service is the basic benefit — in this case, safe and comfortable accommodation. 

 The actual service includes room quality, amenities, design, and brand image. 

 The augmented service includes additional benefits such as wellness programs, 

personalization, and digital concierge support. 

Harmony Hotels’ competitive advantage currently lies in its augmented services. However, 

expansion demands careful evaluation of both benefits and drawbacks. 

 

Merits of Maintaining High Augmented Services 

1. Strong Differentiation 

In urban markets where hotel competition is intense, augmented services help Harmony stand out. 

Many hotels offer similar rooms and facilities, but fewer provide holistic experiences. Wellness 

programs and personalized services create emotional value, not just functional value. 

2. Higher Customer Loyalty 

Service management theory emphasizes relationship marketing. Augmented services enhance 

guest satisfaction and build emotional bonds. A guest who feels personally cared for is more likely 

to return and recommend the hotel. 

3. Premium Pricing Justification 

Augmented services increase perceived value. When customers see added benefits, they are more 

willing to pay slightly higher rates. This helps protect profit margins. 

4. Brand Image Consistency 

A strong and consistent augmented offering reinforces brand positioning as a premium and 

customer-focused hotel chain. 

 

Drawbacks of Maintaining High Augmented Services 

1. Increased Operational Costs 

Wellness programs, personalized services, and 24/7 digital support require skilled staff, 

technology, and training. Costs can rise significantly, especially in cities with higher labor 

expenses. 
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2. Complexity in Service Delivery 

Services are intangible and variable. Maintaining consistent quality across cities is challenging. 

Poor execution in one location can damage the brand reputation. 

3. Risk of Overinvestment 

In some cities, customers may prioritize affordability over luxury enhancements. If demand for 

augmented services is low, the return on investment may not justify the costs. 

 

Standardization vs Localization 

This is a classic global marketing dilemma. Standardization means offering the same services 

everywhere, while localization means adapting to local preferences. 

Standardization – Advantages 

 Reduces training and operational complexity. 

 Creates consistent brand experience. 

 Achieves economies of scale. 

 Simplifies marketing communication. 

However, complete standardization may ignore local cultural preferences and reduce customer 

relevance. 

Localization – Advantages 

 Adapts to local customer expectations. 

 Aligns with cultural preferences. 

 Enhances market acceptance. 

But excessive localization increases costs and reduces efficiency. 

 

Recommended Approach: “Core Standardization with Flexible Augmentation” 

Harmony Hotels should adopt a hybrid strategy. 

1. Standardize Core and Selected Augmented Services 

Core services and certain key augmented elements (such as digital concierge support and brand-

level wellness identity) should remain consistent across all locations. This ensures brand identity 

and operational efficiency. 

2. Localize Selected Augmented Services 

Some augmented services should be customized according to local market needs. For example: 
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 In a business-focused city, emphasize productivity lounges and express services. 

 In culturally rich cities, offer local experience packages or regional wellness traditions. 

 In cost-sensitive markets, offer optional paid wellness add-ons instead of complimentary 

services. 

This flexible model balances differentiation and cost control. 

 

Weighing Operational Efficiency Against Customer Value 

Service management highlights that customer perceived value equals perceived benefits minus 

perceived costs. Harmony must ensure that augmented services generate more perceived value 

than operational cost burden. 

To achieve this: 

 Conduct market research before implementing costly services. 

 Use data analytics from customer feedback to evaluate usage of augmented services. 

 Introduce tiered service models (basic, premium, executive packages). 

 Invest in technology automation to reduce labor costs. 

For example, AI-based concierge chatbots can reduce staffing costs while maintaining 24/7 service 

availability. 

 

By measuring customer satisfaction scores, repeat booking rates, and average revenue per guest, 

management can determine whether augmented services are contributing positively. 

 

Conclusion 

Augmented services play a crucial role in differentiating Harmony Hotels in competitive urban 

markets. They enhance customer experience, justify premium pricing, and build long-term loyalty. 

However, maintaining high levels of augmentation in every city without adaptation can lead to 

rising costs and operational inefficiencies. 

 

Therefore, Harmony Hotels should adopt a balanced approach: standardize core services and key 

brand-defining augmentations, while localizing selected enhancements based on market demand. 

By carefully analyzing customer value and operational cost, the company can expand sustainably 

without compromising brand identity. 
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In service industries, success lies not just in offering more, but in offering what truly matters to the 

customer while maintaining efficiency. Harmony Hotels must ensure that every augmented service 

meaningfully enhances guest experience and contributes to long-term profitability. 

 

Answer – 3(A) 

Introduction 

In a highly competitive and rapidly evolving market, companies must innovate quickly to remain 

relevant. However, many organizations struggle with slow product development due to 

departmental silos, misaligned priorities, and poor coordination between R&D, marketing, and 

production teams. These issues result in delays, repeated errors, and weak product-market fit. To 

overcome these challenges, the company needs a redesigned organizational framework that 

promotes collaboration, agility, and continuous customer involvement throughout the NPD cycle. 

A structured yet flexible approach can significantly reduce time-to-market while improving 

innovation quality. 

 

Concepts & Application 

To fundamentally improve the NPD process, the company should adopt an Agile Cross-Functional 

NPD Model, built on three key principles: cross-team collaboration, iterative customer feedback, 

and agile governance. 

1. Cross-Functional Team Integration 

Instead of separate departments working independently, the company should form dedicated cross-

functional teams for each new product project. These teams must include representatives from 

R&D, marketing, production, finance, and supply chain. This structure eliminates communication 

gaps and ensures that product feasibility, market demand, cost considerations, and operational 

capacity are aligned from the beginning. 

 

Each team should have a “Product Owner” responsible for decision-making and coordination. This 

accountability reduces confusion and speeds up problem resolution. 
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2. Agile Development with Sprint Cycles 

Traditional NPD models often follow a rigid stage-gate process, which can be slow and 

documentation-heavy. The company should adopt short development cycles called “sprints,” 

lasting two to four weeks. At the end of each sprint, teams review progress, test prototypes, and 

make quick adjustments. 

 

This iterative approach allows continuous improvement and minimizes the risk of large-scale 

failure. It also encourages experimentation and faster learning, which is essential in dynamic 

markets. 

 

3. Continuous Customer Feedback Loop 

A customer-centric approach is critical for ensuring market fit. Instead of waiting until the final 

launch, customer input should be integrated at every stage. Early concept testing, pilot launches, 

surveys, and prototype trials can provide valuable insights. 

 

Using digital tools and analytics, the company can gather real-time feedback and modify the 

product accordingly. This reduces the risk of launching a product that does not meet customer 

expectations. 

 

4. Agile Governance and Transparent Monitoring 

Management should shift from strict control to supportive leadership. Clear objectives, timelines, 

and budgets should be defined at the start, but teams should be given autonomy to execute. Regular 

review meetings should focus on solving issues quickly rather than assigning blame. Performance 

dashboards can provide transparency across departments and improve coordination. 

 

Conclusion 

To achieve faster innovation and stronger market alignment, the company must redesign its NPD 

process around collaboration, agility, and customer focus. By integrating cross-functional teams, 

adopting sprint-based development, incorporating continuous customer feedback, and 

implementing flexible governance, the organization can significantly reduce delays and improve 

product success rates. This transformative framework not only accelerates time-to-market but also 
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builds a culture of innovation, accountability, and responsiveness—ensuring sustainable 

competitive advantage in a rapidly changing business environment. 

 

Answer – 3(B) 

Introduction 

Entering a new geographic market is not only about introducing advanced technology but also 

about understanding the political, legal, and social environment of that region. In this case, the 

foreign automobile manufacturer is struggling because it underestimated local regulations, 

consumer expectations, and cultural values - especially around safety, data privacy, and 

environmental sustainability. Meanwhile, local competitors have successfully aligned their 

offerings with these expectations. To succeed, the firm must adopt a holistic and adaptive market 

entry strategy that balances global strengths with local responsiveness. 

 

Concepts & Application 

A successful market entry blueprint should integrate environmental analysis, product adaptation, 

branding localization, and strategic partnerships. 

1. Comprehensive Environmental Scanning (PESTLE Approach) 

Before strengthening its presence, the firm must deeply analyze Political, Legal, Social, 

Technological, Environmental, and Economic (PESTLE) factors. Strict safety regulations and data 

privacy laws must not be treated as obstacles but as opportunities to demonstrate compliance and 

responsibility. 

The company should: 

 Redesign vehicles to exceed local safety standards. 

 Ensure full compliance with consumer data protection laws in connected car technologies. 

 Publicly communicate certifications and regulatory approvals to build trust. 

 

2. Product and Feature Adaptation 

Instead of offering the same global model, the firm should adapt features to align with local values. 

Since environmental sustainability is a strong social concern, the company can: 

 Introduce hybrid or electric variants tailored to the market. 

 Highlight fuel efficiency and reduced emissions. 
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 Use recyclable materials in manufacturing where possible. 

This aligns the product with local environmental priorities and enhances acceptance. 

 

3. Community-Focused Branding Strategy 

Local players have succeeded by building emotional and community connections. The foreign firm 

must shift from purely technology-driven communication to value-driven branding. 

Actions may include: 

 Sponsoring local environmental initiatives. 

 Partnering with community organizations. 

 Promoting local employment and supplier partnerships. 

This builds social legitimacy and reduces the perception of being an “outsider” brand. 

 

4. Strategic Alliances and Localization 

Forming joint ventures or partnerships with local firms can help the company better understand 

cultural nuances and regulatory complexities. Localization of marketing campaigns, language, and 

customer service further strengthens brand acceptance. 

 

5. Competitive Positioning Strategy 

Instead of competing only on advanced technology, the firm should reposition itself as a 

responsible, innovative, and locally committed brand. Combining global engineering expertise 

with local adaptation creates a strong competitive advantage. 

 

Conclusion 

Penetrating a new geographic market requires more than superior product technology. It demands 

sensitivity to political regulations, legal compliance, and social values. By conducting thorough 

environmental analysis, adapting product features, embracing community-focused branding, and 

forming local partnerships, the automobile manufacturer can rebuild its competitive position. A 

balanced strategy that integrates global strengths with local responsiveness will not only improve 

market acceptance but also establish long-term sustainability and trust in the new market. 

 

 


