[image: 7052-TelferLheader]


Marketing ADM2320N 
Winter 2015
Team Case Study: The Country Grocer Inc.[footnoteRef:1] [1:  This material has been provided by the Country Grocer Inc. to facilitate this case analysis.  The information is proprietary and used with the permission of Mr. Francois Bouchard.  Case written by Francois Bouchard and Dr. David H J Delcorde, Telfer School of Management, University of Ottawa, 2015.] 
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Store Profile
Located at 729 Ridgewood Avenue in Ottawa, The Country Grocer Inc. was started in November of 1995 by Francois Bouchard after a number of years’ experience in the grocery industry.  The company has been serving Ottawa customers for the last twenty years.

The Country Grocer Inc. (TCG) is a successful retail supermarket offering nationally branded products including the full line of President’s Choice™ and No Name™ products. Customers enjoy a wide selection of fresh products offered in the bakery, deli, meat and produce departments. The extension of the store’s services to include catering followed naturally as an integral part of its business model.  The combination of its buying power and relationships with suppliers enables TCG to work with the freshest products at very competitive prices. 

In 1997 TCG became the first supermarket in Ottawa, the first in Ontario and the third in Canada to offer an online shopping service for groceries.  Recently other competitors have been entering the on-line grocery shopping service and this is creating challenges for TCG to protect its market share.  In some cases it is speculated that some giant retailers are less concerned about being profitable in this segment and more interested in obtaining “mega data” about customers; the “losses” on food sales being “written off” as the costs of obtaining data to be used for other product and service purposes.
  
Delivery Service: Local, the Far North and the USA
TCG offers a delivery service for customers who order groceries on line and this delivery service plays a large role in its business. Approximately 18% of sales are attributed to this delivery service. There are a handful of customers who place orders by phone or email, but most orders are processed through our online store which is the preferred method of ordering.  TCG delivers all over Ottawa from Orleans to Manotick, Stittsville, and Barrhaven for a fee of $12 plus HST.  Delivery customers include a large number of senior citizens and people who are physically disabled who cannot easily leave their home to shop for groceries. Additionally, the store services university students who have groceries delivered for the convenience that it offers and parents who place orders as gifts to their children. Furthermore, TCG serves a number of businesses, afterschool programs and daycares who order groceries as well. Most customers order on a weekly or bi-weekly basis.

Currently TCG requires that all orders meet a minimum of $50 excluding tobacco and before taxes and delivery and that they are submitted before 6pm the day prior to delivery. TCG has one main delivery driver and one additional driver on Mondays which is the busiest day. The main driver is contracted through his personal business whereas the second driver is contracted through a third party business.

TCG also serves customers located in Nunavut. Through a partnership with Canadian North and First Air airlines, TCG delivers groceries to the Ottawa airport which then get sent to a number of northern communities. These customers include airline employees, teachers, or locals. TCG charges the same $12 plus HST, delivery fee that is charged to local residents, but northern customers pay for the freight charges through the airline. 

Some northern customers also take advantage of sealift deliveries during the summer time. These shipments are for dry goods only and take two weeks to arrive in Iqaluit by boat.  It is the customer’s responsibility to book a spot for their sealift on the boat. From there, they place their order by email or online.  If the orders are placed by email, an additional fee is charged for the quote that must be drawn up. TCG also facilitates the delivery and assembly of other products purchased in Ottawa by the customer; for example, furniture, clothing, and electronics.

TCG services also extend to the United States where a number of customers order particular products that are not available in the US. TCG ships via UPS and charges for the price of the product, UPS shipping fees, as well as for the assembly and documentation for the FDA and US Customs.

The Country Grocer Website
TCG has two websites www.thecountrygrocer.com which is intended for local customers and www.onlinegrocer.ca which is intended for northern and online customers. Both sites allow customers to log into the online store to place an order. The websites include information about deliveries, catering, weekly specials, and general store information.

Required
After familiarizing yourself with The Country Grocer Inc. through visits to the store’s website and perhaps a visit to the store, you are required to conduct background research into the grocery industry in general, that takes into account, among other things:
· Who are TCG’s key competitors?
· What is the competition’s competitive advantage?
· What is the nature of the competition’s supply chain?
You will add to this list in developing a picture of the external environment in which TCG is operating, including the community demographics of the store’s physical location in Ottawa (as this could provide information on the type of customer who physically visits the store to purchase groceries). 

With this background in mind, you are required to develop a formal strategic marketing plan for The Country Grocer Inc. that has as its strategic and operational goals, to attract and retain local, northern, and US-based customers, and to create a sustainable competitive advantage.

Note that you are required to follow all the steps in the Strategic Marketing Planning Process as set out in your text book (starting with the Mission Statement) as well as to apply all more detailed course material around key parts of this process, for example, the marketing mix, distribution channels, etc.  You should use external sources and ensure respect for scholarship by using the appropriate citations (APA preferred).

This is to be developed professionally and you will be sharing your report with Francois Bouchard as well as presenting your key findings in your formal presentation.





Some Additional Information on Finances for The Country Grocer Inc.:
· Annual sales are over $4 million.
· Average gross margin is 26 %
· The industry standard average net margin before income tax is 1%
· TCG hires a third party delivery service
· Average grocery order is $146.91 online and approximately $ 17.50 at the store

Access to Website
A profile has been created so that you can log into the online store to check it out. Please do not submit any orders. You can go to the checkout, just do not press submit in step 2 of 2.
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