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EXECUTIVE SUMMARY

The first chapter of the project deals with the introduction of consumer buying
behavior, company profile of KFC, objective, scope and limitation of project.
Consumer Buying Behavior refers to the buying behavior of the ultimate consumer. A
firm needs to analyze buying behavior for their growth. There are many sub chapter
such as company profile which tells about KFC in detail. Objective of project is
another important part of project which includes various type of studies for the
completion of project. ‘KFC’ is fast food chain outlets. My project throws light on

study of consumer buying behavior of customer regarding KFC.

The second chapter discusses Literature Review forms another important chapter
listed in the project in the research work. The literature review focuses on  worth
noting that consumer buying behaviour is studied as a part of the marketing and its
main objective it to learn the way how the individuals, groups or organizations
choose, buy use and dispose the goods and the factors such as their previous
experience, laste, price and branding on which the consumers base their purchasing

decisions

Research Methodology is third chapter listed in my project. It means the systematic
way to attain the predefined objectives. Hence to fulfill these objectives, Research
Methodology will appear in context with the research design, data collection, and
sources of data and description of tools for data analysis. Research Design in which 1

have used Probability or random sampling design to give an equal chance to all the
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CHAPTER 1
INTRODUCTION
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4. Purchace S i : i i |
Purchase decision--Choose buying alternative, includes product, package,
store, method of purchase etc, »

N

Pur.chasfcf-l'\/lay differ from decision, time lapse between 4 & 5. product
availability.

6. ;’)(fsl-Purchasc Evaluation--outcome: Satisfaction or Dissatisfaction. Cognitive
issonance, have you made the right decision. This can be reduced by
warranties, after sale communication etc.

Types of Consumer Buying Behavior

Types of consumer buying behavior are determined by:

.,
o

Fevel of Involvement in purchase decision. Importance and intensity of
interest in a product in a particular situation.

< Buyers level of involvement determines why he/she is motivated to seck
information about a certain products and brands but virtually ignores others.

High involvement purchases--Honda Motorbike, high priced goods, products visible
to others, and the higher the risk the higher the involvement. Types of risk:

< Personal risk
% Social risk
% Economic risk

The four type of consumer buying behavior are:

< Routine Response/Programmed Behavior--buying low involvement frequently

purchased low cost items; need very little search and decision effort:

purchased almost automatically. Examples include soft drinks, snack foods,
milk etc.

Limited Decision Making--buying product occasionally. When you need to

obtain information about unfamiliar brand in a familiar product category,

perhaps. Requires a moderate amount of time for information gathering.

Examples include Clothes--know product class but not the brand.

& Extensive Decision Making/Complex high involvement, unfamiliar, expensive
and/or infrequently bought products.  High  degree  of
economic/performance/psychological risk. Examples include cars, hfmlxes,
computers, education. Spend alot of time seeking information and deciding.
Information from the companies MM; friends and relatives, store personnel
etc. Go through all six stages of the buying process.

+ Impulse buying, no conscious planning.

The purchase of the same product does not always elicit the same Buying Behavior.

Categories that Effect the Consumer Buying Decision Process

A consumer, making a purchase decision will be affected by the following three
factors:

1. Personal
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Attitudes-

Individual learns attitudes through experience and interaction with other
people.

Consumer attitudes toward a firm and its products greatly influence the

success or failure of the firm's marketing strategy.

Altitudes and attitude change are influenced by consumers personality and
lifestyle.

Consumers screen information that conflicts with their attitudes. Distort
information to make it consistent and selectively retain information that
reinforces our attitudes. [E brand loyalty.

I'here is a difference between attitude and intention to buy (ability to buy).

Personality--

all the internal traits and behaviors that make a person unique, unigueness
arrives from a person's heredity and personal experience. Examples include:

Traits effect the way people behave. Marketers try to match the store image to
the perceived image of their customers.

There is a weak association between personality and Buying Behavior, this
may be due to unreliable measures. Nike ads. Consumers buy products that are
consistent with their self concept.

Lifestyles—

Recent US trends in lifestyles are a shift towards personal independence and
individualism and a preference for a healthy, natural lifestyle.

Social Factors

Consumer wants, learning, motives etc. are influenced by opinion leaders, person's
family, reference groups, social class and culture

Opinion leaders—

Marketers try to attract opinion leaders...they actually use (pay) spokespeople
to market their products.

Roles and Family Influences—

Role...things you should do based on the expectations of you from your
position within a group. People have many roles. Husband, father,

sl
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ABOUT COMPANY
PROFILE : KFC

(3 Scanned with OKEN Scanner



ABOUT KFC

The Fast Food phenomenon has finally come of age in India. According to the
findings of the latest online survey from ACNielsen, over 70% of urban Indians ‘
consumes food from take-away restaurants once a month or more frequemtly Of ‘
these 37% of adult Indian population do so at least once a week. This makes India one ‘
of the top 10 countries amongst the 28 surveyed, in terms of frequency of fast food |
consumption The incidence of Fast Food consumption in urban India 1s accelerating
much faster than most people anticipated  Changing lifestyles, an altered view
towards out-of-home meals, a willingness (o spend and, most importantly, the
urban Indian acquiring a more “global palette’ have catalyzed its consumphion
yum’s decade long affair with India went through some teething problems, most

notably the ill-fated launch of KFC mn 1995 Bangalore. The launch got mired in a

controversy, but the company has managed to put that behind and has been recording

an impressive double digit growth since then, and today, over 1.7 lakh people walk

into KFC outlets across the country every week.

KFC will be the mass brand with focus on tasty food. And to make this possible a

better understanding of KFC consumers was required. Bran
great taste, real value or other attributes. Through

ds have personalities

that can scream quality,

I
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secret blend of eleven Herbs and spices. His restaurant became so popular the state

povernor made Harland Saunders a Kentucky Colonel in honors of his fine

contribution to state cuisine

Using his last $105 Social Security cheque he set up Kentucky Fried Chicken,
his own chicken franchising business, travelling across the country from restaurant to
restaurant cooking chicken for the owners and their employers. Following the owners'
approval of his special KFC recipe. Colonel Sanders entered upon a handshake
agreement. which provided him with a nickel for every chicken the restaurant sold

In January 1997, PepsiCo, Inc. announced the spin-off of 1ts quick service
restavrants —KEC, Taco Bell and Pizza Hut — into an independent restaurant
company. Tricon Global Restaurants, Inc. In May 2002, the company announced it
received sharcholders' approval 10 change it's corporation name to Yum'! Brands, Inc
The company, which owns A&Wall -American Food Restaurants, KFC, Long John
Stlvers, Pizza Hut and Taco Bell restaurants, is the world's largest restaurant company
in terms of system units with nearly 32 500 in more than 100 countries and territories.

KEC now offers great tasting meals and snacks i over 30,000 restaurants
around the world. Every day over 6.5 million people make KIFC part of their lives.
Laid head to claw, KFC chickens consumed worldwide would stretch 458,065
kilometers and would circle the earth at the equator 11 times

When India’s first KI'C (Kentucky Fried Chicken) opened in 1995, its arrival
sparked immediate controversy, ranging from local government charges that the
restaurant sold carcinogenic foods laced with harmful monosodium glutamate; to tens
of thousands of farmers protesting against a suspected takeover ol the locally based
agricultural system.

But the company has managed to put that behind and has been recording an

impressive double-digit growth since then, and today, over 1.7 lakh people walk into

17
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the 12 KFC outlets across the country every week. The Delhi outlet saw over 10,000

storming into it in the first two days of opening
The other significant point is KFC's efforts too woo vegelarians in India, a

first in the world. Combine the inclusion of vegetarian items and with the alTordability

platform, and its clear the company is ready to tweak its global positioning around
tasty-chicken platform 1o woo Indian vegelarians.

The positioning, which is in the process of getting finalized, is not going, to be
chicken specific but for taste. This research is designed to confirm the feasibility of
this fact and also find the key consumer’s demographic, behavioral aspects and need

states to fine tune the positioning strategy. This is just the beginning of the

decade long plan for consolidating its position in here.

18
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OBJECTIVES OF THE STUDY/RESEARCTH

o swdy consumer purchase decision involvement and advertisement

involvement in KFC,
To study satisfying level ol consumer,

To study how company generate customer base or the business.

To study marketing mix strategic o the company which can satisly need of

the customer,

To study how company has created good image.

19
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SCOPE OF THE STUDY

The study sugpes company can make the product befier as per customer

suggeshon
The researcher get the grea exprosurer of new people
Ihe study can help the company KFC 1o know that how many customer

satisfied with them in actually on an av crage

The study is also helpful in finding out the respondent opinion towards

attributes

This study can helpful 10 the company for conducting any further research

e —
e
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REVIEW OF LITERATURE

The topic of consumer behavior is one of the massively studied topics by the

rescarchers and marketers in (he past and still being studied. Researchers show

different reasons as to why consumer behaviour has been the topic of many academics

and researchers. One of the common views is that understanding consumer behaviour

has become a factor that has a direct impact on the overall performance of the

businesses (Kotler and Keller, 2012). Another view suggests that understanding

consumer behaviour has become crucial especially duc to fierce competition in retail

industry in the UK and worldwide (Lancaster et al. 2002). This chapter will introduce

some other areas of research background of consumer behaviour addressing the works

of rescarchers and marketers. Moreover. consumer decision making process, in
particular, five stages of consumer decision making process will be discussed in

detail.
Introduction

Itis worth noting that consumer buying behaviour is studied as a part of the marketing
and its main objective it to learn the way how the individuals, groups or organizations
choose, buy use and dispose the goods and the factors such as their previous
experience, taste, price and branding on which the consumers base their purchasing

decisions (Kotler and Keller, 2012).

One of such studies of consumer buying behaviour has been conducted by Acebron et
al (2000). The aim of the study was to analyze the impact of previous experience on
buying behaviour of fresh foods, particularly mussels. In their studies the authors used
structural equation model in order to identify the relationship between the habits and
previous experience on the consumer buying decision. Their findings show that
personal habits and previous experience on of the consumers have a direct impact on
the consumers’ purchase decision in the example of purchasing fresh mussels. They
also found that the image of the product has a crucial impact on the purchasing
decision of the consumer and further recommended that the product image should

continuously be improved in order to encourage the consumers towards purchasing.

23
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Another study conducted yy, Variawy (2 i

v Y Vanawa (2010 analyzed the influence ol pack
process for 1'ag Moving,
rescarch was o analyze (1o

= aging on
consumer decision making

Consumer Goods. The aim of the
Impact of Packaging for decision making processes of
[ow-INCOMe consumers in reqy| shopping. A survey method has been used in order to
reach the research objectives, In-a survey conducted in §y

ar Hyper in the town of
Participated.

Canterville 250 respondents

I'he lindings of the research indicate that
low-income consumers have more preferences owards premium packaging as this

can also be re-used after (e product |y

as been consumed. Although the findings
indicate that there is a weak re

lationship between the product packaging and brand

experience. However, it has been proven by

the findings of the research that low-
income consumers have greater brand experience from the purchase

of ‘premium’
products when compared 1o their experie

nce from purchasing ‘cheap’ brand products.

Lee (2005) carried out study to learn the five stages of consumer decision making

process in the example of China. The researcher focuses on the facts that affect the

consumer decision making process on purchasing imported health food products, in
particular demographic effects such as gender, education, income and marital status.
The author employed questionnaire method in order to reach the objectives of the
research. Analysis of five stages of consumer decision making process indicate that
impact of family members on the consumer decision making process of purchasing

imported health food products was significant.

The author further explains this by the fact Chinese tradition of taking care of young
and old family members have long been developed and marriage is considered to be
extremely important in Chinese tradition. This reflects in the findings of the study that
the purchase of imported health food products made by a person for the people
outside the family is declined significantly by both male and female Chinese after

they get married.

" ; tudied by a
Five Stages Model of consumer decision making process has also been studied by
: i ndencies
number of other researchers. Although different researchers offer various te
mon views as they
towards the definitions of five stages, all of them have com

onsumer decision
describe the stages in similar ways. One of the common models of ¢

x

24

(¥ Scanned with OKEN Scanner



making process has been offered by Blackwell ef al (2006). According

Lo him, the five
stages of  consumer  decie

Hon- making process  are lollowings: - problem/need

CoMtion, information cemrel o f .. )
- information carch, evaluation ol alternatives, purchase decision made
and post-purchase evaluatjon

Each stage is then defined by a number of re:

wearchers varying slightly but leading to a
common view about wha each sl

age involves. For example, according to Bruner

(1993) first stage, need recognition occurs when

anindividual recognizes the
difference between what they have and wh

al they want/need 1o have. This view is also

supported by Neal and Questel (2006) stating that need recognition oceurs due to

several factors and circumstances such as personal, professional and lifestyle which in

turn lead to formation of idea of purchasing,

In the next stage, consumer searches information related to desired product or service

(Schiffman and Kanuk, 2007). Information scarch process can be internal and

external. While internal search refers to the process where consumers rely on their

personal - experiences and  believes, external search involves wide search of
information which includes addressing the media and advertising or feedbacks from

other people (Rose and Samouel, 2009).

Once the relevant information about the product or service is obtained the next stage
involves analyzing the alternatives. Kotler and Keller (2005) consider this stage as
one of the important stages as the consumer considers all the types and alternatives

taking into account the factors such as size, quality and also price.

Backhaus et al (2007) suggested that purchase decision is one of the important stages
as this stage refers to occurrence of transaction. In other words, once the consumer
recognized the need, searched for relevant information and considered the alternatives
he/she makes decision whether or not to make the decision. Purchasing decision can
further be divided into planned purchase, partially purchase or impulse purchase as

stated by Kacen (2002) which will be discussed further in detail in the next chapters.

Finally, post-purchase decision involves experience of the consumer about their

25
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The rescarch design used in my gyqy

urpose of descriptive rese is describj
purp p arch is describing the state of

the study is based on personal interview

structure within which a research s conducted. The topic chosen is classified as

descriptive research. Such research

different kinds. The major purpose of descriptive research is description of state of

RESEARCH DESIGN

affairs, as it exists at present.

Research process: The process of research includes following steps,

X

Defining the problem

=

Specification of research objective

.
Selection of method

]
_'p‘/
Source of data
]
.‘/-
Primary data collection

3

Secondary data collection

—”

Data interpretation

1

Ana]ysis

Sampling Design: Sampling design involves universe of research, sampling unit,

" descriptive research study design™ the main

affaires as it exists at present

The research design is the conceptual

includes surveys and fact finding enquiries of
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Samplhiog Universe: The survey )
L] ] ’I

I”l |I'f1
LA] i L .
n 'II l!l'l ||l i ||‘,INH]F|’ '-‘.‘h'l vindl

N

Sample Nizer Practically it iy jmpossible
) POSSIBIC 1o reach out 1o encl and every person

Henee, T have used the Convenie . _
he Convenience Sampling: Method in which the sampling

yocedures are use il e
| { ed o obtain 1 ponses of people, who are conveniently available

For this Fhave visited and interacted with about 100 person:

Sample Design: Probability or o
amj Y robability or random sampling desipn has been wsed to pive an

equal chance to all the segments of fast food outlets,

Plan for Data Collection: Data is used as raw material in any process. It means
data is base for the research hence to find proper data in organized form is very
essential for successful rescarch, Here collected data is of two types ie. Primary Data
and secondary Data.

Primary Data: It is personally collected by people, observations ctc. It means this is
collected by direct contact. Out of 460 cmployees of Wockhardt Hospital, I have
taken sample of 50 employees for primary data collection. In this project such data is

collected by,

Interview Method:-Interview is one of the most powerful tools and widely used for

collecting information. The technique of Personal Interview Is used; in which the

questions are asked to informants personally and the information is collected

Questionnaire Method:-In such method, some questions are quoted and asked 1o

informants. This is a useful method for collecting a wide range of information from

frequent number of respondents. |

31
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, Secomdary Data: Secondary daa is known as Published Data It is not feasible for

individual researcher to collect all data by own seif hence secondary data used for

saving time that would otherwise be spemt collecting data. In
is collected from,

this study secondary data
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METHOD OF DATA COLLECTION

ary data

prin

I-'u“U“'i"!:" are the method of obtaining primary data

|, survey technique as approach
a.  Mail survey
b. Personal interview
c. TELEPHONE survey
) pcnalrcscan:h
3. observation approach
4, Expcrimumal research

Mostly I get helped from the google form where 100 customer fill a form of

questioners .

Secondary data

Sources of secondary data
I. Published survey of market
2. General library research source
s, trade journals etc.

3. All advertising media particularly newspaper., magazine:

4. Trade association and other technical and professional groups.

5. Specialized marketing intelligence services such as advertising agency

Samplc size

34
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DATA ANALYSIS ANp INTERPRETATION

pis seetion presents the empirical findings and g
8

1

a analysis from (he primary

. ained throug : surve . ;
escarch obtaine gh the survey questionnaire and the gipy of this cf
i us chapter is (o

ain the analysis done on the data obtained 11
explain a oblained, Thig chapter i .
i Hends 1o present the

- ing N e
results without (rying to draw conclusions. These findings are grouped and presented
[ esenle

sccording 1o the three rescarch objectives and the (o research hypothesis. Th
- SIS, Lis

analysis obtained from the quantitative rescarch which was by self-administered

(jonnaires was completed by the responde

ques nts in this case, customers of Kentucky

Fried Chicken (KFC) in Nagpur.

A sample of 100 customers of the restaurant participated in this research, where the
respondents are presented with structured questions. The questionnaire is divided into
four sections namely: the demographic section which comprises of questions based on
gender, age, marital status and how often the customers eat in a fast food restaurant,
the next section comprises general background questions about reasons for choice of
restaurant, the next section is to know the perception of the customers towards an

international QSR, with KFC as the case study and lastly, to determine possible

factors influencing purchase from KIFC.

Finally, the empirical findings are examined further in relation to the research

; Jusi and
questions and research objectives, leading to the final conclusions of the study,

: h.
the acknowledgement of limitations and recommendations for future researc

Data Analysis

a7
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eulties while placing an order
| I:oﬁl dlt order dlf@ctly?
o {rl_lf"—l’li'“” Strongly Agree '.\';'illn-i. :
ui Rgree l)l‘-:IE.II‘t'L‘ Strongly
agree nor I B total
Mahkive
disagree e
Hl‘;l"”l"f - 3 9] [()
jstomer e

['.l'[‘

@ slrongy aaree
@ Agree
Neutral
@ Diagree
@ Strongly Disagres

Analysis: with regards to the above opinion of people it is found that most of the

e are not so very happy with the order placei
59 that they find it difficult while

peopl nent servies offered by KFC
customer find it difficult to place order directly. 4

because they don’t have enough knowledge about the

placing the order. This my

telephonic servies.

2. Rate KFC for keeping its promise?

Dissatisfied Strongly

catisfied peufral
Dissatisfied

Level of Satisfaction Strongly
satisfied

_ e S ——

[
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.. level of servies, que
s level of servies, quality offered gl) (his makes KFC first choice of th
' camer 1t fulfills R st choice of the
i customer il the parameters which make it 4 best option fi
. a best option for
cugmﬂmr-
e the stufT &t KFC on being courteous?
(/ )
l.q-_:u'lui ‘-s.:l—j-‘i.'r(_n;m B .‘.:|||-._[‘|'..d : o
2 sibishied
-i&‘:p;llﬂlt-l:_h - -h_ll e 3 R
of customer
@ causfed
@ dissatisfied
Analysis: the quality of man power employed in KFC is also of very high and thus
the customer are very satisfied with the stuff of the outlet .
8. KFC sometime serve bad quality of food?
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Analysis: the overall study show (hat (he customer are very much satisfied with th
L3 ) c

KFC and this lead into making KFC even better brand in nearly feature

10. How you get to know about KFC?

“lLevel of Satisfaction advertisment internet  Family banner  People
and working
friends in KIC
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Analysis: KFC use television as a key tool for making people aware about their
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. he most important factor you congjder while choosing KFC?
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Analysis: though all the aspect of KFC are good and satisfied but majority of

customer will recommend KFC they promote their services followed by time, brad

and price.

12.I would recommend KFC to other?

Level of Satisfaction Agree Disagree
- ”

Responds 79 21

of customer
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CHAPTER 6
SUGGESTION NAD CONCLUSION
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CONCLUSIONS

KFC is providing its customer good quality of food product.
Prices are little bit higher than that the other fried chicken outlets.

KFC satisfied its customer by continuously introducing value for money
offers.

Customer are also satisfied with its promotional and advertising activity.
Though not wide but its product line is quite impressive. Its included meal for
both veg and non veg customer.

KFC is also providing its customer comfortable ambience.

KFC rated as very good by its customer in the term of taste and variety of food
and promptness of delivery.

Summarizing all points we conclude that KFC is growing fatly by satisfying
its customers by providing quality and maintaining consistency and also has an

impressive strategy of marketing the product .
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SUGGESTIONS

RO must include more stemn into i product line

To wcrease ©f sale it must use more promotional and advertising Measure bov
m<rease n market share

The most important thing s that they should also sell less calones food
Maintam consistency in the taste and quality of product

Food em must be frozen micely

They must started waiter senvies rather than self servies
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