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Srprised with the result. T act, many fimes costomers have remarked o boh
Charisse and Leroy that they recsiyed more than they expected.

Novw Leroy has set his sights on the New Orleans and Memphis markets. In
addition, many of his initial cuslomers have grown beyond a couple of deskiop
computers. They are starting to sk Leroy if he can provide and service local area
netuvorks (LAN), ehich allow many computers to share a central server so that
workers can share files and communicate much more quickly Leroy has decided
topursue the LAN business becase selling, installing, and servicing LANs seems
o be a natural extension of his current business

However, adding the LAN products and accompanying services to his exist-
ing line of business represents  big addition o his current method of operation,
which i to provide high-qualiy, high-value computers and peripheral devices,
This new venture into providing more of a service than a product seems some-
what risky to Leroy, but he recogaizes that LANs are the wave of the future and
o reman il e wil s o s viwing s compan a5 mor f -
vice provider than a prodiuct provider.

“To faciitte Leroy's expansiorinto Memphis and New Orleans, he has hired
two newr salespeople. They are similr to Charisse in that they are relationship.
builders who believe providing clents with more than they promised is the key
o successful sellng today. This atttude is important because the competition in
these two markets will be tough. Much larger competitors like Dell, M, and
HewlettPackard have been sellng equipment in these areas for a long time, so it
will be very important for the sales reps to communicate BestValue's message of
srea value,inchuding reasonable prices and local service n fct, Leroy relizes
tha the only wway to compete with the big boys is o be better than they are by
providing value over and above sehat they offe. Tht philosophy has made Best-
Value a success so far, and Leroy thinks it will work in these new markets too.

Questions B

1. dentify and descrbe the categoriesof value cretion on which BestValue
currenty rlies most.

2. How can BestValue uilze theservice quality dimensions to make sureitis
communicating a consistent message of high-quality service and value every
time someone from the company interacts with a customer?

3. Eventhough BestValue provides basicaly a commoity product, what role
can the concept of brand equity play for BestValue's sales reps as they begin
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