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Case Study Overview

Red Lobster has attempted to change its image by doing several
things; one of the earlier things that they had changed was their

original slogan from, “For the seafood lover in you,” to, “Come see

what’s fresh today.” Soon after, they changed their image to a more
streamlined and modern look that downplayed their original nautical
décor. When customers were asked about the franchise it was
discovered that most customers viewed the restaurant as outdated and
unappealing to potential customers. The revamping of the restaurant
image was done in a number of stages. The first stage management
improved operations so that customers would not have to wait as long
to receive their food at their table. The second stage mainly focused on
improving the restaurants physical image and shifting from a focus on
low prices to freshness. The final stage is where they attempted to
boost the sales in order to attempt to position Red Lobster as the best
seafood restaurant in the world. In recent years the changes that have
been put into effect have reported sales increase since 2004

improvements in operations have led to a higher operating margin.




1. Why do you think Red Lobster relies
so much on Internet surveys to track
customer opinions, preferences, and
criticism?
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How well do you think the site appeals to the
educated, affluent, and over-50 crowd that the
chain wants to reel in?




What are the primary messages that it
communicates about the restaurant, and how
effective are they? How does the site attempt

to capture information about its customers?

I HATE THE WAY IT'S NOT SCREAMING..
HEY SCREAM WrHEN TS JUST THE AR ESCAPNG!
YOU BOIL THEM!

The primary message is freshness and how Red

Lobster achiev: s. The chef’s kitchen

portion of the site acl s this message. i
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Red Lobster’s closest competitor in the
seafood-dining business Is Joe’s Crab Shack.
Check out their Web site at
www.joescrabshack.com and compare it to Red
Lobster’s. How does their marketing approach
differ? Do you think it’s appealing to the same
types of customers? How does the Web site try
to get information from its customers?



Suppose Red Lobster was wondering how
well its new interior design was being
received by customers at a a redecorated
restaurant in Columbus, Ohio, and hire you
to create a questionnaire.

How many min after ordering was your
food arrived to your table ?!
A) 1-5min

B ) 6-7 min
C) 8-9 min
D) 7-15 min
Have you notice a difference in our
interior design?What type of feeling
does the new red lobster interior design
makes you feel like?
From a scale of 1-10, how does
the new interior design of red [V ———
lobster adapts to our new logo atisFy with the service ?
"come see what's fresh today" ‘;‘]?:;



