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Part 1| Introduction

Bert Nystrom was beginning to realise that Build-It was a long way from matching the promise of
Home Depot, which seems to be able to deliver on their advertising line of “You can do it — we can
help.” Home Depot seemed to be so much more than simply a DIY store where customers went to
buy wood, nails, paint and tools. Another of Home Depot’s customer objectives is to ‘teach the skills
to build your dreams and your dream home’. Bert was pondering how to turn these nice advertising
slogans into something that could be delivered in his Build-It stores.

Questions

1 Identify and develop the service concepts that Bert Nystrom should deliver in Build-It stores.
2 What operational challenges does he face in delivering these services?
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@ userul web links

Visit www.homedepot.com as a good example of an organisation that has a
clear service concept, linked to appropriate service offers.

For a view on service branding and propositions from a marketing perspective, visit
the knowledge hub of the Chartered Institute of Marketing:
www.cim.co.uk

A website that reports on a study into next generation service concepts in the
telecommunications market:
www.eurescom.de/message/messageDec2003/Next_Generation_Service
Concept.asp
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