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APPENDIX 1: MR. VIDEO FRANCHISED OUTLETS

Region/Province Owner Region/Province Owner
Western Cape
Athlone M. Mukudden Rondebosch P. Grater
Atlantis A. Moorhouse Rylands M. Mukudden
Belhar* M. Japhta Saldanha F and A. Truter
Bellville 1* E. Scott Somerset-West* K. Joubert
Bellville 2* E. Scott Stellenbosch* K. Joubert
Bothasig* E. Scott Strand* J. Retief
Bishop Lavis* M. Japtha Strandfontein* J. Retief
Brackenfell A. Grobler Table View* E. Scott
Bredarsdorp* H. van Deventer Tokai O. Lawson
Brooklyn W. Peterson Vredendal P. Marais
Cape Gate* E. Scott Vredenburg E. Joubert
Caledon M. van Rooyen Vrijzee* E. Scott
Ceres L. Joubert Wellington P. Beukes
Claremont* G. Scarles Woodstock* D. Bosch
Cravenby* M. Japhta Worcester* D. Bosch
Delft* M. Japhta
Durbanville* J. Wheeler/ G. Fischer Northern Cape
EersteRivier D. Sullivan Beaconsfield* V and R. Mckaizer
Elsiesrivier* E. Scott Kimberley* V and R. Mckaizer
Fishhoek D. Swart Springbok W. de Villiers
Flamingo Vlei G and C. Blackbeard Upington K. Loubser
Gardens* J. Wheeeler/ G. Fischer
Goodwood* E. Scott Eastern Cape
Gordons Bay* J. Retief East London M. Marais
Grabouw S. Bosch George* A. Esterhuizen
Grassy Park* E. Kotze George East* A. Esterhuizen
Helderview* K. Joubert Jeffreys Bay J. van der Linde
Hermanus J. Visser Linton Grange P. Wessels
Hout Bay L. Kuhlmann/ P. Grater | Lorraine L and I. Olivier
Kraaifontein 1* E. Scott Mossel Bay T. Vermaas
Kraaifontein 2* E. Scott Oudtshoorn N and L. Breytenbach
Kuilsrivier 1* E. Scott Port Elizabeth R. Clark/ N. Hughes
Kuilsrivier 2* E. Scott Uitenhage C. Lotriet
Lansdowne 1. Safodien Umtata B. Mhlungu
Lentegeur* R. Kloppers/ D. Botha Umtata 2 E. Mngxali
Malmesbury J. Slabber Grahamstown* R. Mckaiser
Milnerton V. Esterhuizen Riversdal A. Esterhuizen
Modderdam D. Botha
Ottery C. Correia
Observatory G and B. Gerber Namibia
Paarl* E. Scott Windhoek E. Brand
Panorama* E. Scott
Parklands V. Esterhuizen Botswana
Parow™ E. Scott Francistown M. Matjola
Plumstead* G. Scarles
Ravensmead* M. Japhta
Retreat™ E. Kotze
Rocklands* D. Botha/ R. Kloppers
Robertson* H. van Deventer * multiple unit franchisee
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APPENDIX 1: MR. VIDEO FRANCHISED OUTLETS (continued)

Region/Province Owner Region/Province Owner
Gauteng Kwazulu Natal
Alberton* C and S. Freire Durban North L. Reeves
Alberton South P. Coates Kloof M. Harty
Atlasville* J. Eloff Margate R. Sharp
Birchleigh* C and S. Freire Northdale* J. Joubert
Blackheath* A and T. Savides Pelham* J. Joubert
Blairgowrie J. da Silva Pietermaritzburg* J. Joubert
Boksburg* J. Eloff Westville R. Munsami
Bryanston B. Spindler Winkelspruit L and R. Hulley
Carltonville G. Payne Hilton Quarry R and D. Downs
Centurion* S. Belluigi Malvern M. Harty
Dainfern* J. Le Bihan Freestate
Eden Glen C and V Jooste Bethlehem F and C. van der Merwe
Faerie Glen H. du Toit Bloemgate* P and W. Vogel
Fourways* J. Le Bihan Fleurdal G. Victor
Hans Strydom N. Swart Kroonstad J and S. Grobbelaar
Hatfield C. Menrinos Ladybrand J. Taljaard
Hennopspark* S. Belluigi Naval Hill* P and W. Vogel
Witfield N. Roets Welkom H. de Waal
Kempton Park A. Cronje Willows* P and W. Vogel
Kensington* S. Belluigi
Krugersdorp C. Heintje
Lakeside R Steyn Northern Province
Les Marais H. Adendorff Pietersburg* M. Bezuidenhout
Little Falls L and E. Dematos Potgietersrus W. Reed
Lynnwood* G. Belluigi Tzaneen* M. Bezuidenhout
Zambezi A. Fox Warmbaths A. Beyers
Mondeor* A and T. Savides Polekwane* M. Bezuidenhout
Morning Glen D. Nicholsen
Murrayfield H. du Toit North West
Noordheuwel C. Heintje Brits W. Viktor
Pretoria North J. Wen Flamwood* N. King
Panorama S. de Villiers Klerksdorp* N. King
Pretoria West* S. Belluigi Potchefstroom* N. King
Primrose M. Moser Rustenburg R. Malherbe
Randfontein P. Dick Thabazimbi* A and T. Voges
Rynfield B. Hilton Vryburg M. Kriek/ R. Pretorius
Senderwood* G. Belluigi
Sunnyside T. Claasen Mpumalanga
Sunward Park L and T. Parsons Middelburg J. Vorster
Vanderbijl Park* J. Visser Nelspruit Crossing D. Bezuidenhoud
Vereeniging* J. Visser Standerton G and M. Vienning
Weltevredenpark L. Haltmann Witbank* A and T. Voges
Wilro Gate* A. Savides
Westonaria H. Vierra
Waverley M. Swart
Winkelspruit L and R. Hulley

* multiple unit franchisee
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APPENDIX 2: PEARSON’S CORRELATION COEFFICIENTS FOR SERVICE VISION CONSTRUCTS AND VARIABLES

TABLE Al: Service profit chain and service quality correlation coefficient analysis

Q
39

40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58

Correlation is significant at 0.05 level for all values of 0.207 and above.

39
1
784
214
-.016
.688
.505
612
256
352
497
504
398
520
554
.568
420
572
450
472
462

40

1
163
-.054
609
562
655
176
340
351
511
380
433
663
628
518
704
474
487
540

41

1
.616
102
-.032
-.004
-.050
.038
.540
127
233
325
.067
.140
192
122
167
439
077

42

1
-.090
.020
032
.091
105
432
063
298
204
-012
-.037
.050
-.005
-.044
213
-.051

43

1

488
.609
.289
413
371
521
431
451
.588
.583
.539
519
514
.386
.533

44

1

715
.583
454
195
.543
319
333
.677
.580
575
.568
.586
421
512

Correlation is significant at 0.01 level for all values of 0.260 and above.

45

343
434
314
.553
499
295
595
578
455
.610
443
413
.508

46

456
227
318
.037
174
.260
360
264
195
347
170
336

47

470
393
412
351
.639
578
.610
502
.530
427
518

48

280
465
466
329
400
411
.309
.388
.613
398

49

408
497
.620
.618
.642
.533
542
421
.524

50

445
488
488
494
478
.320
515
475

51

494
A75
530
510
539
461
339

52

770
.842
779
768
.509
.635

53

.819
.809
.695
.624
704

54

786
187
595
.627

55

.667
.555
591

56

553
.547

57

.633

58



TABLE A2:
Q 59
59 1
60  .464
61  .440
62 .178
63 391
64 542
65 429
66 .167
67 012
68 .092
49 315
50  .389
51 .499
52 .423
53 515
54 473
55 435
56 .504
57 459
58 336

Correlation is significant at 0.05 level for all values of 0.207 and above.

8

UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA
YUNIBESITHI YA PRETORIA

Relationship marketing and service quality correlation coefficient analysis

60

1

371
314
382
317
423
.190
.260
.053
325
304
.344
316
.340
381
387
350
421
471

61

1

377
423
474
453
142
.109
.092
.380
393
366
425
424
400
412
.300
397
412

62

1

.339
.077
.260
270
323
.505
173
.300
.397
.119
.194
.196
217
.022
416
284

Correlation is significant at 0.01 level for all values of 0.260 and above.

63

1

471
.501
413
278
186
351
381
.366
.503
480
.503
.544
314
331
.350

64

1
.631
316
116
-.228
.504
571
375
732
.690
574
.700
.553
.560
.622

65

481
231
-.049
.554
496
57
.688
.648
.671
.670
494
441
.568

66

278
.093
220
324
175
.566
421
544
.500
401
314
298

242
190
120
.208
318
231
247
313
202
216
271

68

.001
.028
258
-.130
-.076
-.045
-.106
-.066
234
-.071

49

408
497
.620
.618
.642
.533
.542
421
524

50

445
488
488
494
478
.320
515
A75

51

494
AT5
.530
510
.539
461
.339

52

770
.842
779
768
.509
.635

53

.819
.809
.695
.624
704

54

786
187
595
.627

55

.667
555
591

56

.553
.547

57

.633

58



TABLE A3:
Q 69
69 1
70 707
71 340
72 -.100
73 .400
74 119
75 .066
76 .460
77 361
78 312
49 097
50 227
51 237
52 -012
53 .080
54 044
55 042
56 .029
57 330
58 .179

Correlation is significant at 0.05 level for all values of 0.207 and above.

Best practice and service quality correlation coefficient analysis

70

1
358
-.002
448
203
.080
392
422
486
173
.081
.306
.079
185
.107
.165
.142
335
217

71

1

296
211
491
.610
482
.280
162
382
355
407
.615
578
.549
.604
485
522
514

Correlation is significant at 0.01 level for all values of 0.260 and above.

72

1
-.166
363
442
.288
-.097
-.163
.389
.306
154
.607
525
528
.554
.582
.289
456

73

1
119
.016
256
472
392
.005
.166
128

-.051
-.047
.020
-.107
-.020
242
.169

74

1

505
474
289
093
382
296
352
608
577
599
485
555
406
515

75

437
.108
-.040
473

515
.350
11

.642
.619
.617
.542
.560
.665

76

472
332
412
531
572
535
.506
.540
530
473
.655
513

8

77

.576
124
295
443
152
156
262
172
.196
430
238
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78

.053
203
430
.047
.105
132
172
.067
385
118

49

408
497
.620
.618
.642
.533
.542
421
.524

50

445
488
488
494
478
.320
515
475

51

494
AT5
.530
510
.539
461
.339

52

770
.842
779
768
.509
.635

53

.819
.809
.695
.624
704

54

786
187
595
.627

55

.667
555
591

56

.553
.547

57

.663

58
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ENTREPRENEURIAL SERVICE VISION IN A FRANCHISED
HOME ENTERTAINMENT ENVIRONMENT

A
m The purpose of this project is to research the Mr. VIDEO franchise system. The University of Pretoria
(department of Business Management), on behalf of Mr. VIDEO has commissioned the research. The

project is part of a study towards a Doctorate of Commerce in the franchised home entertainment industry.

University of Pretoria

INSTRUCTIONS FOR COMPLETING THE QUESTIONNAIRE

1. The questionnaire has been divided into seven sections (A-G) for logical analysis and you are requested to please complete ALL
sections.

2. Instructions for completing the questionnaire are provided at the beginning of each section.

3. First impressions usually provide the best answers; please do not linger over a question. Your input is essential and of great value to
this research process and it should take about 20 minutes to complete the questionnaire. There are no wrong answers.

4. To respect confidentiality and anonymity, you are not required to state your name on the questionnaire. Once the questionnaire has
been processed, the integrated results will be made available to the franchise system.

5. The right-hand side column of the questionnaire is for office use only.

6. Please complete the questionnaire as frankly as possible and answer all the questions. The completed questionnaire may be returned

online at http://www.survey.unitec.ac.nz/mrvideo; or by return email to amaritz@unitec.ac.nz.

7. Should you have any queries, please direct these to Alex Maritz at amaritz@unitec.ac.nz, alternatively Professor Gideon Nieman at
ghnieman@hakuna.up.ac.za; tel (012) 420-3400.

Thank you for your cooperation AM/MrVideo/PS/UP/GN1.05
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UNIVERSITY OF PRETORIA (department of Business Management) RESEARCH QUESTIONNAIRE

SECTION A: Demographic and biographical information

Please answer the questions below by encircling the appropriate code.

1. Gender of Franchisee
Male 1
Female 2

2. Race of Franchisee
White 1
Black 2
Asian 3
Coloured 4

3. Region/Province of Franchised Outlets
Gauteng 1
Mpumalanga 2
Limpopo 3
North West 4
Free State 5
KwaZulu Natal 6
Western Cape 7
Eastern Cape 8
Northern Cape 9

4. Years as a Franchisee in the Mr. VIDEO franchise system
0-2 years 1
3-5 years 2
6-8 years 3
9+ years 4

V1 1-3

V2 4
V3 5
V4 6
Vo6 8
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5. Number of full time employees in your outlet/s as at November 2004

1-2 employees 1

3-5 employees 2

6-8 employees 3

9+ employees 4 V7 9 |
6. Number of part time employees in your outlet/s as at November 2005

1-2 employees 1

3-5 employees 2

6-8 employees 3

9+ employees 4 V8 10 |
7. Number of Mr. VIDEO outlets of which you are the Franchisee

1 outlet 1

2 outlets 2

3-5 outlets 3

6+ outlets 4 V9 11|
8. Family members (including yourself) active in your franchised outlet/s

1 1

2-3

4+ 3 V10 12 |
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SECTION B: Entrepreneurial orientation

Please indicate your agreement/disagreement with the following statements reflecting your personal viewpoint.

Strongly | Disagree Un- Agree Strongly
Statements disagree decided agree
1 2 3 4 5
9. I enjoy having the expertise to be able do things others cannot do V11 13
10. My mind is always full of ideas and I enjoy doing unusual things V12 14
11. I thrive on uncertainty and take on opportunities to achieve my goals V13 15
12. I am naturally impatient and often think I am not doing as much as I should V14 16
13. I set personal targets for myself all the time and check on my progress V15 17
14. T appreciate you have to influence people and situations to make things
happen and I am good at it V16 18
15. I generally know what’s important and so I limit my options and stick with
these priority tasks V17 19
16. When faced with a deadline I find it easy to concentrate my time and effort
and meet it V18 20
17. It matters to me whether I achieve more in life and business than my
parents and my close friends V19 21
18. My motto is ‘when the going gets tough, the tough get going’ - because
setbacks give me stimulation V20 22
19. T am naturally gregarious, quickly relating to other people, and thinking of
things we could work on together V21 23
20. I pride myself with being able to envision a clear route forward, taking
necessary action to achieve that vision V22 24
21. When I have what I think is a good idea I find I can sell it to other people V23 25
22. 1 can trust people to take responsibility for things and I am happy to
delegate this responsibility to them V24 26
23. At heart I am a people person and I enjoy helping others achieve their goals
and targets V25 27
24. When I am part of a team, I play a chairing, co-ordinating role and bring
out the best in others V26 28
25. People would describe me as systematic and organized for I have a keen
eye for detail V27 29
26. I prefer structure and routine and am uncomfortable with constant change
and uncertainty V28 30
27. 1 get an extra kick at work when other people visibly approve of the way I
do things V29 31
28. I enjoy working closely with people I trust and know well V30 32
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SECTION C: The franchise system

Please indicate your agreement/disagreement with the following statements reflecting your personal viewpoint.

Statements

Strongly
disagree
1

Disagree

2

Un-
decided
3

Agree

4

Strongly
Agree
5

29. In the Mr. VIDEO franchise system, innovation and creativity
is solely the responsibility of the franchisor

30. Franchisees are seen as idea generators in the Mr. VIDEO
franchise system

31. Proactivity and risk taking of franchisees is enhanced in the
Mr. VIDEOQ franchise system

32. Incremental wealth is stimulated at franchisee level within the
Mr. VIDEO franchise system

33. Good franchise relationships require a conscious effort from
franchisee and franchisor

34. Trust and respect in the Mr. VIDEO franchise system is
essential towards fostering a good relationship

35. Areas of disputes and conflicts are adequately handled within
the Mr. VIDEO franchise system

36. Franchisee contributions and suggestions are encouraged by
the franchisor

37. The Mr. VIDEO franchise system is an entrepreneurial
option towards creating and developing new ventures

38. Overall, the Mr. VIDEO franchise meets my business
objectives and expectations

Any other comments you would like to make regarding the Mr. VIDEO franchise system?

V3l 33
V32 34
V33 35
V34 36
V35 37
V36 38
V37 39
V38 40
V39 41
V40 42
L val | | | 43-44 |
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SECTION D: The service profit chain

Please indicate your agreement/disagreement with the following statements reflecting your personal viewpoint.

Statements Strongly Disagree Un- Agree | Strongly
disagree decided Agree
1 2 3 4 5
39. Customer satisfaction leads to long term profitability of your
franchised outlet/s V42 45
40. Employee satisfaction leads to customer satisfaction V43 46
41. The Mr. VIDEO franchise system encourages franchisee best
practice exchanges and interaction V44 47
42. The Mr. VIDEO franchise system has optimal customer
feedback, complaint and suggestion systems V45 48
43. Empowering employees and enhancing quality of worklife
lead to employee loyalty V46 49
44. My outlet/s maintain active relationships with current
customers V47 50
45. My outlet/s concentrate on retaining existing customers V48 51
46. My customers are encouraged to purchase related services,
such as confectionary and video accessories V49 52
47 My outlet/s implement strategies to encourage referral and
word of mouth communication V50 53
48. My outlet/s measure the lifetime value of customers (loyal
customers that return time after time) V51 54
Any other comments you would like to make regarding the service profit chain?
L vs2 | ] | 55-56 |
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SECTION E: Service quality

Please indicate your agreement/disagreement with the following statements reflecting your personal viewpoint.

Statements Strongly Disagree Un- Agree | Strongly
disagree decided Agree
1 2 3 4 5
49. My outlet/s delivers on customer promises V53 57
50. My outlet/s performs the service right the first time V54 58
51. Employees of my outlet/s are always willing to help
customers V55 59
52. Employees of my outlet/s provide prompt service V56 60
53. Customers feel safe in their transactions with my outlet/s V57 61
54. The behaviour of employees in my outlet/s instils confidence
in customers V58 62
55. My outlet/s has the customers best interest at heart V59 63
56. My outlet/s has employees who give customers individual
attention V60 64
57. My outlet/s physical facilities are visually appealing V61 65
58. It is realistic to expect my outlet’s employees to know what
the needs of the customer are V62 66
Any other comments you would like to make regarding service quality?
| V63 | | 67-68 |
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SECTION F: Relationship marketing

Please indicate your agreement/disagreement with the following statements reflecting your personal viewpoint.

Statements

Strongly
disagree
1

Disagree

2

Un-
decided
3

Agree

4

Strongly
Agree
5

59. My outlet achieves competitive advantage against opposition
home entertainment outlets through improved customer

interaction and responsiveness V64 69
60. My outlet/s is prone to relationship focus as opposed to
transaction focus V65 70
61. Superior supplier relationships add value to my outlet’s
service offering V66 71
62. The supply chain relationships between the Mr. VIDEO
system and the major suppliers are built on trust and reciprocity V67 72
63. Marketing orientation and marketing culture of my outlet/s
influence positiveness about the organisation (Mr. VIDEO
franchise system) V68 73
64. Retaining existing customers leads to customer loyalty and
lifetime customers V69 74
65. Internal marketing initiatives such as enhancing internal
quality of work-life are encouraged by my outlet/s V70 75
66. Franchise system relationships between franchisee and
franchisor are an integral component of Mr. VIDEO internal
marketing and communication V71 76
67. My outlet/s have optimal associations and alliances with other
industry participants V72 77
68. Mr. VIDEO Franchise measure franchisee satisfaction levels V73 78
Any other comments you would like to make regarding relationship marketing?

V74 79-80
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SECTION G: Industry best practice

Please indicate your agreement/disagreement with the following statements reflecting your personal viewpoint.

Statements Strongly | Disagree Un- Agree | Strongly
disagree decided Agree
1 2 3 4 5
69. My outlet/s continually evaluate it’s markets and customers V75 81
70. My outlet/s has a developed vision and strategy in the long
term V76 82
71. My outlet/s focus product and service offerings on customer
satisfaction through meeting or exceeding expectations V77 83
72. My outlet/s believes that strong focus on community
involvement drives awareness and loyalty V78 84
73. Direct mail is used as a cost effective tool used to drive
frequency of active and inactive customers V79 85
74. Strong relationships and loyalty are developed between
employees and customers of my outlet/s through consistency of
management and staff V80 86
75. A pleasing outlet is important to keeping your customers
coming back V81 87
76. 1 regularly remodel and update my outlet/s to reinforce a
strong and positive image to customers V82 88
77. My outlet/s operating procedures are clearly documented for
consistency of execution from staff in an operations manual V&3 89
78. Mr. VIDEO franchise encourage the communication of best
practice initiatives within the franchise system V&4 90
Any other comments that you would like to make regarding home entertainment industry best practice?
V85 91-92
V86 93-94

THANK YOU FOR YOUR COOPERATION
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