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Executive Summary
Publix is an already operational grocery supermarket operating in many different cities within the U.S. The organization is under a plan to improve their quality service provision by introducing transportation services to their business venture to cater to the elderly and the disabled in Jacksonville, Florida. The organization expects to gain a competitive edge over its competitors considering that Jacksonville has a high population of elderly and disabled. Putting into consideration the COVID-19 pandemic, transport services to elderly and disabled will help to keep them safe from the pandemic. The company expects to get sufficient labor force needed, considering that many of the population lost their employment opportunities due to this pandemic.  The financial state of the company puts them in a good position to undertake the plan as they have very low debts and the company makes high profits, being the top ranked for provision of quality service. 
General Description of the Business
The business is an operating food retailing restaurant wishing to introduce transport services to cater for the disabled and the elderly population in Jacksonville, Florida in a goal to satisfy customers’ needs as well as increase economic benefit.
Vision Statement
Promotion of quality customer service and community involvement and being a great place to work and shop.
Mission
To be a premier quality food retailer in the world. This is to gain competitive edge as well as increased demand to increase profits to the business.
Market analysis
By use of SWOT analysis
A. Strength- Publix company strengths are based on the high demand driven by the high population of the baby boomers as well as the disabled in the city.
B. Weakness- Publix has limited partnerships and that could hinder them when trying to produce this new innovation. 
C. Opportunities- Publix would be the first company to introduce this new service. With all of the high demand, Publix would reap all the benefits of being the first company.
D. [image: ]Threats- The company’s threats are the competitors and for this reason there is need to improve the quality of service to meet customers satisfaction.
Services
The transportation service will cater to the elderly and disabled in the society to meet their needs in the food retail. This transport service if proposed to increase demand of the company’s product as well as increase profits for the company.

Service life cycle 


A. Exploration stage
At this stage, the business does not expect to get a large number of customers as the population will not have become aware of the added service in the company. At this stage, there is need to create more awareness to the public about the new service.
B. Involvement stage
At this stage, all the departments in the organizations are required to take part in creating awareness of the new service in the company with a sole goal to increase awareness about the service and increase demand of the service.
C. Development stage
At this stage, the stakeholders can be involved to take part in marketing of the service. By this stage, the company will have a good number of transportation service customers and the number will be increasing due to the marketing strategies already laid.
D. Consolidation stage
At this stage, the number of sales will be enough to meet the cost incurred by the service and the company will be making profit. Strategies to increase and maintain the number of customers would also be discussed to meet customers’ satisfaction.
E. Stagnation stage
At this stage, the number of demands for customers will not be increasing nor decreasing. The public will already be aware of the new service. Publix will need to analyze strategies to increase demand as well as promotion of return visits for purchase.
F. Decline or rejuvenation stage
At this stage, the demand for transport service in the company would increase when rebranding of the service are done, or decline if no strategies are put into practice to increase the purchase of the service.

Management
The transport service will be headed by a transport department that will be developed in the organization n that will have a manger and a vice with transport agents acting as drivers and service men for the transport service in charge for booking and procurement for repair of the vehicles to be used.

Marketing
A. Proper market research- Publix will use its competent marketing as well as sales team to market its new service. The marketing team will conduct a primary as well as a secondary research in order to determine the tastes as well as the preferences of its customers in order to advice the responsible transport department. 
· The primary research will entail collecting appropriate data from its customers through interviews and online questionnaires. On the other hand, the secondary research will entail the marketing team conducting a review of available literature on marketing. 
B. Competitors’ analysis- They will also do a research on their competitors to analyze their opportunities and threats I order to gain the competitive edge. 
C. Online marketing- Publix will use its website to market its new service online. Similarly, the organization will use ads from the local TV and social media platforms to enhance the awareness of its transport service.
Operations plan
Transport service department will develop a website for online booking of the transport service in the Florida city for elderly and disabled
The preferred customer will be required to do online booking and the service delivered within the next 45 minutes from delivery.
The transport services will provide service men who will help the customer in purchase of the goods in the business upon arrival.
Drivers will be required to key in the website as ‘booked’ after the customer books the service for ease of the management to identify how many vehicles are available at a particular time.
At later stages the company will employ more employees to cater for the increasing number of customers if need arises.
The website will have a platform for customers to ports their after service comments for quality service provision as well as meeting the customers’ preferences.

Financial plan
Publix Company will need a total of approximately $ 150,000 to start its transport service operation. That will cover the startup materials, the hiring process, and marketing. $100,000 will be sourced from their account while the rest $50,000 will be acquired as a loan from a local bank. 
The company will purchase two vehicles at the first stage and another two after a period of about 4 months checking the progress. The cost of a wheelchair accessible van is about $40,000. So, it will cost $80,000 for the first two vehicles. Some drivers will also utilize their own vehicles for transportation. Insurance will cost about $200-250 per vehicle. To save money, Publix can require rideshare insurance for every delivery driver that uses their own vehicle.
For the hiring process, Publix can hire two full time delivery drivers to drive their accessibility vans. Every other driver can be an independent contractor, so Publix can cut costs.
The subscription will be $29.95 monthly with a two time per week limit for roundtrip rides. There will also be a day pass option for one ride only that will cost $15 for a roundtrip. That will be available for customers who don’t want to pay a subscription or don’t frequent the grocery store that often. 
A vehicle will carry a minimum of 4 passengers at a go to minimize the cost as well maximizing the profit to the company.
Action plan
A. The transport department manager will be required to forward all the activities run by the department on weekly basis.
B. Analysis on the cost incurred will be done monthly, along with the profits, to determine the impact of the transport service introduction to the business.
C. Vehicle mileage should be recorded before and after taking any journey during the operation.
Conclusion 
Today’s service industry has seen gradual changes in that today customers are aware of what they want and they expect to get quality service from a service provider. Due to this, there is a need for the service provider to do enough market research on the customers’ changing trends in order to satisfy customer needs. For the case of Publix food retailing business, they have gained competitive edge by introducing a supportive service to cater to the elderly and disabled in the society. They are being considerate to the high population of elderly and disabled in Jacksonville and through this, will get more profits from the increased demand of their goods.

Recommendation

A. The Publix Company should partner with the transport service providers in Jacksonville to avoid putting a lot of capital in purchase of assets.
B. Publix Company should hire independent contractors to lower the hiring costs. If they are an independent contractor, they are required to supply their own vehicle, vehicle rideshare insurance, and gasoline.
C. Publix could expand this service to their other locations with a high percentage of elderly and disabled customers in the area.
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