
AS McDONALD’S “SIZES DOWN,” SALES ARE GOING UP, ACCORDING TO FORBES

New McDonald’s CEO Places Emphasis Back On Customer Service

New York, New York (March 11, 2004)—In 2002 McDonald’s faced some dismal numbers.  The average store gross had fallen 12% and the company set a record of 11 months of negative comparable-store sales.  By the last quarter, McDonald’s had its first loss, $344 million, since going public in 1965.  Its shares hit $16, a low not seen since 1965.  Faced with these numbers, the company named a new chief executive, James Cantalupo.  What a difference he has made.  According to Forbes, “With a zeal for measuring the customer experience and sharing the data frequently with operators, he has pulled off a turnaround that has stunned everyone in the business with its speed and scope.”  
Cantalupo implemented reforms, such as printing customer hotline numbers on soda cups, and instituted a “mystery shopper” program to conduct anonymous reviews of customer service.  Same-store sales in the U.S. began rising last May, reaching 20.1% in February.  Last year the company’s net was up 65% and its stock price has more than doubled.  For the full story and more visit:  www.forbes.com
OTHER STORIES INCLUDE:  
DAVID BOWIE REDUX (p. 93)—Remember the rocker’s bonds, backed by music royalties?  Robert D’Loren fashions exotic debt based on such intangibles.  Now he wants to sell stocks in the same mold.

FAST AND WET (p. 113)—Water-ski behind your car?  A new generation of amphibious cars lets you do just that.  Gibbs Technologies claims to be on track to sell 100 of the cars—which go 40mph on water—this year.
LORD OF THE RIGS (p. 67)—Wade Thompson has never owned an RV. But he has assembled the world’s biggest RV maker, Thor Industries, with this strategy:  When he buys your company, you better be ready to compete—against him.

CONTACT:   Kimberley Quinn at (212) 367-2620 or e-mail kquinn@forbes.com
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