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Abstract : Franchising is a popular trend in Vietnam retail industry, especially in fast food industry. Several famous foreign
fast food brands such as KFC, Lotteria, Jollibee or Pizza Hut invested on this potential market since the 1990s. Following this
trend, in 2011, Burger King - the second largest fast food hamburger chain all over the world - entered Vietnam with its first
store located in Tan Son Nhat International Airport, with the expectation to become the leading brand in the country. However,
the business performance of Burger King was not going well in the first few years making it questioned about its strategy. The
given assumption was that its business performance was affected negatively by its store location selection strategy. This
research aims to investigate the current performance of Burger King Vietnam in terms of the controllable variables like store
location as well as to explore the key factors influencing customer decision to choose Burger King. Therefore, a case study
research method was conducted to approach deeply on the opinions and evaluations of 10 Burger King’s customers, Burger
King's staffs and other fast food experts on Burger King’s performance through in-depth interview, direct observation and
documentary analysis. Findings show that there are 8 determinants affecting the decision-making of Burger King’s customers,
which are store location, quality of food, service quality, store atmosphere, price, promotion, menu and brand reputation.
Moreover, findings present that Burger King’s staffs and fast food experts also mentioned the main problems of Burger King,
which are about store location and food quality. As a result, there are some recommendations for Burger King Vietnam to
improve its performance in the market and attract more Vietnamese target customers by giving suitable promotional activities
among its customers and being differentiated itself from other fast food brands.
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