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ZCAS University

BBA2301I SERVICES MARKETING
FINAL EXAMINATION
5 JUNK 2024

TIME: 12 30 HOURS

TIME ALLOWED WRITING - THREE HOURS

READING -5 MINUTES

INSTRUCTIONS:

Section A: this question is compulsory and must be attempted.
Sections B: Answer THREE (3) questions from this section.

This examination paper carries a total of 100 marks.
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(Total: 40 marks)

SECTION B Attempt any THREE questions in this section

Question 2

are the marketing manager for a rapidly growing e-commerce company that relics heat -
quiries and support requests. However. the
ruggling to keep pace with the company's
action.

You
77 customer service representatives to handle in
-drrent recruitment and training processes are st

ting in high turnover and declining customer satisf

$xpansion, resu]

attract, select, and onboard

2/ Aow would you revamp the recruitment and training strategics to

e nght service providers? (1) marks).

hi NDyer be o i .. . . L X
7). Discuss the importance of identifying desired skills and qualities, implementing

grams, and leveraging new technology to enhance service quality

comprehensjve training pro
and employce turnover (10 marks)

while addre<sing the k. ' - -
file addressing the challenges associated with rapid growth
(20 marks)

Question 3

rou are the marketmg manager of a new startup company aiming (o enter the competitive

“mariphone market. However, you lack extensive knowledge about consumer preferences,

-
Shisd L1

market trends, and competitor stratege:,
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Describe how you wouy]

risk a . d conduct marketi N
Ssociated with |ay keting research to gather essential insights and reduce the

nching a new product. (20 marks)

(20 marks

Question 4

You are the marketing manager of a newly established online streaming service competing in a
saturated market. Despite offering unique features and content, your service struggles to attract
subscribers due to fierce competition and customer reluctance to switch from established
platforms.

ipod framework to

Describe how you would develop a pricing strategy using the Pricing Tr
(20 marks)

enhance the competitiveness and profitability of your streaming service.

(20 marks)

Question 5

er for a boutique hotel located ina tourist destination known

Imagine you are a marketing manag
aims to differentiate itself by

for its cultural heritage sites and natural attractions. The hotel
providing personalized experiences tailored to each guest's preferences.

all

Describe how you would utilize the extended marketing mix elements o enhance the over

service experience for guests. (20 marks)

(20 marks)

END OF EXAMINATION
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