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                 TIME: 2 HOURS
INSTRUCTIONS:   
ANSWER QUESTION ONE (COMPULSORY) AND ANY OTHER TWO QUESTIONS

Question One (30 Marks)
a)
Using relevant examples in each case, explore the unique service characteristics and their strategies that differentiate them from products.



(20 Marks)

b)
What criteria must be meet for marketing to occur?



(3 Marks)

c)
Discuss the various categories of service mix and define a service.

(7 Marks) 

Question Two (20 Marks)
Discuss the service marketing mix elements clearly giving the strategies you will apply on each element as a service manager.







(20 Marks)

Question Three (20 Marks)
a)
What are the features of an internal marketing oriented business?

(10 Marks)

b)
What are some of the approaches managers use to develop programs for retaining the best valued customers?







(10 Marks)

Question Four (20 Marks)
a)
Imagine you are a Manager with Safaricom Company.  What criteria would you use to develop a positioning strategy?





(10 Marks)

b)
Select an organization of your choice and identify its particular patterns of demand and the marketing strategies a service manager may use to manage the demand situation?










(10 Marks)
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