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Q1. A technology startup is preparing to launch an innovative cloud-based information- processing service targeting small businesses in a major city. The market is saturated with established competitors, and customers are skeptical about switching providers due to perceived risks and the intangible nature of the service. The startup’s marketing manager must develop a strategy that leverages the 7 Ps of services marketing to differentiate the offering, build trust, and encourage trial among potential clients. Based on the scenario, how should the marketing manager redesign the service marketing mix to address the unique challenges of launching a new information-processing service in a highly competitive urban market? (10 Marks)
Ans 1.
Introduction 
Launching a cloud-based information-processing service in a saturated and competitive urban market presents unique marketing challenges for a technology startup. Unlike tangible products, services are inherently intangible, making them more difficult to evaluate before purchase. For small businesses, the risk of switching from established service providers—especially when data and business continuity are involved—is a serious concern. Therefore, a clear, well-crafted services marketing strategy is crucial to build trust, differentiate the offering, and trigger adoption. The 7 Ps framework—Product, Price, Place, Promotion, People, Process, and Physical 
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Q2. A global hotel chain experiences significant fluctuations in occupancy rates between peak and off-peak seasons. To address this, the revenue management team implements aggressive promotional pricing and bundles value-added services (such as free breakfasts and room upgrades) during low-demand periods. However, some loyal customers express concerns about price fairness and the perceived devaluation of the brand. Senior management seeks a comprehensive evaluation of the current strategy and advice on balancing short-term gains with long-term brand equity. Evaluate the effectiveness of a hotel chain’s approach to managing fluctuating demand through promotional pricing and value-added offers. Critique the strategy’s impact on revenue management, customer perceptions of fairness, and long-term brand positioning. What alternative or supplementary tactics would you recommend to optimize both occupancy and profitability? (10 Marks)
Ans 2.
Introduction 
Managing demand fluctuations is a recurring challenge for global hotel chains operating across diverse geographic locations. During off-peak seasons, revenue managers often turn to promotional pricing and bundled value-added services such as complimentary breakfasts or room upgrades to stimulate demand and maintain operational efficiency. While these tactics may increase short-term occupancy and revenue, they also risk undermining price fairness, upsetting loyal customers, and diluting brand equity. This evaluation assesses the effectiveness of the 

Q3 (A) A retail bank is losing market share to digital competitors and wants to revitalize its branch network. The management believes that physical evidence and servicescape design can play a crucial role in shaping customer perceptions of quality and trust. They are seeking a strategy that integrates tangible cues, employee behavior, and environmental design to create a compelling and differentiated in-branch experience. Develop a strategy for a retail bank to use physical evidence and servicescape design to enhance customer perceptions of service quality and trust. How would you integrate these elements into the overall customer experience? (5 Marks)

Ans 3a.
Introduction 
As digital banks grow rapidly, traditional retail banks face the challenge of retaining customers who now prioritize convenience, speed, and digital interactions. To regain market share, physical branches must evolve into high-trust environments that reflect quality, professionalism, and customer orientation. By leveraging physical evidence and servicescape design, banks can create 
Q3 (B) A major airline has received negative publicity due to poor handling of customer complaints and service failures. The management realizes that effective service recovery is critical for customer retention and brand reputation. They want to implement a new system that not only addresses complaints efficiently but also turns dissatisfied customers into loyal advocates. The system should be scalable, transparent, and empower frontline employees. Design a service recovery and complaint management system for an airline that not only resolves customer issues but also builds loyalty and positive word-of-mouth. What innovative elements would you incorporate to differentiate the airline’s approach? (5 Marks)

Ans 3b.
Introduction 
Negative experiences with airlines—ranging from delays to poor complaint handling—can quickly damage brand reputation in the age of social media. To rebuild customer trust and enhance retention, airlines must implement an effective service recovery and complaint management system. Such a 








