

Marketing of Financial Services

Dec 2025 Examination

Q1. A leading financial services firm is preparing to launch a new online investment platform targeting tech-savvy millennials. The platform offers a range of investment products, but the market is saturated with similar offerings from established competitors. The firm’s leadership is concerned about differentiating their service, building trust in an intangible product, and ensuring a seamless customer experience. The marketing manager is tasked with designing a comprehensive marketing strategy that leverages the unique characteristics of financial services and addresses both acquisition and retention challenges. Based on the scenario, how should the marketing manager apply the 8Ps of the service marketing mix to address the challenges of launching a new online investment platform, ensuring both customer acquisition and retention in a highly competitive financial services market? (10 Marks)

Ans 1.
Introduction 
In the modern financial landscape, launching an online investment platform is both an opportunity and a challenge. For a financial services firm targeting tech-savvy millennials, differentiation is crucial in a market dominated by established digital platforms offering similar investment options. Financial services are intangible, risk-sensitive, and require a high level of trust, making marketing strategies more complex than in traditional product markets. Therefore, the marketing manager must apply the 8Ps of the service marketing mix—Product, Price, Place, Promotion, People, Process, Physical Evidence, and Performance—to create a unique value proposition. The goal is to attract new customers while building 
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Q2. A mid-sized bank is preparing to launch a new digital savings product targeting tech- savvy millennials. The product offers competitive interest rates, instant account opening, and personalized financial advice via an app. However, the bank faces stiff competition from fintech startups and established banks with similar offerings. The management is concerned about the intangibility, inseparability, and variability of financial services, and wants to ensure the marketing strategy addresses these challenges. The marketing team is tasked with designing an 8Ps service marketing mix (Product, Price, Place, Promotion, People, Process, Productivity, Physical Evidence) to differentiate the product and drive both acquisition and retention. Evaluate the effectiveness of implementing an 8Ps service marketing mix strategy for a mid-sized bank aiming to launch a new digital savings product. Critically assess how each element of the 8Ps can be leveraged to address the unique challenges of marketing financial services, and recommend improvements to maximize customer acquisition and retention. (10 Marks)

Ans 2.
Introduction 
In an era of digital transformation, banks are increasingly competing with agile fintech startups offering seamless, technology-driven financial solutions. For a mid-sized bank launching a new digital savings product targeted at tech-savvy millennials, the key challenge lies in overcoming the intangibility, inseparability, and variability of financial services. Unlike tangible goods, banking services are based on trust, perceived value, and consistent experience. To attract and retain customers, the bank must design a strong 8Ps service marketing mix—
Q3(A). A wealth management firm has identified that its sales teams struggle to close deals for complex investment products, as potential clients often have detailed questions and require reassurance before committing funds. The firm recognizes that negotiation is critical in these high-stakes interactions but lacks a structured approach. Leadership seeks a new framework that embeds negotiation best practices into the sales process, enhances team capabilities, and ultimately improves conversion rates. Propose a new framework for integrating negotiation skills into the sales process of complex financial services, ensuring that sales teams can effectively address investor concerns and build trust. Outline how this framework can be implemented and measured for success. (5 Marks)

Ans 3a.

Introduction 
In wealth management, selling complex financial products requires more than product knowledge—it demands negotiation skills that balance persuasion with trust-building. Investors often seek reassurance and detailed clarity before making high-value commitments. A structured negotiation framework within the sales process can help teams manage objections, personalize communication, and enhance credibility. By integrating negotiation principles such as preparation, active listening, and value framing, the firm can transform interactions from transactional 

Q3(B). FinServe, a mid-sized financial services company, has seen stagnant growth in its customer base despite investing in traditional marketing channels. With the rise of fintech startups and changing consumer behaviors, FinServe’s leadership recognizes the need to revamp its online marketing approach. The company offers complex, intangible, and variable financial products, and faces challenges in building trust and standing out in a crowded digital marketplace. Additionally, strict regulatory requirements and customer data privacy concerns must be addressed. The management tasks you with creating a comprehensive online marketing strategy that will drive both customer acquisition and long-term retention. Design an innovative online marketing strategy for a mid-sized financial services firm aiming to increase customer acquisition and retention in a highly competitive digital environment. Your strategy should integrate the unique characteristics of financial services, leverage the latest internet marketing tools, and address challenges such as customer trust, regulatory compliance, and differentiation from competitors. (5 Marks)

Ans 3b.

Introduction 

In today’s digital era, financial service providers must adapt to evolving consumer behaviors and heightened competition from fintechs. FinServe’s stagnant growth highlights the limitations of traditional marketing channels in attracting digitally savvy consumers. A comprehensive online marketing strategy must leverage digital platforms, data analytics, and trust-building content to 









