

Services Marketing

Dec 2025 Examination

Q1. A leading retail bank has noticed a significant decline in customer retention among its millennial segment. Market research reveals that these customers are dissatisfied with the bank’s digital services, perceive the physical branches as outdated, and feel that staff interactions lack personalization. The bank’s leadership wants to revamp its service offering to better meet the expectations of this demographic. The marketing manager is tasked with developing a comprehensive strategy that leverages the 7 Ps of services marketing to enhance the overall customer experience and improve loyalty. Based on the scenario, how should the marketing manager apply the 7 Ps of services marketing to redesign the customer experience and address the challenges faced by the bank in retaining its millennial customers? (10 Marks)
Ans 1.
Introduction
Customer experience has emerged as a crucial distinction in the cutthroat financial services industry of today, particularly among millennials who expect convenience, customization, and digital perfection. The retail bank in question faces declining retention among this tech-savvy segment due to outdated branch formats, unsatisfactory digital services, and impersonal staff interactions. To overcome these challenges, the marketing manager must strategically implement the 7 Ps of Services Marketing—Product, Price, Place, Promotion, People, Process, and Physical Evidence. This model enables a holistic redesign of both tangible and intangible 
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Q2. A global hotel chain has recently experienced a surge in online complaints regarding inconsistent service quality across its properties. In response, the company introduced a service guarantee and empowered frontline staff to resolve issues on the spot. However, customer satisfaction scores remain stagnant, and negative reviews persist. Senior management is concerned about the impact on loyalty and profitability, and seeks a critical evaluation of their current complaint handling and service recovery strategies. Evaluate the effectiveness of a hotel chain’s approach to managing customer complaints and service recovery, particularly in the context of building long-term loyalty and positive word-of-mouth. Critique their use of service guarantees and frontline empowerment, and recommend improvements based on the service–profit chain framework. (10 Marks)

Ans 2.

Introduction 
In the hospitality industry, customer satisfaction and service consistency are vital determinants of brand loyalty and profitability. For a global hotel chain, inconsistent service quality across properties can severely damage brand reputation and erode customer trust, especially in the era of online reviews. The hotel’s recent response—introducing a service guarantee and empowering frontline staff—shows intent to address complaints swiftly, but stagnant satisfaction scores suggest deeper operational and cultural issues. Effective complaint management and service recovery are not merely reactive mechanisms; they are strategic drivers of customer retention and advocacy. This evaluation examines the effectiveness 
Q3(A). As a CRM strategist, design a customer relationship management (CRM) program tailored for a subscription-based online education platform facing high churn and low engagement. Your plan should address the entire customer journey: pre-purchase, service encounter, and post-purchase stages. (5 Marks) 
Ans 3a.
Introduction 
In a highly competitive e-learning industry, retaining customers is as important as acquiring them. The platform’s high churn and low engagement indicate weak relationship nurturing across the customer journey. A well-structured Customer Relationship Management (CRM) program can help identify user needs, personalize learning experiences, and maintain long-term engagement. By integrating behavioral analytics, personalized communication, and post-purchase support, the CRM strategy must build trust, enhance satisfaction, and convert passive users into loyal learners who perceive long-term value in 
Q3(B). Based on the CRM program designed in Q3.(a)., create a campaign that fosters long-term loyalty and encourages existing users to become brand advocates. Explain how this campaign will utilize platform features like community forums, support services, and personalized communications. (5 Marks)

Ans 3b.

Introduction 
Sustaining customer loyalty in an online education platform requires transforming satisfied users into enthusiastic promoters. Based on the CRM framework, the goal of the loyalty campaign is to deepen emotional engagement, enhance perceived value, and encourage advocacy through community-driven interactions. By combining personalized communication, peer recognition, and structured support, the platform can build a sense of belonging. The campaign will leverage platform tools—like community forums, support services, and automated communication—to create enduring connections that extend far beyond course 








