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Q1. A well-known national retail bank in India, FutureBank, has rapidly expanded its digital banking channels—mobile app, internet banking, and ATMs—while continuing to maintain a large network of physical branches across the country.

While this digital transformation has improved accessibility, several new challenges have emerged. Branch employees feel ignored and demotivated, as customers increasingly prefer online banking. Customers experience inconsistent service quality—some receive quick digital responses, while others face delays or confusion at branches. As a result, Net Promoter Score (NPS) and customer satisfaction ratings have declined.

Senior management realizes the problem lies in weak integration of service elements—marketing promotes convenience, operations focus on cost efficiency, and HR struggles to maintain employee morale. Supplementary services such as personal advice, complaint handling, and follow-up communication also lack consistency across channels.

The CEO now wants a plan to harmonize all elements of the 7 Ps of Service Marketing to create a seamless omnichannel customer experience, while keeping employees motivated and maintaining service quality.

Q.1. As a marketing consultant, propose a comprehensive service marketing strategy for FutureBank using the 7 Ps framework.

Additionally, identify the key service issues presented in the case and explain how integrating the 7 Ps can enhance customer satisfaction, employee engagement, and overall service quality. (10 Marks)
Ans 1.
Introduction 
FutureBank’s rapid expansion into digital banking reflects a broader transformation in India’s financial services sector. Mobile apps, internet banking, and automated service platforms have made banking faster and more accessible. However, growth driven only by technology can create imbalance when human, operational, and communication elements are not aligned. The current decline in customer satisfaction and Net Promoter Score indicates that FutureBank’s service experience lacks harmony across channels. Employees feel disconnected from the transformation, customers face inconsistent service delivery, and supplementary services are fragmented. To restore service excellence, the bank must adopt a holistic service marketing approach. The 7 Ps framework offers a structured way to integrate strategy, people, 
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Q2. A regional healthcare clinic faces long waiting times during peak hours and inconsistent patient satisfaction scores tied to variability in receptionist interactions. The CEO commissions a redesign: option A expands self-service technologies (kiosks, online pre-registration, automated reminders) to reduce queueing; option B invests in hiring and training reception teams with scripts, greater discretion, and incentives to handle complex cases. Budget constraints allow only one primary path now, though a phased mix may be possible later. Legal and privacy concerns affect automation, while staff unions highlight job-quality implications for human-centered redesign. Evaluate the proposed service-process redesign options—automated self- service versus more empowered frontline staff—by weighing customer experience, operational efficiency, risk of service failure, and long-term brand implications. Which option would you endorse and why, and what safeguards would you implement (this question is worth 10 marks)? (10 Marks)
Ans 2.
Introduction 
Service redesign decisions in healthcare settings carry far-reaching consequences because they directly affect patient experience, operational performance, and institutional trust. In the case of the regional clinic, long waiting times and inconsistent receptionist behavior have weakened patient satisfaction and strained service delivery. The management now faces a strategic choice between expanding self-service technologies or strengthening frontline human interaction through recruitment, training, and empowerment. Each option offers distinct advantages and risks, shaped by legal constraints, privacy requirements, and labor concerns. Selecting the 

Q3(A). UrbanEats Café, an Indian fast-casual restaurant chain with 80 outlets across Indian cities, has become popular for its lively atmosphere and affordable fusion meals. After its success in India, the company now plans to expand to Singapore, the UAE, and the UK. Each of these countries has different customer habits, food preferences, and levels of digital ordering. The company must decide how to enter these markets

— whether through company-owned outlets, franchise partners, cloud (dark) kitchens, or food delivery platforms. The management also wants to keep the brand’s Indian identity while adapting to local culture and service styles. Your role as a service marketing consultant is to design a plan that keeps UrbanEats’ brand consistent and relevant in all new markets.

Q.3 (a)  How can a restaurant offer different ways for customers to enter or get their food delivered, and how can it design its outlet and services to match local culture while keeping the same brand image everywhere? (5 Marks)

Ans 3a.
Introduction 
UrbanEats Café’s international expansion marks an important shift from being a successful domestic brand to becoming a global service provider. Entering markets such as Singapore, the UAE, and the UK requires careful decisions about how customers will access the brand and how services will be delivered. At the same time, UrbanEats must preserve its Indian fusion identity while respecting local cultural preferences. Balancing standardization with adaptation is essential to ensure customer acceptance and brand continuity across different international 
Q3(B) Using the reference of Q. 3 (a)

UrbanEats Café wants to make sure that its service quality and customer experience remain consistent in all countries — whether customers dine in, order online, or use delivery apps.

Q.3 (b) As a consultant, suggest how the company can train staff, manage operations, and monitor performance across countries to maintain brand quality and customer satisfaction. (5 Marks)

Ans 3b.
Introduction 
Maintaining consistent service quality across countries is one of the biggest challenges in international restaurant expansion. For UrbanEats Café, customers must experience the same brand values whether they dine in Singapore, order online in the UAE, or use delivery platforms in the UK. Achieving this consistency requires structured staff trainin








