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QUESTION ONE

a. Define the following terms

1. Service

11 Price

b. Highlight three differences between good and services

c. Explain five characteristics of services

QUESTION TWO
a. Explain five pricing strategies

b. Describe five factors influencing pricing decision in organizations

QUESTION THREE

(2mks)
(2mks)
(6mks)
(10mks)

(10mks)
(10mks)

a. Discuss five strategies marketers use to increase the customer value in organizations (10mks)

b. Explain five objectives of communication in marketing of services

QUESTION FOUR
a. Giving five reasons, explain why people are important in service delivery

b. Discuss five major gaps in the service quality concept

QUESTION FIVE
a. Explain the significance of establishing intermediaries
b. Highlight and explain three types of distribution strategy

c. Citing examples, discuss three factors to consider when in service location

QUESTION SIX

a. Define service experience

b. Giving examples, distinguish Dominant and Peripheral

c. Discuss the significance of physical evidence in marketing strategy

d. Explain three types of service processing

(10mks)

(10mks)
(10mks)

(8mks)
(6mks)
(6mks)

(2mks)
(4mks)
(8mks)
(6mks)



