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SCHOOL OF BUSINESS
NURTURING INNOVATORS
SEPTEMBER - DECEMBER 2024 TRIMESTER
EXAMINATION FOR BACHELOR OF BUSINESS ADMINISTRATION
WEDNESDAY PROGRAMME

RMK 302: MARKETING OF SERVICES

DATE:	4TH DECEMBER  2024							TIME: 2 HOURS

GENERAL INSTRUCTIONS:
Students are NOT permitted to write on the examination paper during reading time.
This is a closed book examination. Text book/Reference books/notes are not permitted.

SPECIAL INSTRUCTIONS 
1. Write your REGISTRATION NO. Clearly on the answer booklet(s). 
2. Answer Question One and ANY other TWO questions.
3. Questions in all sections should be answered in answer booklet(s) 
4. PLEASE start the answer to EACH question on a NEW PAGE.
5. For the questions, write the number of the question on the answer booklet(s) in the order you answered.
6. Write on both sides of each leaf and indicate number of each question at the top of each page.
7. Write the answers in a paragraph form unless stated otherwise. 
8. Marks allocated to each question are shown at the end of the question. 
9. All rough work must be done on the answer booklet and crossed through!
10. Use supplementary pages only when you have exhausted those in this book
11. Fasten the supplementary pages to the inside back cover of this booklet.


QUESTION ONE: COMPULSORY (30 MARKS)
Case Study: Enhancing Service Quality in a University Setting 
Riara University has been receiving complaints from students regarding the quality of its administrative services, especially in areas such as admissions, finance, and academic counseling. The university management has decided to implement a comprehensive service quality improvement plan.
a) Identify FIVE key dimensions of service quality that Riara University should focus on to address the student complaints. 						(10 marks)
b) Propose a service recovery strategy that the university could implement to regain student trust and satisfaction. Justify your suggestions with relevant examples. 	(10 marks)
c) Develop a service blueprint for one of the administrative services (e.g., admissions or finance) at Riara University, highlighting the potential fail points and how they can be managed. 									(10 marks)

QUESTION TWO
With the growing integration of technology in service industries, service innovation has become a key driver of competitive advantage.
a) Explain the FOUR roles of technology in service innovation, providing examples from at least two different service industries. 						(10 marks)
b) Discuss FOUR risks and challenges associated with implementing new service innovations in the context of the African market. Provide two relevant examples to support your discussion. 																			(10 marks)

QUESTION THREE 
Pricing services can be more complex than pricing physical products due to the intangible nature of services.
a) Analyze the factors that affect pricing decisions in the service industry, particularly in the Kenyan context. 								(10 marks)
b) Compare and contrast psychological pricing techniques with value-based pricing strategies, providing examples of how each can be effectively used in a service-based business. 									(10 marks)

QUESTION FOUR
Effective CRM strategies are crucial for maintaining strong relationships with customers.
a) Define Customer Relationship Management (CRM) and explain its importance for service-oriented businesses. 							(5 marks)
b) Identify and describe the key components of a successful CRM system, and explain how these components can be integrated to enhance customer satisfaction. 	(10 marks)
c) Reflect on a service experience you have had, and evaluate how CRM was used to either enhance or detract from your satisfaction as a customer. 			(5 marks)

QUESTION FIVE
Service Design and Blueprinting Designing services effectively is key to delivering consistent quality.
a) Explain the concept of service design and its significance in ensuring a positive customer experience. 									(5 marks)
b) Describe the steps involved in creating a service blueprint and how this tool can be used to identify and mitigate potential service failures. 				(10 marks)
c) [bookmark: _GoBack]Discuss the benefits of service blueprinting with reference to a specific service industry in Kenya. 									(5 marks)
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