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Riara School of Business
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JANUARY-APRIL 2026 TRIMESTER EXAMINATIONS
EVENING PROGRAMME
EXAMINATION FOR BACHELOR OF BUSINESS ADMINISTRATION  
RBHR 7321: MARKETING OF SERVICES 
DATE: APRIL	 2026                                                                                                          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 (COMPULSORY) and Any other Two Question.
3. Questions in all sections should be answered in answer booklet(s). 
4. Marks allocated to each question are shown at the end of the question. 
5. PLEASE start the answer to EACH question on a NEW PAGE. 
6. For the questions, write the number of the question on the answer booklet(s) in the order you answered them. 
7. Write your answers in paragraph form unless stated otherwise. 
8. Keep your phone(s) SWITCHED OFF at the front of the examination room and NOT on your person. 
9. Keep ALL bags and caps at the front of the examination room and do not refer to any unauthorized material before or during the course of the examination. 
10. You are only allowed to leave the examination room 30minutes to the end of the Examination. 

QUESTION ONE -   30 MARKS 

i. A hospital introduces appointment booking via mobile apps, reducing queues and waiting time. Which element of the service marketing mix is primarily being improved? (1 mark)
A. People
B. Process
C. Physical Evidence
D. Promotion

ii. A hotel invests heavily in staff training, grooming, and customer-handling skills. Which service marketing mix element is being strengthened?			(1 mark)
A. Process
B. People
C. Promotion
D. Place

iii. A flight seat that remains unsold when the plane departs represents which service characteristic?									(1 mark)
A. Intangibility
B. Inseparability
C. Perishability
D. Variability

iv. A bank collects customer transaction data to design personalized loan products. Which CRM function is mainly being applied?					(1 mark)
A. Mass marketing
B. Relationship marketing
C. Customer analytics
D. Product development

v. A university brands itself as “Nurturing Innovators”. Which positioning approach is mainly being applied?								(1 mark)
A. Price-based
B. Benefit-based
C. User-based
D. Competitor-based
vi. A restaurant standardizes food preparation steps to ensure consistency. Which service marketing mix element is mainly involved?					(1 mark)
A. People
B. Process
C. Place
D. Promotion

b. 	A private hospital in Nairobi introduces online appointments, electronic medical records, mobile payments, and customer feedback platforms. Explain FOUR ways in which technology can improve service delivery and customer experience in this hospital.		(8 marks)

c.	Match the service management action in Column A with the correct marketing strategy in Column B.	(6 mark)
	Column A
	
	Column B

	1. Training frontline staff
	
	A. External marketing

	2. Advertising new services
	
	B. Internal marketing

	3. Customer-employee interaction
	
	C. Interactive marketing

	4. Comfortable waiting lounges
	
	D. Physical evidence

	5. Standardized service procedures
	
	E. Process

	6. Friendly and skilled staff
	
	F. People





d. 	Complete the passage using the most appropriate terms.	(5 marks)
	
Word Bank:

customer loyalty; technology; customer data; service quality; long-term relationships

A Kenyan mobile service provider uses __________ (1) to collect and analyze __________ (2). This enables the firm to improve __________ (3), increase __________ (4), and build __________ (5) with customers.

e. 	Arrange the following steps in correct strategic order for developing an effective positioning strategy.	5 Marks

· Identify competitive advantages
· Select the target market
· Communicate the positioning
· Develop the positioning statement
· Evaluate customer perception








QUESTION TWO 

A leading private hospital in Nairobi has received increasing complaints about long waiting times, poor staff attitude, inconsistent service quality, and weak communication. Management is concerned about declining patient satisfaction and repeat visits. 
a. Analyze FOUR dimensions of service quality that the hospital should prioritize to improve patient satisfaction.						(8 marks)
b. Explain SIX service quality gaps that may be contributing to the hospital’s service delivery problems.								(12 marks)



QUESTION THREE
A Kenyan mobile network operator is experiencing high customer churn due to aggressive competition, price wars, and rising customer expectations. The company intends to redesign its customer management strategy to enhance loyalty and long-term profitability.
a. Evaluate FOUR CRM strategies that the company can apply to strengthen customer relationships and reduce switching.					(8 marks)
b. Design SIX customer retention strategies suitable for sustaining long-term loyalty in the telecommunications sector.						(12 marks)
QUESTION FOUR
A newly established digital bank in Kenya seeks to build a strong market presence by delivering superior service quality, motivating employees, and creating a distinctive brand image.
a. Apply the Services Marketing Triangle to propose FIVE managerial actions that can enhance service excellence in the bank.					(10 marks)
b. Justify FIVE positioning strategies the bank can adopt to achieve sustainable competitive advantage in the Kenyan financial services market.		(10 marks)
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