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SERVICES MARKETING [MK 515]

OBLIGATORY QUESTION

1.

Assess the contention that the marketing of services is different and
organisationally more pervasive then marketing physical products.
[28%]

Please answer three other questions.

2.

There are a range of techniques useful in presenting service operations
processes in a pictorial manner. Describe three such processes supporting
your answer with examples of how these techniques are used.

[24%]

Examine the issues of conflict, control and empowerment in relation to
people management.
[24%]

Examine two areas that international marketing needs to develop to be
relevant for marketing services internationatly.
[24%)]

Analyse the view that the servuction system is a promotion persons dream,
presenting countless promotion opportunities.
[24%]

if you were a manager of a people processing service organisation and
wanted to apply the gaps model (servqual) in the business, which gap would
you start with? In what order of gaps would you continue? Explain your
reasoning fully. 4

[24%)]



