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QUESTION ONE 25 Marks 

Discuss the FIVE (5) characteristics of services that differentiate services from products. 

QUESTION TWO 

(a) Kotler and Lee (2005) state that a model of service marketing like conventional 

marketing contains four “Ps” being product, price, promotion and place. However, 

there are also additional service marketing “Ps” that are used in this model. 

Discuss the other THREE (3) “Ps” that are used in service marketing apart from the 

4Ps outlined above. 15 Marks 

(b) What measures can be employed by an organization to ensure consistency in 

service quality? 10 Marks 

QUESTION THREE 25 Marks 

Firms need growth if they are to compete more effectively, satisfy their stakeholders and 

attract talent, “Growth is pure oxygen as it creates a vital, enthusiastic corporation where 

people see genuine opportunity” (Kotler, 2010). Ansoff proposes a product/market expansion 

grid framework for detecting new intensive growth opportunities. 

With this view in mind discuss Ansoff’s matrix, that is the four [quadrants] product/market 

expansion framework and how it can be used in the hospitality industry. Provide practical 

examples to support your answer 

QUESTION FOUR 25 Marks 

Explain FIVE (5) approaches that an organisation can use to position its marketing offerings 

END OF QUESTION PAPER


