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INSTRUCTIONS:  Answer question one and any other two questions   

 

QUESTION ONE – (30 MARKS) 

Read the following passage and answer the questions that follow: 

THE DELICIOUS RESTAURANT 

After graduating with a BBA degree in marketing from MUCST in 2012, Mike got a job with 
Tumbo Enteprises as a marketing officer. This firm, a medium-sized concern was located in a 
busy Nairobi’s Industrial area and dealt with the buying and selling of grains and poultry 
products. Most of the firm’s customers were small and medium-term hotels in Nairobi city. At 
times, Mike would personally deliver the products at the buyer’s premises. Mike soon gained a 
lot of experience and skills in business and felt the urge of becoming his own boss. In the year 
2013, Mike quit his job and set up a medium sized hotel; Delicious Restaurant in the Nairobi’s 
busy industrial area. 

Mike is the General manager of the hotel and his wife who is a CPA I holder is the Accountant. 
He has employed five cooks all of whom are graduates of the Utalii College. There are twenty 
employees entrusted with service operations. 

During peak periods, part-time employees are hired to ease the situation. Business operations 
start at 5:00 am and close at 11:00 pm everyday. 
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The Customers  

The restaurant caters for all types of customers both blue and white collar workers. The 
reputation of the hotel has earned the hotel customers from the busy Nairobi city who either 
drive there or order food to be delivered to their offices. Besides, the firm has also acquired 
special occasion customers in terms of outside catering. The number of customers per day is 
approximately 400. 

The Product 

The hotel prepares all types of National dishes to cater for its client’s needs. The meals range 
from breakfast to dinner. 

Pricing strategy 

Mike has adapted a low pricing strategy which has earned him customer loyalty. On average, the 
firm earns a 50% return on sales yearly. 

Competitive Situation 

Delicious Restaurant is surrounded by sixty competitors that range from small to medium-sized 
hotels. It is estimated that about ten food kiosks and five medium-sized hotels are set up yearly. 
This trend is due to the high rate at which businesses are set up in this location. 

The macro-environment 

With the liberalization of the Kenyan economy Mike has to work extremely hard to thrive in a 
competitive environment. Franchising has become a common mode of business in the food 
industry. With multi-national in the region, people from other origins e.g whites and the reds 
have come to manage such enterprises. 

The government has lifted the VAT levied on food products while at the same time, it has raised 
the minimum wage rates. 

Required: 

(a) Was the hotel practicing the marketing or the production concept? Explain.(10 marks) 
 

(b) The demand for the hotel tends to fluctuate depending on the days of the month. Explain 
the ways Mike would manage such demand levels using the marketing mix framework. 
          (10 marks) 

(c) Differentiate between goods and services using their characteristics that impact on 
marketing activities.        (10 marks)  
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QUESTION TWO – (20 MARKS) 

(a) Single out five examples of services and discuss how the physical evidence within which 
each is offered may affect the perception of the service to its customers. (10 marks) 
 

(b) Discuss five consumer roles that marketers must recognize for effective audience 
targeting.         (10 marks) 

QUESTION THREE – (20 MARKS) 

a) Consider a service of your choice and navigate it through the stages of consumer 
decision- making and evaluation of services.     (10 marks) 
 

b) When setting prices for its services, a firm must decide whether to position it on quality 
and price. Using practical examples, describe the price quality positioning strategies that 
a firm can adopt.        (10 marks) 

QUESTION FOUR – (20 MARKS) 

(a) Discuss the role of promotion in marketing a service.   (10 marks) 
 

(b) Differentiate between individual service consumers and organizational service 
consumers.         (10 marks) 

QUESTION FIVE – (20 MARKS) 

(a) You have completed under taking a feasibility study on starting a service business in 
Kenya. How would you formulate place strategies to enhance your business?(10 marks) 
 

(b) How would a college use technology to improve service operations and productivity? 
          (10 marks) 

 


