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BFA 5127: MARKETING MANAGEMENT     

DATE:OCTOBER 2020                                                                                   TIME: 3 HOURS 

INSTRUCTIONS:  Answer question one and any other two questions.  
 
CASE STUDY (24 MARKS) 

Start any computer around the world and more than 90 percent  you will find that it is running on 
the Microsoft Windows operating system.  The firm is as controversial as it is successful and 
influential. 

It touches the lives of billions of people and it has changed the way people manage and work in  
offices, homes, factories and how they correspond with each other. 

If there is a firm that evokes intense feeling of love or hatred it is Microsoft! Its founder Bill 
Gates is already a cult figure worshipped and idolized by millions of young and old in the world. 

From a Middle-class family, he inherited his acumen from his mother and shrewdness from his 
father. In just 20 years he has become the richest man on the planet. Where do they go from 
here? 

Microsoft strives to produce innovative products to meet the evolving needs of knowledgeable 
customers. 

The headcount for Microsoft is in the vicinity of 40,000. 

Microsoft has been living in the shadow of its illustrious founder. While Bill Gates has many 
friends, his opponents believe he is shrewd and manipulative and wants to dominate the world. 

Microsoft needs to improve its image to come out of the predicament it faces today. 

In 1995, the firm almost lost the battle of the internet to Netscape and Sun Microsystems. 
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Microsoft was caught napping. Microsoft needs feedback from its marketing wing to their R &D 
to get information about the latest needs of customers. Microsoft must make more friends than 
foes. It should not consider that it itself a know-all firm. It could consider  splitting into several 
smaller firms with independent decision-making under one overall umbrella. 

International Business Machines (IBM) is reeling under competitive pressure and does not know 
what hit them. Microsoft must not fall into the same trap. If they do not learn from history then 
history is likely to repeat itself. 

1. Mission : Microsoft started in 1975, with a mission to create software for personal 
computer (PCs) that empower and enrich people at home and at their workplace, at schools 
and in laboratories. 

2. Vision:  Its early vision was to see a computer on every desk, in every home and it is now 
coupled with a strong commitment to internet technologies expanding the reach and power 
of PC users. 

3. Values: Microsoft’s values are enshrined in the following tenets: Customers, innovation, 
partners, integrity, people, entrepreneurial culture, diversity and the community. 

4. Microsoft’s finance as on June 1999 was as follows: 1. Net revenue: US$19.75 billion. 
Revenue grew from US$1.18B in 1990 to over US$20B in 2000. 

Questions : 

1. Discuss the strengths and weaknesses of Microsoft and recommend a marketing strategy 

which would help them in retaining their leadership position.  (10 Marks) 

2. How would cultural, social , personal and psychological factors influence consumer 

buying behavior learning from the Microsoft example?   (8 Marks) 

3. How can Microsoft as a company and its marketers respond to the new challenges? 

(3 Marks) 

4. How can a company effectively manage the marketing process?  (3 Marks) 

QUESTION TWO(12 MARKS) 

Marketers talk about business markets, consumer markets as well as institutional and government 

markets when analyzing markets and consumer behavior. 

a)  How do each of these consumers do their buying?    (3 Marks) 

b) What buying situations do organizational buyers face?   (3 Marks) 
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c) Who participates in business buying, and what are the influences on business buying 

decisions?         (3 Marks) 

d) How do business buyers make their decisions?    (3 Marks) 

QUESTION THREE (12 MARKS) 

Companies when developing new products use differentiating and positioning of products 
through the product life cycle. 

a) What challenges does a company face in developing and introducing new products? 
(6 Marks) 

b) What are the main stages in developing new products and how can they be better 
managed?         (6 Marks) 

QUESTION FOUR (12 MARKS) 

Companies are using designing as strategies in the managing of services in the Kenyan 
Marketing scene. 

a) How are services defined and classified?     (2 Marks) 
b) How can service firms improve their competitive differentiation, service quality and 

productivity?         (5 Marks) 
c) How can goods-producing companies improve their customer support services(5 Marks) 

QUESTION FIVE (12 MARKS) 

Companies can start with home country manufacture and exports, followed by manufacturing 
facilities in other countries that can operate in the multi-domestic mode with autonomy. Using a 
Kenyan example, discuss the impact of MNCs on local business. 


