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SECTION A (Answer all the questions)      30 POINTS 

QUESTION ONE 

 
a) Define the following terms as used in tourism marketing                      (10 marks) 

i. Product life cycle 

ii. Market penetration  

iii. Perception  

iv. Attitude 

v. Interactive marketing 

vi. Relationship marketing 
 

b) Explain five product strategies available to a service firm?                   (10 marks) 

c ) Outline the three stages in the purchase process for services.                 (10 marks) 

 

SECTION B (Answer only TWO questions) 
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QUESTION TWO 

a) Analyze the relevance of the life cycle concept to service products                            (10 marks) 

b) Describe five components of services                                                                          (10 marks) 

QUESTION THREE 

a) Using examples, explain the rationale of including ‘physical evidence’ in the marketing of service (10 

marks 

b) Examine five guidelines for effective service recovery system                                                      (10 marks) 

 

QUESTION FOUR 

 Discuss the different elements of service design system      (20 marks) 

 

QUESTION FIVE 

a) Internal marketing is a philosophy of managing personnel and developing and enhancing a service culture 

systematically. Analyze the activities of internal marketing that should promote service mindedness and 

customer orientation.          (10 marks) 

b) Examine the significance of relationship marketing to a tourism and hospitality business      (10 marks) 


