
UNIVERSITY OF COLOMBO, SRI LANKA 

F A C U L T Y OF MANAGEMENT AND FINANCE 

Bachelor of Business Administration (Level II-Semester VII) Examination - 2016 

M K T 2203 - Services Marketing 

Two (02) Hours 

Answer FOUR (04) Questions in all including question ONE (1) 

1. Read the case "New Jim" and answer the questions given at the end. 

New J im 

Mr Praveen, a university student, participated in a case competition in USA 
very recently. He won the first place and received large amount of money as the 
gift. While thinking about future plans with that fund, an idea came to his mind 
with respect to one of his wish. He was dreaming a well built, muscled body 
and having an intention to join a Jim after leaving the university. 

As a result of his careful considerations about his personal desires and career 
intention to be a businessman, he decided to establish a Jim with all modern and 
sophisticated exercise equipment. Before he left USA, he visited many shops 
and placed orders for such modern equipment which are not available in Sri 
Lanka. 

He selected two of his friends who are following Services Marketing; Rukshan 
and Ushan, who are brilliant in Brand Management and Services Marketing 
respectively. What Praveen need is to design the service offer with respect to 
the Jim. 

1 



Rukshan and Ushan did an exploratory research and found some important 
information about the community and the area surrounded the premises that 
Praveen has purchased for this purpose. This premise has an ample parking and 
enough space inside the building. 

There is a large population in this area and most of them are wealthy people 
with new vehicles. Large number of them is educated and professionally 
qualified. 
The young as well as middle-age people are enthusiastic in having exercises and 
as a habit go to several Jims situated in the same area. But most of the people 
seems to be irregular in doing the exercises. These Jims seems to be not much 
larger and well facilitated. 

Research shows some have complained about muscle injuries and pains in the 
body as a result of going to the Jim. 

i . What service attributes should Rukshan and Ushan should select and why? 

(10 Marks) 

i i . What perceived risks those potential members wil l have? 
(10 Marks) 

i i i . What actions these two friends should recommend Praveen as strategic 
responses to customer perceived risks? 

(10 Marks) 
iv. After several years of successful operation Praveen decided to extend the 

service to start a vehicle service facility to capitalize the opportunity of many 
vehicles park at the Jim for several hours. 

a. What are the service expectations of members? (05 Marks) 

b. How can Praveen manage the moment of truth? (05 Marks) 

(Total: 40 Marks) 

Explain why it is important to study services. 

(10 Marks) 

Describe the factors that stimulate the transformation of the service economy? 

(10 Marks) 

(Total: 20 Marks) 



3. The behavior of customers can contribute either positively or negatively to the 

function of specific service delivery process and sometimes it affects the outcome. 

i . Describe the different types of Jay-customers. 

(10 Marks) 

i i . Explain how you can deal with difficult customers in service setup. 

(10 Marks) 

(Total: 20 Marks) 

"Service is rented rather than owned" Do you agree? Explain your answer with 

relevant examples . 

(10 Marks) 

Explain distinctive characteristics of services compared to physical goods. 

(10 Marks) 

(Total: 20 Marks) 

5. Explain as to how you could use one of service quality models to improve the quality 
of university education in Sri Lanka. 

(20 Marks) 

6. Describe the "Flower of Service" concept and show how a service marketer can use of 
this concept. 

(20 Marks) 

4. i . 

i i . 

3 


