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Instructions

1. Part A consists of multiple choice questions. Please write the
correct option for each question in the answer sheet provided.

2. Part B consists of theory questions. Answer briefly each of the

questions.

3. Part C is a part of social media campaign for launch of a new

product. Answer question at the end of the write up.
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Part A (Multiple Choice Objective Questions)

(5 Marks)

1. Market penetration means

a) Organisation trying to identify new markets for its existing products

b) Developing related products and modifying existing products

c) Trying to sell more of the existing products in the existing market

d) Organisation moving into different products

2. What is the type of segmentation used in the following eg: Women in the age group of 35 to

60 who want to invest for retirement and favour an ethical approach to marketing ?

a) Product oriented segmentation

b) Customer oriented segmentation

c) Both a and c

d) None

3. Which of the following criteria is not considered by a customer while evaluating his service

experience?

a) Speed

b) Certainty

c) Ease

d) Standardization

4. Identify the group of customers who are least likely to take action when there is a service

failure?

a) Irates

b) Activists

c) Passives

d) Voicers

5. HDFC Bank offers free transfer of balance and low interest charges if its customers transfer

their credit balance from other credit cards companies as a festival offer. What promotional mix

element does this pertain to?

a) Public relations

b) Sales promotion

c) Direct marketing

d) Advertising
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Part B

(15 marks)

Answer the following questions in brief

1. Antony Beckett proposed a framework for analyzing consumer behavior in the purchase of

financial products. He developed a matrix with two dimensions- level of involvement and

consumer confidence. Explain the four types of consumer behavior as proposed by this

method.

2. Why is it important to tangibles a financial service?

3. A product is conceived around core set of benefits. Explain the different levels of

product with relevant examples.

4. What are the different types of marketing strategies followed by financial services?

5. What are the different bases in which markets can be segmented? Explain with the

example of the bank that you deal with.
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Part C (5 marks)

Looking at the growing penetration of smart phones and a surge in digital transactions,
ICICI Bank, the country’s largest private sector lender, introduced Pockets, a digital
banking service that enables users to instantly send or request money to/from an email
address, mobile number, Facebook and bank account. It was launched in February 2015.
By August, it had witnessed 2 million downloads. Though getting the bank’s customers
to adopt a new mobile application is not difficult, the real challenge lies in getting
customers of one bank to download an application offered by another, say experts. The
lender believes that its advertising campaigns across print, digital and television have
been key in roping in users who don’t have an account with the bank.

Q. “How to use feature” in the above campaign was an important element in conversion

rates. Why are such features required?

THE END
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