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Develop well-organised answers to twe questions. In Part I, choose one of the .

questions listed. In Part I, you formulate a question of your own and answer it. You
“may write in English or in Swedish. — Prepare your answer in a well-structured way.

Well-structured answers are apprema,ted When appropnate include figures.and

examples

Part One - .
Answer one of the following questions:

1. Describe and discuss the service profit logic. In your discussion, especially
. cover the issues why the service profit logic differs from the traditional
product prof t logic, and what the 1mp11catlons of the service profit logic are.

- for marketing, quality and productivity management.

2. Mistakes and service failures sometimes happen, and in such sithations firms
may. get a second chance to prov1de good service quality. This takes proper -
service recovery. Why is service recovery such an important issue? Discuss
the differing aspects of failure situations that ‘have to be attended to and what a
successful service recovery strategy should include, and also timing strategles
for the recovery.

3. In the course literature the followmg definition of relat1onsh1p brand i8
offered: A brand is created in continuously developing brand relationships
where the customer forms a differentiating image of a physical good, a service
or a solution including goods, services, information and other elements, based
on.all kinds of brand contacts that the customer is exposed to. Describe and

~ discuss the brandlng process in detail, based on this definition. -

4. In his book Total Relationship Marketing Gummesson concludes that “the 4Ps

are neither Ps, nor 4 anymore”. Based on Gummesson’s, please reflect on the
_ transition of the Ps in the model and of the 4Ps towards a relatlonshlp onented '

network model for business and marketing.

Asan al_te_rnativ'e you can also dlseus_s. Gummesson’s 11" R.

Part Two P - o
. Formulate a question of your own to answer. The questlon should cover a toplc
relevant to the overall theme of the course, probably but not necessarily: from the
course literature (books) that has been announced for the exam, or from the readings -
- material. Answer this question with an essay-type discussion. Please observe that if
you can make references also to other books in the course literature or to the readings
material and to case examples, the quality of your answer most often is improved. If -
the question is taken from an article in the readings material, in your answer extenswe :
reference must also be made to approprlate parts of the course books.

Your answer to the question of your choice should include two parts:
See next page! ' '



1. A short dlscussmn of the relevance of the question as a tOplC from the field
of service and relationship marketing.
2. An extensive discussion of the topic covered by the question.



