
©HakciptaKolejYayasanPelajaranJohor

SULIT SHP/DIS2021/DHM3153

KOLEJYAYASANPELAJARANJOHOR
ONLINEFINALEXAMINATION

COURSENAME : HOSPITALITYSALES&MARKETING

COURSECODE : DHM 3153

EXAMINATION : DECEMBER2021

DURATION : 3HOURS

INSTRUCTIONTOCANDIDATES

1. ThisexamintaionpaperconsistsofTHREE(3): PARTA(30Marks)

PARTB(50Marks)

PARTC(20Marks)

2. Pleaserefertothedetailedinstructionsinthisquestionpaper.

3. AnswerALLquestionsintheanswersheetwhichisA4sizepaper(orotherpaperwiththeconsent
oftherelevantlecturer).

4. Writeyourdetailsasfollowsintheupperleftcornerforeachanswersheet:
i. StudentFullName

ii. IdentificationCard(I/C)No.

iii. ClassSection

iv. CourseCode

v. CourseName

vi. LecturerName

5. Eachanswersheetmusthaveapagenumberwrittenatthebottom rightcorner.

6. Answersshouldbehandwritten,neatandclear.
x

DONOTTURNTHISPAGEUNTILYOUARETOLDTODOSO

Thisexaminationpaperconsistsof12printedpagesincludingfrontpag
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PARTA

ThispartcontainsTHIRTY(30)questions.

AnswerALLAnswerSheet

1. Two main industries thatcomprise the activities we calltourism are

__________________and__________________.

A.thecruise

B.thecruise,hotelindustries

C.therestaurant,travelindustries

D.thehospitality,destinationindustries

2. Marketingisaprocesswhichaimsat_______________.

A.producing

B.sellingproducts

C.maximizingprofits

D.satisfyingcustomers

3. “ManypeoplewantaBMW butonlyafewareabletobuy”Thisanexample

of______________.

A.need

B.want

C.status

D.demand

4. Whichofthefollowingisnotadistinctcharacteristicofservices?

A.variability

B.intangibility

C.perishability

D.inconsistency
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5. Servicescannotbestored.Thisdescribesthe___________________

characteristicofservices.

A.variability

B.perishability

C.inseparability

D.simultaneously

6. Whatisoneoftheelementsofthemarketingmixthatproducerevenue?

A.Price

B.People

C.Product

D.Promotion

7. Sutera HarbourHotelruns a premium membership club thatcaters to

customerswhoseannualsalaryexceedRM100,000.Membersofthisclubare

offeredseasonaldiscountonselectedluxuryhotelsinselectcitiesworldwide.

SuteraHarbourmostlikelyfollows______________segmentationapproach.

A.anage

B.aloyalty

C.anincome

D.anoccupation

8. Whatis the statistics thatdescribe a population in terms ofpersonal

characteristics,suchasincome,ageandoccupation?

A.Culture

B.Economics

C.Demographics

D.Psychographic



SULIT SHP/DIS2021/DHM3153

SULIT 4

9. ''Manycompaniestodayarelocalizingtheirproducts,advertising,promotion,

andsaleseffortstofittheneedsofindividualregions,cities,and

neighborhood”.Thisis anexampleof_____________.

A.branding

B.productdiversification

C.geographicsegmentation

D.psychographicsegmentation

10. _______________involvesdividingamarketintosmallersegmentsofbuyerwith

distinctneeds,characteristics,orbehaviorthatmightrequireseparate

marketingstrategies.

A.Differentiation

B.Markettargeting

C.Masscustomization

D.Marketsegmentation

11.

Figure1.0

Whatmarketingisbeingappliedofthisproduct?

A.Positioningmarketing

B.Differentiatedmarketing

C.Concentratedmarketing

D.Undifferentiatedmarketing

12. Awarenessofneedorproblem,informationsearch,evaluationofalternative,

purchasedecision,andpostpurchaseevaluationarethestepsin

the______________.

A.segmentationvariable

B.consumerdecisionprocess

C.marketsegmentationprocess

D.principalreasonforsegmentation
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13. Thestageinwhichsalesandprofitsdecreaseiscalled_____________.

A.decline

B.growth

C.maturity

D.introduction

14. ______________istheperiodoftimeoverwhichaproductisdeveloped,brought

tomarketandfinallyremovedfrom themarket.

A.Lifecycle

B.Productcycle

C.Productofcycle

D.Productlifecycle

15. Conceptproductlifecycleisusedby___________and_____________

professionalsasafactorindecidingwhenitisappropriatetoincrease

advertising,reduceprices,expandtonewmarkets,orredesignpackaging.

A.operation,marketing

B.operation,management

C.management,marketing

D.marketing,management

Question16&17arebasedonFigure2.0

Idea
generatio

Product
screening

Concept
testing

Test
marketing

?

Figure2.0
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16. Whatisthelaststepsinnewproductdevelopmentprocess?

A.Businessanalysis

B.Commercialization

C.Marketintroduction

D.Productdevelopment

17. BasedonFigure2.0ideasgenerationmeans_____________.

A.impactoncurrentorpotentialcustomer

B.equipmentnecessarytoproducenewitem

C.whatpricewouldcustomerpayfortheproduct

D.ideasfornewproductoraresultfrom brainstorming

18. Whatisaproduct?

A.Tangibleandintangibleitems.

B.Anythingthatcanbeofferedtoamarketforattention.

C.Writtenororaldescriptionandavisualrepresentation.

D.Consistofactivity,benefit,orsatisfactionofferedforsale.

19. Ifapricechangeresultsinalargechangeinthedemandforaproduct,the

productissaidtohavea_____________.

A.valuepricing

B.lowelasticdemand

C.highelasticdemand

D.noneoftheabove

20. ___________usesbuyerperceptionofwhataproductisworth,nottheseller

cost,asthekeytopricing.

A.Variablecost

B.Priceelasticity

C.Costbasedpricing

D.Valuebasedpricing
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21. Whichpricingstrategyinvolvessettingpricesbasedonthecostsfor

producing,distributingandsellingtheproductplusafairrateofreturnforits

effortandrisk?

A.DynamicPricing

B.Cost-BasedPricing

C.Competition-BasedPricing

D.CustomerValue-BasedPricing

22. Businessalsouse______________tointeractwithcustomerandgetfeedback

onthecompany,itsproductsandservices.

A.promotion

B.advertising

C.socialmedia

D.pressreleases

23. _______________campaignstrytoinfluencegeneralopinionandcreatea

favorablepublicimageforaperson,organization,oracompany,itsproducts

oritspolicies.

A.Advertising

B.Directselling

C.Publicrelations

D.Salespromotion

24. Whichoftheseactivitieshelpanorganizationtoinfluenceatargetaudience?

A.Promotion

B.Directselling

C.Personalselling

D.Publicrelations

25. ______________givesrecipientsanincentivetorespondbyvisitingastoreor
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website,callingatollfreenumber,returningaform orsendinganemail.

A.Advertising

B.Telemarketing

C.Personalselling

D.Directmarketing

26. Socialmediaisalsoaform of______________,whichiselectronicmediathat

allowspeoplewithsimilarintereststoparticipateinasocialnetwork.Social

networksuchasFacebook,LinkedIn,YouTubeandTwitterhelpbusiness

reachprospectivecustomers.

A.advertising

B.telemarketing

C.personalselling

D.directmarketing

27. Anotherform ofdirectmarketingis________________,inwhichcustomerare

calledonthephoneandaskeddirectlyforgoodsandservices.

A.advertising

B.telemarketing

C.personalselling

D.teleconferencing

28. _____________is the life blood of sales because it identifies potential

customers.

A.Approach

B.Hedging

C.Churning

D.Prospecting

29. Themainpurposeofasalespersoncontactingwithaprospectorcustomeris
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knownasthe______________.

A.trialclose

B.buyerprofile

C.salescallobjective

D.customerbenefitplan

30. Upsellingstrategiescontributesto_______________.

A.observation

B.reducewages

C.boostprofitability

D.centerofinfluence

[30MARKS]

PARTB
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ThispartcontainsTEN(10)questions.

AnswerALLquestionsinAnswerSheet.

QUESTION1

Justifyfour(4)categoriesofserviceprovider.

(4marks)

QUESTION2

Indicatethedefinitionofserviceandthecharacteristicsofservice.

(5marks)

QUESTION3

Interpretfive(5)microenvironmentsofabusinessfirm.

(5marks)

QUESTION4

Estimatefive(5)stepsofenvironmentalscanningprocess.

(5marks)

QUESTION5

Exemplifyfive(5)stepsofanew productdevelopmentprocessintherespective

order.

(5marks)

QUESTION6

Classifythree(3)categoriesofconsumerbuyingbehaviour.

(6marks)

QUESTION7

Presentfive(5)typesofonlineadvertising.

(5marks)

QUESTION8
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IllustrateaProductLifeCycle(PLC)diagram.Labelthem accordingly.

(5marks)

QUESTION9

Preparethree(3)strategiesofpricing.

(6marks)

QUESTION10

Managefour(4)naturesofhospitalityindustryinpersonalselling.

(4marks)

[50MARKS]

PARTC
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ThispartcontainsTWO(2)questions.

AnswerALLquestionsinAnswerBooklet.

QUESTION1

Salespeoplein the hotel industryhavedifferentstylesto achievetheirgoalsof

sellingmoreroomsandincreasingtherevenueofthepropertyorpropertiestheyare

representing.Based on yourunderstanding,prepare the tips on how to be a

professionalsalesperson.

(10marks)

QUESTION2

Relationshipmarketingisafaceofcustomerrelationshipmanagementthatfocuses

oncustomerloyaltyandlong-term customerengagementratherthatshorterterm

goallikecustomeracquisitionandindividualsales.

Classifyfive(5)typesofrelationshipmarketing.

(10marks)

[20MARKS]

ENDOFQUESTIONPAPER


