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1. What does 'share of wallet' represent in service marketing?
A. The overall satisfaction with a service
B. The percentage of a customer's spending captured by a given

service
C. The total revenue generated from repeat customers
D. The average spending forecasted for the upcoming year

2. What type of pricing strategy allows a Marriott hotel to
charge significantly more for its amenities compared to an
Econo-Lodge?
A. Penetration
B. Defensive
C. Cost-plus
D. Value-based

3. What factor is critical for maintaining customer loyalty in
light of service quality improvements?
A. Competitive pricing
B. Enhanced customer interactions
C. Service automation
D. Increased marketing spend

4. What is the advantage of emotional branding?
A. Provides factual data for marketing analysis
B. It fosters a deeper connection with consumers
C. Drives discounts and promotions
D. Complicates brand messaging

5. During the COVID-19 pandemic, what type of AI was
utilized in online testing systems to monitor students'
exam-taking?
A. Thinking AI
B. Mechanical AI
C. Social AI
D. Emotional AI
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6. What term refers to the privacy concerns employees may
have related to robots?
A. Intrusion
B. Disruption
C. Isolation
D. Dissonance

7. What could be a consequence of companies failing to adapt
to the digital shift in service delivery?
A. Decreased customer outreach
B. Increased service time
C. Loss of competitive advantage
D. Higher operational efficiency

8. Companies currently producing consumer service robots
have seen most applications geared around all of the
following categories EXCEPT:
A. Health care
B. Education
C. Transportation and logistics
D. Entertainment

9. What is the primary concern for the developers and owners
of an apartment complex in a university town in light of new
establishments?
A. Increased rent prices
B. Customer defection
C. Maintenance costs
D. Staffing shortages

10. Which type of intelligence is associated with basic
mechanical functions in artificial intelligence?
A. Feeling intelligence
B. Thinking intelligence
C. Mechanical intelligence
D. Emotional intelligence
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Answers

5Sample study guide. Visit https://marketing7.examzify.com for the full version

SA
M

PLE



1. B
2. B
3. B
4. B
5. B
6. A
7. C
8. C
9. B
10. C
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Explanations
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1. What does 'share of wallet' represent in service marketing?
A. The overall satisfaction with a service
B. The percentage of a customer's spending captured by a given

service
C. The total revenue generated from repeat customers
D. The average spending forecasted for the upcoming year

'Share of wallet' specifically refers to the percentage of a customer's total spending
within a particular category that is captured by a specific service or company. In service
marketing, it highlights how much of a customer's expenditures a business is able to
secure compared to competitors offering similar services.  For example, if a consumer
typically spends $100 monthly on coffee and they spend $40 at a particular café, that café
has a 40% share of wallet from that customer. This concept is critical because it helps
companies identify their competitive position and understand customer loyalty. It
indicates not only customer retention but also the potential for growth if the business
can convert more of their spending into their own revenue.  The other choices do not
encapsulate the essence of 'share of wallet.' Overall satisfaction with a service is about
customer experience but does not equate to spending. The total revenue from repeat
customers measures financial performance rather than specific customer spending
patterns. Lastly, average spending forecasted for the upcoming year looks ahead and
does not reflect the current allocation of customer budgets. Hence, the correct answer
effectively captures the essence of customer spending within the context of service
marketing.

2. What type of pricing strategy allows a Marriott hotel to
charge significantly more for its amenities compared to an
Econo-Lodge?
A. Penetration
B. Defensive
C. Cost-plus
D. Value-based

The correct answer is a value-based pricing strategy. This approach is particularly
suitable for services such as those offered by Marriott hotels, as it allows them to set
prices based on the perceived value of their amenities and services to customers rather
than just costs or competition.   Marriott hotels typically offer a range of high-quality
services, luxurious accommodations, and additional amenities that enhance the overall
experience for guests. Because consumers are often willing to pay a premium for these
superior experiences, Marriott can justify higher prices compared to budget options like
Econo-Lodge, which may focus on basic accommodations without the extra offerings that
create added value.   This contrast highlights how value-based pricing relies on
understanding what guests are looking for and how much they value the luxury and
experience provided. By aligning the price with the customer's perceived value, Marriott
effectively positions itself as a premium option in the hospitality market.   In comparison,
penetration pricing aims to attract a large customer base with low prices initially,
defensive pricing is often about responding to competitive pressures, and cost-plus
pricing focuses primarily on the costs of services to determine the price. These strategies
do not capture the essence of why Marriott can charge more for its offerings, which
ultimately rests on the value delivered to customers.
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3. What factor is critical for maintaining customer loyalty in
light of service quality improvements?
A. Competitive pricing
B. Enhanced customer interactions
C. Service automation
D. Increased marketing spend

Maintaining customer loyalty, particularly in the context of service quality improvements,
hinges significantly on enhanced customer interactions. When service quality improves,
it often translates to better customer experiences, which are driven by the nature and
quality of interactions that customers have with the service providers.   Enhanced
customer interactions create a stronger emotional connection, as they allow customers to
feel valued and understood. This could include personalized communication, prompt
responses to inquiries, and attentive service that acknowledges the customer’s needs and
preferences. When customers feel appreciated and receive high-quality service, they're
more likely to remain loyal to a brand or service provider.  The other factors, while they
can contribute to business success, do not hold the same critical weight in ensuring
loyalty after service quality improvements. Competitive pricing may attract customers
but does not necessarily foster long-term loyalty. Service automation can improve
efficiency but may lead to a more impersonal experience if not managed carefully.
Increased marketing spend can raise awareness but does not directly enhance customer
experience or interactions, which are crucial for loyalty.

4. What is the advantage of emotional branding?
A. Provides factual data for marketing analysis
B. It fosters a deeper connection with consumers
C. Drives discounts and promotions
D. Complicates brand messaging

Emotional branding is a powerful strategy that focuses on creating an emotional
connection between a brand and its consumers. When a brand successfully engages the
emotions of its audience, it can foster loyalty and a sense of belonging, enhancing
customer relationships beyond just the transactional level.  By appealing to emotions,
brands can create memorable experiences that resonate with consumers on a personal
level, leading to greater customer loyalty and advocacy. This connection often translates
into a willingness to pay a premium for products or services, as consumers feel a more
profound association with the brand and its values. Such emotional ties can encourage
repeat purchases, as consumers are motivated not just by the product’s features but by
the feelings and associations they have with the brand itself.  In contrast, focusing solely
on factual data or promotions may not create the same level of engagement or loyalty.
While discounts and promotions can drive short-term sales, they do not typically cultivate
enduring relationships. Similarly, complicating brand messaging can confuse consumers
and detract from building a strong emotional connection. Thus, the advantage of
emotional branding is its ability to create deeper, more meaningful connections that
ultimately enhance brand loyalty and impact consumer behavior positively.
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5. During the COVID-19 pandemic, what type of AI was
utilized in online testing systems to monitor students'
exam-taking?
A. Thinking AI
B. Mechanical AI
C. Social AI
D. Emotional AI

The use of Mechanical AI in online testing systems during the COVID-19 pandemic was
primarily focused on function and performance without the need for human-like
reasoning or emotional interaction. Mechanical AI refers to algorithms and systems that
can process data and perform specific tasks based on predefined rules. In the context of
online testing, this type of AI was employed to monitor students through various means,
such as analyzing video feeds to detect any suspicious behaviors, ensuring academic
integrity by recognizing patterns in movements or comparing student actions against
expected behaviors.  Mechanical AI works effectively in environments that require
consistent, rule-based operations, making it ideal for the rigorous and structured
demands of online examination settings. By employing this type of technology,
institutions aimed to maintain the integrity of assessments while accommodating the
challenges posed by remote learning during the pandemic. Other types of AI, such as
Social AI, which focuses on interactions mimicking human social behaviors, or Emotional
AI, which interprets human emotions, were less relevant in the strict context of
monitoring test-takers’ compliance with exam rules and procedures.

6. What term refers to the privacy concerns employees may
have related to robots?
A. Intrusion
B. Disruption
C. Isolation
D. Dissonance

The term "Intrusion" effectively captures the privacy concerns employees may feel in
relation to robots within the workplace. This term conveys the idea that employees may
worry about how robots, particularly those equipped with surveillance or data-gathering
capabilities, could invade their personal privacy or monitor their behavior in ways that
feel uncomfortable or intrusive.  In scenarios where robots are implemented in
environments like offices or warehouses, employees might be concerned about constant
monitoring, data collection on their productivity, or even the potential for sensitive
personal information to be accessed by these machines. Such concerns about privacy and
the feeling of being watched can lead to a sense of mistrust towards automated systems,
hence making "Intrusion" the most relevant term to describe these issues.   The other
choices do not adequately reflect the specific nature of privacy concerns. "Disruption"
generally refers to how technology impacts workflows or processes rather than personal
privacy. "Isolation" can imply a sense of separation from other people, which is not
directly related to privacy concerns about robots. "Dissonance" refers to a conflict or
inconsistency in beliefs, which also doesn't specifically relate to the fears surrounding
privacy in the context of robotic technology.
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7. What could be a consequence of companies failing to adapt
to the digital shift in service delivery?
A. Decreased customer outreach
B. Increased service time
C. Loss of competitive advantage
D. Higher operational efficiency

Loss of competitive advantage is indeed a significant consequence for companies that fail
to adapt to the digital shift in service delivery. In today's marketplace, consumers have
increasingly come to expect digital solutions that provide convenience, speed, and
personalized experiences. When companies do not embrace these digital innovations,
they fall behind competitors who do.   This failure to adapt can lead to several negative
outcomes. First, customers might choose competitors who offer more efficient,
user-friendly, or technologically advanced services. As customer preferences evolve
towards companies that prioritize digital transformation, those resistant to change may
find themselves with a shrinking market share.   Furthermore, not keeping pace with
digital trends can also mean missing out on valuable data insights, which are essential
for informed decision-making and tailored marketing strategies. As a result, companies
risk not only losing customers but also struggling to attract new ones, ultimately eroding
their market position and profitability.   In contrast, decreased customer outreach,
increased service time, and higher operational efficiency could possibly occur in specific
cases or contexts, but they do not directly encapsulate the broader, strategic implications
of failing to adapt to the digital landscape, making loss of competitive advantage the
more encompassing and critical consequence.

8. Companies currently producing consumer service robots
have seen most applications geared around all of the
following categories EXCEPT:
A. Health care
B. Education
C. Transportation and logistics
D. Entertainment

The focus on consumer service robots has indeed been extensive in several categories,
particularly health care, education, and entertainment. In health care, robots assist with
tasks ranging from surgery to patient care and support. In the education sector, robots
enhance learning experiences, particularly in engaging students with interactive
technologies. Entertainment robots, such as robotic pets or companion robots, also have
garnered significant attention due to their appeal to various consumer demographics. 
Transportation and logistics, while an important area for automation and robotics, often
see applications directed toward industrial or commercial settings rather than directly
impacting the consumer market. Most consumer service robots are not primarily
designed for logistical tasks that involve transporting goods or managing supplies.
Therefore, this option represents a category where consumer-focused applications of
service robots are less developed compared to the others mentioned.
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9. What is the primary concern for the developers and owners
of an apartment complex in a university town in light of new
establishments?
A. Increased rent prices
B. Customer defection
C. Maintenance costs
D. Staffing shortages

The primary concern for developers and owners of an apartment complex in a university
town, especially in the context of new establishments, revolves around customer
defection. This phenomenon refers to tenants potentially leaving their current residences
due to new competitors entering the market. When new establishments, such as other
apartment complexes, shopping centers, or lifestyle amenities, emerge, they may offer
features or benefits that attract current tenants away from existing properties.  For
instance, if a new development provides upgraded facilities, attractive pricing, or
enhanced community features, existing renters might be drawn to these offerings. This
can create a situation where the occupancy rates in the existing apartment complex
decline, leading to financial challenges for the owners and developers.  In this scenario,
while increased rent prices, maintenance costs, and staffing shortages are relevant
considerations, the immediate threat posed by customer defection tends to have a more
direct impact on the viability of existing apartment complexes in the competitive
landscape of a university town. The fear of losing tenants to newer developments
encourages property owners to remain vigilant in offering competitive amenities and
maintaining high service standards to retain their clientele.

10. Which type of intelligence is associated with basic
mechanical functions in artificial intelligence?
A. Feeling intelligence
B. Thinking intelligence
C. Mechanical intelligence
D. Emotional intelligence

The correct answer is associated with the fundamental capacities related to machine
operations and physical task execution within the realm of artificial intelligence.
Mechanical intelligence refers to the ability of systems and machines to perform tasks
that involve basic mechanical functions, such as movement, assembly, or simple
problem-solving related to physical processes. This form of intelligence is critical for
robots and automated systems that operate in various physical environments, relying on
pre-programmed functions or learned behaviors to manipulate objects or perform
specific tasks effectively.  In contrast, other types of intelligence listed, such as
emotional intelligence, focuses on understanding and managing emotions in oneself and
others, which is not pertinent to mechanical operations. Similarly, feeling intelligence
pertains more to subjective experiences and sensory perceptions, while thinking
intelligence involves cognitive processes such as reasoning and decision-making.
Therefore, these alternatives do not align with the practical, operation-based functions
that define mechanical intelligence in artificial intelligence.
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