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Section — A
Short Answer Questions

(Total 20 Marks)

A majority of the new products fail in the market. What are the underlining reasons for the
failure of new products? (CO2)

We are living in the Age of Brands. In industrial goods as well as consumer goods, there is a
proliferation of brands. The brand name is naturally becoming a major selling tool and one of
the most important component of the ‘total product personality’ thus making the consumer
identify a brands distinctive capabilities based on their perceptions that have themselves been
created by marketers over a period of time. Describe what a brand means and convey to the
consumer thus bringing out a differentiation between branded and non-branded products /
services? (CO3J)

India is one of the first countries to device an internet policy aimed at providing a favorable
environment for e-commerce. However, e-commerce has not taken off as expected. What are
the reasons behind the slow growth rate of e-commerce in India? (CO 2

Kinetic Motors is a new entrant in the motor cycle segment. Since all the players in the
industry are launching similar models the market has become more prices sensitive. What
kind of pricing strategy should kinetic motors adopt to make early gains in the market?

(CO 3

A petrol giant having retail outlets all across India entered in the segment of Lube oils of
different grades for various purposes and utility. Since the company was initially into petro-
retailing now entered into product retailing with its brand of lube oil. As an adviser to the
company you need to draw a clear cut differentiation between Marketing of Services and
Marketing of Product based upon factors of marketing mix elements and characteristics of
services? (CO3)




Section — B
Descriptive Type Questions
(Total 50 Marks)

Attempt any FIVE

(a) “Channel intermediaries are essential for effective distribution of a product”. Discuss.

(CO1
(b) What users’ benefits would you stress in advertising each of the following three
products to each of the three markets? (CO3)
Product:
i. MP3 player
ii. Toothpaste
iii. Business Magazine
Market:

i.  School Teacher
i.  Retired People
iii.  Working Woman

(c) “The length of product life-cycle is governed by the rate of technical change, the rate
of market acceptance and case of competitive entry.” Discuss. (CO1

(d) “Sales promotion represents those marketing efforts that are supplementary in nature,
are conducted for a limited period of time and seek to induce buying.” Discuss the
statement. (CO 2

(e) Why is it necessary for an MNC to study the marketing environment in India?
Illustrate your answers with examples. (CO 2

(f) “Success or failure of several consumer products in Indian Market in the recent past
was directly related to Pricing Decision.” Comment. Explain nature and importance
of Pricing Decisions with suitable illustrations from Indian Consumer Market. (CO 2)

(9) Indicate whether marketing research is relevant to each of the following
organization/departments and if so, how each might benefit from it. (CO4)
i. Central Ministry in the Government of India
ii. A Retail outlet
iii. A Pharmaceutical company
iv. A Service business



Section—C
Case Analysis (CO4,5)

(Total 30 Marks)

“Taking A Long-Term View - Developing Fuels for The Future”
Introduction

How we use oil is becoming an increasingly important issue. There has been growing concern
over society's dependence on oil, the impact of vehicle's exhaust emissions on health and the
global effect of greenhouse gas emissions - particularly carbon dioxide - on climate change.
Therefore, it is vital that large companies use their research and development capabilities to
bring to the market new, alternative forms of fuel and energy, whilst at the same time modifying
existing fuels derived from crude oil to make them more ecologically efficient. The UK
government has recognised climate change as a priority. The Prime Minister, Tony Blair, has
made climate change a focus for 2005 in the UK and the world - at a time when the UK
government holds Presidencies of the G8 and EU. Climate change also played a major role at the
Davos summit (a conference in Switzerland convened to address fundamental world problems).
At Davos, Tony Blair stated that ‘climate change is the most important issue we face as a global
community’. In making decisions, businesses are strongly influenced by changes in their
operational environment e.g. customers' changing needs and requirements, rivals' activities, new
legislation, government pressure and changes in social attitudes. One of the most significant
changes in the last twenty years has been an increased sensitivity towards environmental issues
at a global, national and local level.

James Smith, Shell UK Country Chairman hosted the London launch of the interim report of the
International Climate Change Taskforce, 'Meeting the Climate Challenge'. He said "There is an
energy transition that needs to take place this century from principally hydrocarbon based
sources of energy and mobility through to more sustainable sources. Hydrocarbon resources are
finite and we need to avoid environmental damage particularly through tackling climate change.
Shell is trying to play its part in this transition. We wholeheartedly support using market-based
cap and trade systems as an essential part of the response for carbon mitigation. We are making
ultra clean transport fuels from gas, we are the world's largest blender of biofuels and we are
working on biofuels from crop waste. We are involved in hydrogen and 20% of the world's solar
panels come from Shell's business. We have a wind business and we are hoping to develop
large-scale offshore wind farms in the UK".

The interim report sets out the main conclusions and recommendations of the Taskforce. The
International Climate Change Taskforce brings together political leaders, business leaders,
scientific experts and non-governmental experts from both developed and developing nations.
The Taskforce's purpose is to develop and promote proposals aimed at consolidating and
building on the gains achieved by the United Nations Framework Convention on Climate



Change (UNFCCC) and the Kyoto Protocol at the international level, in order to ensure that
climate change is addressed effectively over the long term. Its recommendations are to
governments and policy makers worldwide.

Over the last hundred years we have benefited from massive technological innovation e.g. oil-
dependent engines for road vehicles, railways and aircraft. In recent years, however, scientists,
technologists and other interested parties have compiled convincing evidence that human
economic activity is producing adverse environmental impacts. If we are to continue to benefit
from new technologies in a sustainable way we need to scrutinise carefully their impact on life
support systems.

This involves asking questions about vehicle size, fuel types and recycling of materials.
Businesses need to take a much longer term view than in the past. Sustainable solutions depend
on embracing technologies that will minimise or eliminate negative environmental impacts. This
Case Study focuses on the Royal Dutch/Shell Group of Companies (Shell) and some of the
possible long term solutions its technical knowhow is providing. These include developing
‘future fuels' such as GtL (gas to liquid), hydrogen, bio fuels, and low sulphur fuels e.g, 10 parts
per million (ppm).

Taking a long-term view

Shell is a global group of energy and petrochemical companies, operating in more than 145
countries and employing nearly 120,000 people. Shell produces circa 3% of the world's oil and
circa 3.5% of the world's gas. Most people know the company for its retail outlets and its oil and
natural gas exploration and production activity. Other Shell activities include:

« marketing, transporting and trading oil and gas

« providing oil products for industrial uses, including fuel and lubricant for ships and aircraft

« generating electricity, including wind power and producing solar panels

 producing petrochemicals used for plastics, coatings and detergents

« developing technology for hydrogen vehicles.

Shell considers it a business priority to diversify its business portfolio to include more
unconventional fuels in order to meet the worlds increasing demand for energy whilst
minimising the impact on the environment. Hence the need for the development of 'future fuels'.
At the present time, any company seeking merely to exploit resources for immediate gain and at
the expense of the environment or customers' best long-term interests is likely to generate
government scrutiny, public hostility, customer resistance and, possibly, prosecution. Like any
well-run business, Shell takes a long term view of what constitutes 'best possible use' of the
resources available to it.

One key challenge facing Shell is how to use its profits and accumulated reserves to promote
sustainable business growth. Like all companies, Shell distributes some of its profits to
shareholders in the form of dividends. It needs to invest any retained profit in developing the
business in sustainable ways e.g. investing in new oil and gas drilling projects, refinery
improvements, and research into, and development of, new products such as ‘future fuels'. A



company like Shell makes an operating profit from its manufacturing and trading activities.
Some of this operating profit

* goes to government in the form of Corporation Tax payments and other tax revenues

* is distributed to shareholders in the form of dividends

* is retained in the business, and invested in:

Together with other major companies Shell participated in the Sustainable Mobility Project run
by the World Business Council for Sustainable Development, which has highlighted the
complexity and importance of making transport systems more sustainable. Some of the
initiatives being developed by Shell to contribute to sustainable mobility are outlined in section 5
e.g. developing lower sulphur fuels and building a worldscale Gas to Liquids plant in Qatar.

Research and development

In any well-run company, research and development (R&D) have strictly commercial functions.
They further the company's business aims by creating new and better products, improving
existing operations and developing new ones. They provide expert advice for the company and to
customers.

Shell's R&D programme has a twofold emphasis. It looks to:
1. make the best possible use of resources
2. take maximum care of the environment.

The continued commercial success of the business depends on meeting these objectives.

Some research cannot be expected to pay for itself in any foreseeable time span. Many
companies allocate a proportion of their research budgets to so-called 'blue-sky' investigations.
These may produce spectacular commercial results in the shortest term, but their more likely
contribution is long term e.g. to an understanding of physical, chemical and environmental
processes. Research may produce unanticipated 'spin-off' benefits e.g. chance discoveries that
lead to new, more environmentally friendly fuel technologies.

Contributing to sustainable development

Shell looks to contribute to sustainable development in three closely interconnected ways, each
of which relates to long-term investment in R&D.

1. Meeting the global energy challenge. This includes helping to:

« provide the extra energy required to sustain world economic development, including
more oil and natural gas

« improve access to modern energy for the two billion people who currently live without it

« offer 'cleaner' products (e.g. low-sulphur petrol, GtL and diesel) and hydrogen products
(hydrogen for new fuel cell vehicles)

 shift the world economy towards a low-carbon energy system by providing more natural
gas (to replace coal), and by lowering the costs of alternatives like wind power, solar
power, and bio fuels (fuels from plants).



2. Working to improve the environmental performance of Shell operations: lowering emissions
and impacts on biodiversity, and using less energy, water and other resources.

3. Acting to improve social performance: safeguarding employees' health and safety, reducing
disruptions to communities, and creating lasting economic benefits e.g. by employing local
people and using local contractors and suppliers.

All these actions have positive business benefits for Shell by reducing operational and financial
risks, cutting costs through

'Eco-efficiency’, building closer relationships with customers, and helping the company to create
new products to meet customers' needs.

Developing 'Future Fuels’

Contemporary transport systems depend on the internal combustion engine and liquid petroleum
fuels. Liquid fuels are highly efficient for motor transport because they:

 provide a lot of energy in relation to their volume

» can be stored on vehicles in lightweight fuel tanks

« Typically carry vehicles for long distances on a single tank-full.

The technology to extract and refine crude oil is highly efficient and cost effective.

However, with oil and gas reserves in limited supply and given the dangers of global warming, it

is essential to:

a. make existing forms of fuel more eco-efficient

b. establish new forms of eco-efficient fuels. A key benefit from 'future fuels' is that, compared
with hydrocarbons, they will reduce the creation of greenhouse gases.

Petrol and diesel are expected to continue to be the major road transport fuels until at least 2030.
One challenge is to use R&D to reduce risks associated with these fuels.

In the developed world, petrol has become lead-free. Lead is currently being phased out in the
developing world. Likewise, the sulphur content, a natural constituent of crude oil, has been
progressively reduced in petrol to increase the longevity and performance of engine catalysts.
The future challenge is to introduce even more fuel-efficient spark ignition technologies, while
preserving their lower local emissions. This will require catalyst-friendly fuels. Low sulphur
levels in petrol grades, which could reach 10ppm, will constitute a key enabling property for the
introduction of new engine technologies such as direct fuel injection. Diesel engine technology is
already very fuel efficient. Shell has been developing new diesels with much lower Nitrogen
Oxide (NOx) and sulphur content. Shell has invested more than $1 billion in its refineries to
produce fuels that meet tougher sulphur limits. In over 50 countries, under the Optimax, Pura, V-
Power and Defenda brands, Shell offers premium quality transport fuels that can improve engine
performance and reduce fuel consumption and emissions.

Shell has pioneered the development of several new fuels e.g. hydrogen filling stations in
Iceland, USA and the Netherlands. These fuel sources use water and renewable electricity to



provide hydrogen to power cars. This hydrogen is free from carbon. Fuel cell engines running on
hydrogen could make vehicle transport genuinely sustainable. Hydrogen can be made locally and
water is the only direct emission. Carbon emissions can be zero if the hydrogen is produced by
using renewable power to electrolyse water. Shell Hydrogen is building a commercial business to
begin tapping this potential.

Shell has also created transport fuels from natural gas. Converting natural gas into zero-sulphur
Shell 'Gas to Liquids' (GtL) Transport Fuel is another way to reduce local pollution. Last year in
London, Shell co-sponsored the 'Driving Tomorrow's Clean Technology' trial. Four charities
were given a car equipped with emission reduction technology and filled with GtL. Over three
months the charities drove the cars around London, using them in their day-to-day work. In
Bangkok (Thailand), Shell sells Pura, a fuel that reduces engine black smoke from older vehicles
by up to 25%. In Malaysia, Shell runs the only commercial GtL plant of its type, producing ultra-
clean products. In Qatar, Shell plans a multi-billion dollar investment to build a plant on a world
scale.

Derived from renewable sources, biofuels can result in lower overall carbon dioxide emissions.
When burned, plants release the carbon they absorbed as they grew and this energy is used to
fuel vehicles. Bio-fuels can be used either 'pure’ or as a blend with standard automotive fuels.
Shell is the biggest blender of transport bio fuels, but these are currently expensive to produce.
However, Shell is contributing funds for the construction of a plant to test the new technology
and to make the fuel cheaper using waste wood and straw, with carbon emissions 90% lower
than for conventional fuels.

Conclusion

For the past 100 years, the internal combustion engine and hydrocarbons have helped promote
world economic growth. Today, however, we need to reflect on how best to use these fuels to
sustain growth. Shell is looking to continue to contribute to the sustainability of the world
economy by making existing hydrocarbon-based fuels more efficient, and by removing the
harmful effects of pollution while at the same time using research and development to develop
fuels for the future.



