Topic M08: Customer Behaviour                                       
Topic Overview P.5 


	Topic Overview

	Topic
	BAFS Elective Part - Business Management Module – Marketing Management 
M08: Customer Behaviour 

	Level
	S5/6

	Duration
	2 lessons (40 minutes per lesson)


Learning Objectives:
1. To understand customer decision-making process;

2. To analyse the factors which affect customer decisions; 
3. To identify the major business customers; and
4. To distinguish between business and consumer markets. 
Overview of Contents:

Lesson 1
Consumer Decision-Making Process and Factors Affecting Consumer Decisions
Lesson 2
Identifying Major Business Customers and Distinguishing Between Business and Consumer Markets
Resources:
· Topic Overview and Teaching Plan

· PowerPoint Presentation
· Student Worksheet 
· Answers to Student Worksheet
Suggested Activities:
· Brainstorming Exercise
· Case Study
· Debate
	Lesson 1

	Theme
	Consumer Decision - Making Process and Factors Affecting Consumer Decisions

	Duration
	40 minutes


Expected Learning Outcomes:
Upon completion of this session, students will be able to:
1.
Understand the types of consumer buying decision and behaviour; 
2.
Understand when, how, and why people buy and the consumer decision-making process; 

3.
Apply the consumer behaviour theory to practical situations; and 
4.
Analyse the factors which affect consumer behaviour. 

Teaching Sequence and Time Allocation:

	Activities
	Reference
	Time

Allocation

	Part I: Introduction

	· Teacher starts the session with a question relating to the types of consumer behaviour so as to highlight the theme of the session. 
	PPT#1-2
	2 minutes

	Part II: Content

	· Activity 1: Categorisation of Consumer Buying Decisions 
· Students should categorise a list of 15 products and services into 3 consumer buying decisions: 
· Category 1: little time and effort needed
· Category 2: a moderate amount of time and effort needed
· Category 3: a considerable amount of time and effort needed
	PPT#3
Student

Worksheet

pp.1-3
	5 minutes

	· Teacher explains the types of buying decisions and the situations in which people buy products or services. 
	PPT#4-5
	3 minutes


	· Activity 2: Brainstorming exercise 
· Ask students to think about two unsatisfied needs of themselves, one at a very low cost and one at a high cost. Then compare the buying decision processes of these two items. 
· Teacher concludes that most low cost purchases require less time and effort, vice versa. 

· Using buying a flat as an example, teacher illustrates how consumer decision process theory is applied in real-life situation.  
	PPT#6
Student 

Worksheet

p.4
PPT#7-8
	8 minutes

	· Teacher explains the definition of “consumer behaviour”.
· Activity 3: Brainstorming exercise
· Ask students to explain with examples how consumer behaviour is affected by different factors.
	PPT#9-11
	5 minutes

	· Activity 4: Case study - Factors affecting consumer buying behaviour
· Ask students to form groups to discuss the case about Jeffrey and Jennifer, then answer the questions in the worksheets provided. 
· Ask each group to share and explain their views. Teacher gives feedback on their answers. 

· Teacher provides and explains the suggested answers and then draws conclusion to the activity.
	PPT#12-15
Student 

Worksheet

pp.5-9
	15 minutes

	Part III: Conclusion

	· Teacher sums up the key points covered in the lesson.
	PPT#16
	2 minutes


	Lesson 2

	Theme
	Identifying Major Business Customers and Distinguishing Between Business and Consumer Markets

	Duration
	40 minutes


Expected Learning Outcomes:
Upon completion of this session, students will be able to:

1. Identify the major business customers, including producers, resellers, governments and institutions;
2. Understand business buying decision process; and
3. Distinguish between business and consumer markets.
Teaching Sequence and Time Allocation:

	Activities
	Reference
	Time

Allocation

	Part I: Introduction

	· Activity 5: Case Study (to recap the concepts on consumer buying decisions covered in Lesson 1) 

· Ask students to form groups to discuss the case of Kids Paradise, then answer the questions in the worksheets provided. 

· Ask each group to share and explain their views. Teacher gives feedback on their answers. 

· Teacher provides and explains the suggested answers and then draws conclusion to the activity. 
	PPT#17
Student 

Worksheet

pp.10-11
	3 minutes

	Part II: Content

	· Teacher introduces the major business customers and  explains the definition and participants of organisational buying (or business buying). 
[Content on slides 20-21 is optional extended learning]
· Teacher further explains the major factors on business buyers’ behaviour and different stages of a business buying process. 

· Ask students to identify the similarities and differences between consumer decision-making process and business buying process.

· Teacher points out the main characteristics of organisational (or business) buying.
	PPT#18-25
	8 minutes 

	· Activity 6: Differences between business markets and consumer markets
· Teacher asks students to compare consumer markets and business markets.
· Ask students to express their views, teacher gives feedback on their answers. 
· Provide and explain the suggested answers.  
	PPT#26
Student 

Worksheet

p.12
	5 minutes

	· Activity 7: Debate:Business marketing is the same as consumer marketing.’ 
· Students are divided into 2 groups. One group is the affirmative side and the other as the opposition.
· Give students 10 minutes to discuss and sum up their arguments.
· Each group sends 2 representatives to participate in the debate. Each participant will have 2 minutes to present their viewpoints. After that, each group will have 2 minutes to draw conclusions. 
· Teacher gives comments and feedback.  
	PPT#27-29
Student 

Worksheet

pp.13-14
	22 minutes

	Part III: Conclusion

	· Teacher concludes the session by reviewing the key concepts discussed.
	PPT#30
	2 minutes
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