Topic M08: Customer Behaviour                                     Student Worksheet P.10

BAFS Elective Part — Business Management Module — Marketing Management　
Topic M08: Customer Behaviour
Activity 1: Categorisation of Consumer Buying Decisions
Categorise the following products or services into three types of buying decisions.  Each buying decision category has 5 products and/or services.
· Category 1: It requires little time and effort to make a buying decision.

· Category 2: It requires a moderate amount of time and effort to make a buying decision.

· Category 3: It requires a considerable amount of time and effort to make a buying decision.

	Product/Service
	Category 1
	Category 2
	Category 3
	(

	1. Fruits
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	2. DVD’s
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	3. University Courses
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	4. Computers
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	5. Facial Services

[image: image5.png]
	(
	(
	(
	

	Product/Service
	Category 1
	Category 2
	Category 3
	(

	6. Cosmetic Surgeries
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	7. Sports Shoes
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	8. Reference Books
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	9. Houses
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	10. Tissue Packs
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	11. Soft Drinks
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	12. Cars
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	Product/Service
	Category 1
	Category 2
	Category 3
	(

	13. Candies
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	14. Magazines
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	15. Luxury Goods 
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Activity 2: Brainstorming                  
Think about two unmet needs/unsatisfied wants you have --- one at a very low cost and one at a high cost. 

(1) An unmet need/unsatisfied want at a very low cost:

____________________________________________________________  
(2) An unmet need/unsatisfied want at a high cost:

____________________________________________________________
Are the buying decision processes of the above 2 items different? How?
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Activity 4: Case Study 

Factors Affecting Consumer Behaviour
Jeffrey and Jennifer married young and have no children. They both have satisfactory income and bought an apartment in Tai Koo Shing with a 70% mortgage loan with a bank. Jeffrey was timid but he liked driving a powerful car. Jennifer had a strong need for accomplishment and esteem and she liked competitive activities such as sports. 
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Question 1

From a consumer behaviour perspective based on psychological factors, why would timid people, like Jeffrey, desire to drive a powerful car? 

____________________________________________________________________________________________________________________________________________________________________________________
Question 2

(a) From a consumer behaviour perspective, in relation to psychological factors, why do consumers, like Jennifer, participate in competitive activities like sports? (b) You were a marketing manager for health supplements, what advertising “slogans” would you use (just two or three words) to attract this type of consumers who participate in “swimming” and “biking”?

(a)______________________________________________________________________________________________________________________
(b)__________________________________________________________
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For years, Jeffrey and Jennifer have been health conscious. For example, they consume Perrier® bottled water at home. The economic boom from 1995 through 2000 enhanced the purchasing power of consumers like Jeffrey and Jennifer and the sought status. For example, they often bought luxury goods such as Rolex® watches and LV® handbags.
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Question 3

Again from a psychological viewpoint, why do consumers, like Jeffrey and Jennifer, buy an item that can be worth virtually nothing — like water? (Hints: Water is inexpensive from municipal agencies, yet millions of consumers now pay 1,000 times the price of municipal water to purchase bottled water.) 

____________________________________________________________________________________________________________________________________________________________________________________

____________________________________________________________
Question 4

It is often said that a person’s economic situation will affect their product choice. If you were the Rolex® marketing manager and the economy is booming, how would you position Rolex® and which segment would you target?

____________________________________________________________________________________________________________________________________________________________________________________

[image: image23.png]


The financial tsunami in 2008 reduced the wealth of many people, reduced the earnings of others, and, along with the bankruptcy of Lehman Brothers, many people in Hong Kong lost their jobs. 
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Jennifer’s accounting firm cut her salary by 25% and gave her an extra ‘no-pay-leave’ each week as ‘compensation’. Due to the weak economy, Jeffery was laid-off from a large HK telephone company.  In fact, many people, like Jeffrey and Jennifer, who were victimised by the financial tsunami had to tighten the belt. They sold their powerful car, for the sake of saving money on gasoline and car-park.  Unlike their previous buying behaviour, they began purchasing goods and services based on utility (rather than pleasure or status). 
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Question 5

[image: image28.png](a) Name one industry in Hong Kong which could still make money during the economic downturn. Why?

Example 1 _____________________________________

Reason:  ____________________________________________________________________________________________________________________________________________________________________________________
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(b) Name one industry in Hong Kong which experienced loss during the economic downturn. Why?

Example 2 _____________________________________

Reason: 

____________________________________________________________________________________________________________________________________________________________________________________
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After one year of tough times, Jeffrey found a new job with an international market research firm. He was required to collect, analyse, and interpret research data and then recommend solutions for the marketing problems that the clients faced.  Jeffrey’s research colleagues received a contract from a large international sportswear firm and collected the following research data from different countries:
	Research Data on Participating in Sports and Exercise in Different Countries

(Cross-Cultural Variations in Consumer Behaviour)

	 
	Never

(less than twice a year)
	
	Frequent

(at least once a week)

	Country
	Male
	Female
	Difference
	
	Male
	Female 
	Difference

	USA

UK

South Korea

Mexico

Japan

Brazil

China

France

Germany 

Italy
	34%

40

53

42

66

46

45

45

30

59
	44%

41

73

72

72

66

51

56

34

72
	10%

01

20

30

06

20

06

12

04

13
	
	46%

45

37

44

16

47

38

44

55

32
	39%

43

23

18

16

27

32

29

48

25
	· 07%

· 02

· 14

· 26

   00

· 20

· 06

· 15

· 07

· 07

	Source: Adopted from Ipsos’s global consumer and civic trends reporting service, World Monitor, 2nd quarter, 2001 in Hawkins et al. (2004) Consumer Behaviour, McGraw Hill, NY, p. 48.


Question 6

(a) Based on cross-cultural variations in the different countries, what marketing strategies would be appropriate for the clients? 

____________________________________________________________________________________________________________________________________________________________________________________
(b) While males are more likely to exercise in all the countries, the difference between male and female participants is quite large in traditionally masculine countries (e.g. South Korea, Mexico, and Brazil). What did this imply for the marketing of sports activities in those countries?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
(c) China, USA, and the UK showed small differences between male and female participants in sports and exercise. What is the implication to marketing?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Activity 5: 
Differences between Business Markets and Consumer Markets
	Differences in
	Consumer Market
	Business Market 

	1. Number of Buyers


	
	

	2. Size of Buyers


	
	

	3. Supplier-customer

Relationship
	
	

	4. Demand is derived from
	
	

	5. Elasticity of Demand
	
	

	6. Professionalism of Buying 
	
	

	7. Product Complexity
	
	


Activity 6: Debate 
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“Business marketing is the same as consumer marketing”
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For the affirmative side, write down the “for” arguments of the proposition.
For Arguments:
1.
____________________________________________________


____________________________________________________

____________________________________________________

2.
____________________________________________________


____________________________________________________

3.
____________________________________________________


____________________________________________________


____________________________________________________

4.
____________________________________________________


____________________________________________________

5.
____________________________________________________


____________________________________________________


____________________________________________________

6.
____________________________________________________


____________________________________________________

For the opposition side, write down the “against” arguments of the [image: image34.png]


proposition.                              

Against Arguments: 
1.
____________________________________________________


____________________________________________________
2.
____________________________________________________


____________________________________________________


____________________________________________________

3.
____________________________________________________


____________________________________________________


____________________________________________________

4.
____________________________________________________


____________________________________________________

5.
____________________________________________________


____________________________________________________


____________________________________________________

6.
____________________________________________________


____________________________________________________


____________________________________________________
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