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Just advertising & Selling?
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Just advertising & Selling?
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….The Business Function that ( continuously ) 
identifies customer needs and wants , determines 
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identifies customer needs and wants , determines 
which target markets it can serve best, and 
designs appropriate products, services and 
programmes to serve those markets.
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……creates customer satisfaction, 

A Philosophy that guides the whole 
organisation……
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……creates customer satisfaction, 
profitably by building valued relationships 
with customers

…everyone thinks customer.
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Starting 
point Focus Means Ends

Factory
Existing 
Products

Selling and 
Promoting

Profits through sales 
volumes
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Market
Customer 

needs
Integrated 
marketing

Profits through 
customer satisfaction
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Starting 
point Focus Means Ends
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Self-
actualisation

needs 
(self-development and 

realization)

Esteem needs 

(self-esteem, recognition, status)

Social needs 

(sense of  belonging, love)

Safety needs (security, protection)
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Safety needs (security, protection)

Physiological needs (hunger, thirst)
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!���� (Abraham  H. Maslow, 1970)
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Needs, wants, demandsNeeds, wants, demands

Market Products
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Exchange, Transactions Exchange, Transactions 
and and relationshipsrelationships

Value and 
satisfaction
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Need recognition
Information 

search
Evaluation of 
alternatives

Purchase 
decision

Post-
purchase 
behaviour
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Marketing 
stimuli

Other Stimuli

Product

Price

Place

Economic

Technological

Political

Buyer’s black box

Buyer 
characteristics

Buyer 
decision
process

Buyer’s 
responses

Product choice

Brand Choice

Dealer Choice
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Promotion Cultural Purchase Timing

Purchase Amount
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Culture

Subculture

Cultural

Reference 
Groups

Family

Social

Personal

Age and life-stage

Occupation 

Economic 

Psychological

Motivation
Perception Buyer
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Social class

Family

Roles and 
Status

Economic 
circumstances

Lifestyle  

Personality & 

self-concept

Perception
Learning
Beliefs and 
attitudes

Buyer
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X - 2ssss X - 2ssss X X + 2ssss
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Time of adoption of innovations
(Everett M. Rogers, Diffusion of Innovation,3rd Edition,1983)
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(Meaningful attention)

(Positive relationship building)

(establishing needs,
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(establishing needs,
wants,desires through 
questions & research)

(Meeting-exceeding-anticipating customer needs, wants & desires …..and 
appealing to them by effectively promoting the prod uct/service)
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Marketing Research is the function linking 
the consumer, customer and public to the 
marketeer through information.
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marketeer through information.
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