
 

 

 

 

 

Definition: it encompasses the action and decisions individuals or households make 

when selecting, purchasing, using, and disposing of products or services. it delves 

into the intricate interplay of psychological, sociological, and cultural factors that 

shape consumer choices. Understanding customer behavior is paramount for 

businesses seeking to thrive in the competitive marketplace.  

The five stages of the customer journey:  

1. Awareness: The customer become aware of a product or service. 

2. Consideration: The customer consider their options and evaluates 

different products or services. 

3. Purchase: The customer makes a purchase decision. 

4. Retention: The customer continue to use the product or service and 

develops loyalty to the brand. 

5. Advocacy: The customer becomes a fan of the brand and recommends it 

to others. 

 

 

 

Customer behavior 



   

Factors influencing customer behavior: 

1. psychological factors: 

 Needs and motive: customer are driven by a desire to fulfill their needs and 

desires, whether its basic substance, social acceptance, or self actualization. 

 Perceptions and attitude: customer's perceptions and attitudes towards 

products, brands, and overall shopping experiences shape their purchasing 

decisions. 

 Learning and memory: past experiences, both positive and negative, influence 

customer's future behavior. 

2. Sociological factors: 

  culture and social influence: cultural norms, values, and social groups 

significantly impact consumer choices. 

  references groups: individuals often seek opinions and recommendations from 

their peers, family, and influential figures. 

  social class and aspirations: social class and aspiration influence consumer's 

prefernces for certain products and brands. 

3. Situational factors: 

 Time pressure and urgency: immediate needs or time constraints can 

influence impulse buying decisions. 



  Physical environment and store atmosphere: the physical layout, 

ambiance, and overall store atmosphere affect customer experience and 

purchasing behavior. 

  Promotional activities and pricing strategies: marketing campaigns, 

discounts, and pricing strategies can sway customer choices. 

 The role of emotions in customer behavior: Emotion play a powerful role 0in 

shaping customer behavior, influencing their purchasing decisions, brand loyalty, and 

overall satisfaction. positive emotions like joy, excitement, and satisfaction 

encourage repeat purchases and favorable word of mouth recommendations. 

Conversely, negative emotions like frustration, anger, and disappointment can lead to 

brand abandonment and negative reviews. 

The impact of technology on customer behavior:  

   Technology has revolutionized behavior, transforming the way individuals interact 

with brands and make purchasing decisions. The rise of e-commerce, social media, 

and mobile devices has created a dynamic and ever evolving landscape for customer 

behavior. Businesses must adapt to theses technological shifts by:   

 providing seamless online and mobile experience  

 leveraging social media for engagement 

 harnessing data analytics to understand customer behavior 

 

 

 



Ethical consideration in marketing and customer behavior:  

Marketing practices should adhere to ethical principles to ensure transparency, 

respect, and fairness to consumer. Key ethical considerations include: 

 Truthful and transparent advertising 

 Respecting privacy and data protection 

 Avoiding manipulative marketing tactics 

 Promoting responsible consumption and sustainability 

 Promoting responsible consumption and sustainability 

Importance:  

By understanding customer behavior, businesses can: 

 Develop products and services that better meet customer needs 

 create marketing campaigns that are more likely to resonate with customer  

 improve customer services and satisfaction 

 build customer loyalty and advocacy 
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