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Concept of Consumer

Definition:

A consumer is a person or organization that purchases goods or services for personal

use or final consumption, not for resale or commercial production.
Features of a Consumer

e Buys goods or services for personal use.

e Makes decisions based on needs, wants, and preferences.

e Influenced by social, cultural, psychological, and economic factors.

e Plays a vital role in the market by creating demand.




Types of Consumers:

e Individual Consumer — Buys for personal or family use.

e Organizational Consumer — Buys for business or institutional use.
Importance of Consumers:

e Drive economic growth.

e Encourage competition among businesses.

e Influence product innovation.

e Help improve product quality through feedback.
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Consumer Buying Process

The Consumer Buying Process refers to the steps a consumer follows before, during, and after purchasing a
product.

Steps of Consumer Buying Process

1. Need Recognition

e The consumer realizes a need or problem.
e Example: Mobile phone stops working.

2. Information Search

e The consumer collects information from:
e Family and friends

e |nternet

e Advertisements

e Salespersons




3. Evaluation of Alternatives

Different brands and products are compared based on:
e Price

e Quality

e Features

e Brand reputation

4. Purchase Decision

The consumer selects a product and buys it.

5. Post-Purchase Behaviour

The consumer evaluates whether the product meets expectations.
Importance

e Helps businesses understand customer needs.

e Improves marketing strategies.

® |ncreases customer satisfaction.
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Post-Purchase Behaviour

Definition

Post-purchase behaviour refers to the consumer's feelings, opinions, and actions after buying

and using a product.

Types of Post-Purchase Behaviour

1. Customer Satisfaction

e Occurs when the product performs as expected or better.
2. Customer Dissatisfaction

e Occurs when the product fails to meet expectations.

3. Cognitive Dissonance

e A feeling of doubt or anxiety after making a purchase.

e Example: Wondering whether another brand would have been a better choice.




Factors Affecting Post-Purchase Behaviour
e Product quality

e Customer service

e Price

e Brand image

e After-sales service

Importance

e Builds customer loyalty.

e Encourages repeat purchases.

e Generates positive word-of-mouth.

e Helps companies improve products and services.
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