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Customer Perceptions and Behaviour

Overview

Effective marketing requires a thorough understanding of how your customers' minds work - how they perceive themselves and their world, how
they think and how they make purchase decisions.

You gain this understanding by studying the psychographics of your target markets gaining an understanding of the Central Psychographic
model and applying that knowledge to the Purchase Decision Chain in order to influence the buying behaviour of your target market(s)

Psychographics are people's mental characteristics specifically their perceptions, their expectations and their conscious and unconscious
decision making

A CPM is a written description of the key mental and emotional characteristics typical of the people in a market segment

The Purchase Decision Chain identifies the key points in the decision process where you can influence the customer's decision for your mutual
benefit

The Central Psychographic Model - Psychographic characteristics of a market segment:
Self Perceptions: How people see themselves their personal image and their values

External Perceptions: How they see the world around them and what they expect from it

Drivers: What motivates them - their functional and emotional needs

Emotional Associations: The unconscious associations they make

Gratification mode: The dominant way they get gratification in their lives

Purchase Preference: The dominant justification they use for their purchases
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The Purchase Decision Chain
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Key Points

Perception is reality, what the customer perceives, correctly or not is real for that person

People have, in effect, two minds, the conscious and the unconscious, the conscious mind is ration-
al and . It is concerned with features and benefits - the way products and services perform, what
they cost and what they deliver.

The unconscious mind is emotional and irrational, it seeks gratification. It is concerned with how
products and services make you feel.

Purchasing decisions are actually made by the unconscious mind. The conscious mind later
provides the rational argument that justifies the purchase






 


 


 




     

