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Definition



More explanation, searching
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More explanation, purchasing



More explanation, using



More explanation, evaluating



More explanation, disposing



Product & service





Types of consumers



Development of marketing concept

Production concept

Product concept

Selling concept

Marketing concept



Marketing concept

• Segmentation
• Targeting
• Positioning
• Marketing mix (4ps):

– Product

– Price
– Place

– Promotion



7 Ps

• 4 Ps (product, price, place, promotion)
• Another 3 Ps for service elements
• People
• Processes
• Physical evidence



12 Ps

Planning mix Marketing mix Service mix

Profitability
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Planning
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Periodicity



Customer as cornerstone

• Customer value

• Customer satisfaction

• Customer retention



Customer value

Customer Perceived Benefits

Resources

Economical
Functional

Psychological

Monetary
Time
Effort

Psychological

R
elative

Subjective



Customer satisfaction

Perception of performance 
of product or service 

in relation to expectation



Customer satisfaction & 
customer behavior

1. Loyalists
2. Apostles
3. Defectors
4. Terrorists
5. Hostages
6. Mercenaries



Customer satisfaction & customer 
behavior

1. Loyalists
2. Apostles
3. Defectors
4. Terrorists
5. Hostages
6. Mercenaries

Satisfied and continue to purchase

Satisfied and continue to purchase

Experience exceeds expectation &
Provide positive word-of-mouth



Customer satisfaction & customer 
behavior

1. Loyalists
2. Apostles
3. Defectors
4. Terrorists
5. Hostages
6. Mercenaries

Neutral or merely Satisfied & likely to stop buying

Negative experience & negative word-of-mouth



Customer satisfaction & customer 
behavior

1. Loyalists
2. Apostles
3. Defectors
4. Terrorists
5. Hostages
6. Mercenaries

Unhappy customers & don’t have alternative

Satisfied but no loyalty



Customer retention

1. Loyal customers buy more
2. Loyal customers are less price sensitive
3. Servicing existing customers are cheaper
4. Loyal customers spread positive word-of-

mouth





Traditional marketing concept Vs 
value and retention focused 

marketing



Traditional marketing 
concept

Value and retention
Focused marketing

Make only what
you can sell

instead of trying
to sell what
you make

Use technology that
enables customers
to customize what

you make



Traditional marketing 
concept

Value and retention
Focused marketing

Make only what
you can sell

instead of trying
to sell what
you make

Use technology that
enables customers
to customize what

you make



Traditional marketing 
concept

Value and retention
Focused marketing

Do not focus on the
product; focus on

the need that
it satisfies

Focus on the product
perceived value, as

well as the need
that is satisfies



Traditional marketing 
concept

Value and retention
Focused marketing

Market products and
services that match

customers need
better than

competitor offering

Utilize an
understanding of

customers needs to
develop offerings that
customers perceive as

more valuable than
competitor offerings



Traditional marketing 
concept

Value and retention
Focused marketing

Research consumers
needs and

characteristics 

Research the levels
of profit associated

with various consumer
needs and

characteristics 



Traditional marketing 
concept

Value and retention
Focused marketing

Understand the
purchase behavior

process and the
influences on

consumer behavior 

Understand consumer
behavior in relation

to the company
products



Traditional marketing 
concept

Value and retention
Focused marketing

Realize that each
customer transaction

is a discrete sale

Make each customer
transaction part of

an ongoing
relationship with

the customer



Traditional marketing 
concept

Value and retention
Focused marketing

Used standard
segmentation
based on one

variable

Used hybrid
segmentation



Traditional marketing 
concept

Value and retention
Focused marketing

Target large group
of customers

Use one-to-one
marketing



Traditional marketing 
concept

Value and retention
Focused marketing

Use one way
promotions whose

effectiveness is
measured through

sales data or
marketing surveys

Use interactive
communications that
could tailor messages



Traditional marketing 
concept

Value and retention
Focused marketing

Loyalty programs
based on the

volume of 
purchases

Create customers
tiers based on

both volume and
consumption pattern



Traditional marketing 
concept

Value and retention
Focused marketing

Encourage customers
to stay with the

company and buy
more

Make it very
unattractive to

switch to another
company



Traditional marketing 
concept

Value and retention
Focused marketing

Budget is based on
customers number 

Budget is based on
life time value



Traditional marketing 
concept

Value and retention
Focused marketing

Customer satisfaction
surveys

Add word-of-mouth



Traditional marketing 
concept

Value and retention
Focused marketing

Trust and loyalty Intimacy and bonds




