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THE BUYING PROCESS



The buying process—the steps consumers go through when buying a 
product or service—begins when customers recognize an 
unsatisfied need



Types of Needs The needs that motivate customers to go shopping 
can be classified as utilitarian or hedonic. 
When consumers go shopping for pleasure, they are seeking to 
satisfy their hedonic needs—their needs for entertaining, 
emotional, and recreational experiences.

Thus, from the consumer’s perspective, utilitarian needs are 
associated with work, whereas hedonic needs are associated with 
pleasure



Information Search

Sources of Information Customers have two sources of 
information: internal and external. Internal sources are 
information in a customer’s memory, such as names, images, and 
past experiences with different stores. 



External sources consist of information provided by a host of 
sources. People search for products and information using 
search engines such as Google, visit the websites maintained by 
manufacturers and retailers, acquire information from 
traditional media (e.g., advertising), read blogs, watch 
product demonstrations on YouTube, and ask friends, in person 
and through social media.





TYPES OF BUYING DECISIONS

Extended problem solving is a purchase decision process in 
which customers devote considerable time and effort to analyze 
their alternatives.



Limited Problem Solving

Limited problem solving is a purchase decision process 
involving a moderate amount of effort and time. Customers 
engage in this type of buying process when they have had some 
prior experience with the product or service and their risk is
moderate.



Habitual Decision Making

Habitual decision making is a purchase decision process 
involving little or no conscious effort. Today’s customers have 
many demands on their time. One way they cope with these time 
pressures is by simplifying their decision-making process. 



SOCIAL FACTORS INFLUENCING THE BUYING PROCESS

• The Economy

• Family

• Reference Groups

• Culture



MARKET SEGMENTATION



Multichannel





CASE



TASK

All Indonesian consumers want in their shopping carts this 
holiday season - Academia - The Jakarta Post

Berikan penjelasan atas informasi tersebut dan kaitkan dengan
materi pada perilaku pembelian pelanggan !

https://www.thejakartapost.com/opinion/2022/12/21/all-indonesian-consumers-want-in-their-shopping-carts-this-holiday-season.html
https://www.thejakartapost.com/opinion/2022/12/21/all-indonesian-consumers-want-in-their-shopping-carts-this-holiday-season.html


REFLEKSI
1. Informasi penting hari ini
2. Manfaat penting dari informasi penting hari ini
3. Tindak lanjut yang dapat saudara lakukan



THANK 
YOU!
Do you have any questions?
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