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2. Candidates are advised not to write on question paper. 
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                                                                              SECTION A 

                                                         Answer all questions in this section  

    QUESTION ONE                                                     

   a) Define the following consumer behavior concepts 

       i) Motive                                                                                                                                    (2 marks) 

      ii) Consumption                                                                                                                           (2marks) 

      iii) Customer satisfaction                                                                                                            (2 marks) 

      iv) Consumer attitude                                                                                                                 (2 marks) 

      v) Customer value                                                                                                                      (2 marks)                                                                                                                                                       

   b) Explain the role of the family in the purchase process.                                                          (10 marks)                                                                                                                                                        

   c) Explain how the multi-attribute structural model of attitudes influences consumer behavior. 

                                                                                                                                                        (10 marks) 

 

                                                              SECTION B 

                                              Answer only 2 questions in this section 

   QUESTION TWO                                                                                                                                

   a) Explain the environmental factors that affect consumer behavior.                                        (10 marks)                                                                                                                               

   b) ) Explain the types of consumer buying decision behavior                                                     (10 marks 

 

    QUESTION THREE 

     a).What are the assumptions of  the Abraham Maslow’s theory of motivation                        (10 marks)                                                                                         

     b) How can companies cultivate strong customer relationships?                                             (10 marks)                                           

 

   QUESTION FOUR                                                               

    When purchasing an item, the buyer passes through five stages. With the help of a diagram, explain  

     these stages.                                                                                                                               (20 marks)                                                                  

 


