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 Instructions: 

1. Answer  Question ONE (COMPULSORY) and ANY other 2 questions 

2. Candidates are advised not to write on the question paper. 

3. Candidates must hand in their answer booklets to the invigilator while in the 

examination room. 

 

 

 

 

 

 

 



 

 

 

Question one 

i) Discuss five benefits of customer complaints.                                         (10 marks) 

ii) With an aid of a diagram, explain the application of Maslow’s hierarchy of needs 
on consumer behavior.                                                                             (10 marks) 

iii) Discuss the consumer decision process in purchasing a product.            (10 marks) 

 

Question Two 

i) Outlive five characteristics of a good market segment.                              (10 marks) 

ii) Discuss the product life cycle and activities involved in each stage.       (10 marks) 

Question Three 

i) Discuss five ways in which a marketer can reduce cognitive dissonance among its 

customers.                                                                                                 (10 marks) 

ii) Explain the influence of culture on consumer behavior.                            (10 marks) 

Question Four 

i) Explain the ways in which social class affect an individual’s purchase behaviour      
.                                                                                                           (10 marks) 

ii) Factors Influencing Organizational Buying Decisions.                      (10 marks) 

 

Question Five 

i) Describe the various parties in the organizational buying process.          (10 marks) 

ii) Highlight any five types of consumer misbehavior.                                 (10 marks) 


