
��������	A�BCDE���
F�E�		�

�����	����BC	
��EDC��CDC



� �C�����	C��	��C��E�E��	E���	�	�C����
� ������E�	�C�����	
� ������C�	�C�����
� ������C�	C��	���EC�	�C�����
� ����B�����	�C�����

�C�����	E�������E��	
��������	A�BCDE���

�����	����BC	
��EDC��CDC



������E�	

�C�����

������C�	�C����� ����B����E�C�

�C�����

������C�	C��	

���EC�

�C�����

������C�	 �����	

!"E�����E��C��	

 �����#	

"E�$��C���	

 �����

��� %��EDC�E�� �������

�C�E��	 ����� &���$C�E��  �D��D����� ����������	

�'$���C�E���	

���C��E��	������	

E�����

(E��	�����	��C�� �����$�E�� ���EC�	��C��

(E)�E�	C����	

*��������	

����E�

(E������� (�C��E�� ���EC�	+���$�

�C�����	E�������E��	��������	
A�BCDE���



� ������C�	 �����-.��C�	 �����	��	�B�	
��������

� "E�����E��C��	 �����- �����	CDCE�C���	��	C	
��������	C����	������E��	�C'��	C��	�C�E�	
����	��	�EDE���

� "E�$��C���	 �����- �����	CDCE�C���	/E�B	
��������	��	�$���	C�����E��	��	BE�	/E�B���

� �C�E��	 �����-	 �����	��	�B�	�C�E��#	(�/��	
E�����	�C�E�E��	BCD�	����	���C��	�BC�	
$���$�����	�C�E�E���

������E�	�C�����	
 �������E��	��������	
 �����

�����	����BC	
��EDC��CDC



� ��������	�'$���C�E���	,��C��E��		������	
 �����

� �DCE�C�E�E��	��	(E)�E�	������	/E�B	�B�	
��������

� ��������	����E�-	�DCE�C�E�E��	��	��������	
����E�#	����E�	���E�E��

� (�D��	��	��C��C��	��	(EDE��

�	 ��������	 ���C���	 ����	 C��	 �$����	 ����	
/E�B	 E����C��	 E�	BE�	 E�����	��	�'$���C�E���	��	
������	 $���E��	 ��	 CDCE�C�E�E��	 ��	 �E)�E�	 �C�B	 ��	
CDCE�C�E�E��	 ��	 ����E�	 ���	 �CD��	 C��	 ���C���	
����	E�	E��	C�������	.B�	�C����	��	������$�E��	
C��	 ���E��	 $C�����	 ��	 C	 ��������	 E�	 C���	
C�������	 ��	 �B�	 E�����	 ��	 �B�	 �C�E��	 C��	 �B�	
��D��	��	��C��C��	��	�EDE���

�����	����BC	
��EDC��CDC



� ���-	 ���$��	 ��	 �E�������	 C���	 BCD�	 �E�������	
������

� &���$C�E��-	 �������E��C��#	 ���E�����C�#	
�C�C�E��-/��0���	BCD�		�E�������	���C����

� (E��	 �����	 ��C��-	 1�/��	 ����#	 .���C���#	
AC�B����#	%C��E��#	�C����#	+�C��	$C����

� (E�������-	 ��BE�D���#	 ����������#	 ���ED���#	
%C0���

� ������C�E��-	 �������ED�#	 �B�#	  ����D���#	
�'���D���#	������DC�ED�#	�'$��E����C�

� ����	 �����$�-	 &��2�	 �����$�E���	 ��/C���	
�B�����D���

������C�	�C�����	
 �������E��	��������	
A�BCDE���

�����	����BC	
��EDC��CDC



� �������-�������	 E�	�C�E�C���	 �B�	/C�	��	 �EDE��	
C��	 �BE�0E��	 $C�����	 �BC�	 E�	 �����/��	 ����	
�����C�E��	 ��	 �����C�E��	 E�	 C	 ���E����	  �	
E�������	 0��/�����#	 ���E���#	 ��C�E�E���#	
���C��#	 DC����#	 �������	 C��	 ��B��	 ���B	
BC�E��	 �BC�	 C��	 C�)�E���	 ��	 $��$��	 C�	
�������	��	C	���E���

� ���	  ��EC�	 �������	 E�	 ���E����	 �E�������	 ����	
��������	 ��	 ��B��	 ��EC�#	 ��C�E�	 C��	 /������	
������E���

������C�	�C�����	C�����E��	
��������	A�BCDE���

�����	����BC	
��EDC��CDC



� ����������-	����������	E�	C	�������	��	�������	
/BE�B	 B��$�	 C	 �C�0����	 ��	 0��/	 C���B��	
$�����2�	 �������	 �E�B��	 $���B����E�C���#	
���EC���	��	�B����B	�C��	E����E�E�C�E���

� ����������	 ����E���	 ��	 C	 ����$	 ��	 $��$��	
/E�BE�	 C	 �������	 /B�	 �'BE�E�	 �E�E�C�	 ���E��	
��BCDE���	C��	BCD�		�E�E�C�	���E�D��	

� ���	 3E�BE�	  ��EC#	 A��E��	 A�BCDE���	 ��	 �B�	
$��$��	��	�B�	����B	 ��EC	�C�	��	�E�������EC���	
����	�B�	$��$��	��	�B�	����B	 ��EC�

�����	����BC	
��EDC��CDC



� ���EC�	 ��C��-	 ���EC�	 ��C��	 �������	 �B�	 �C�0��	
��	 �B�	 �C�E�	 E�����	 ��E���EC	 C��	 ��C��C��	 ��	
�EDE���	  �	 ������	 ��	 �EDE�E���	 ��	 �������	 ��	 C	
���E���	 ��	 �B�	 �C�E�	 ��	 ����C�E��#	 ����$C�E��#	
E�����	 ����	 F��C���	 $��$��	 ������E��	 ��	 �B�	
�C��	��C��	BCD�	�E�E�C�	$����������	 E�	�C��	��	
�B�E��	 ��	 ���E�����#	 ������CE�����#	 ��'���	
$�������	����

� ���	A��E��	��BCDE���	��	�B�	�$$��	��C��	�C�	��	
�C�E��	�E�������EC���	����	�B�	�E����	C��	��/��	
��C���

�����	����BC	
��EDC��CDC



� 4.B���	 C��	 �B���	 �E�������	 ���EC�	 ��C����	 E�	 ���	
���E����	.B��	C��	�$$��	��C��#	�E����	��C��	C��	��/��	
��C���	 .B���	 �B���	 ���EC�	 ��C����	 �E����	 E�	 �B�E�	
���E��	��BCDE����	

� F$$��	 ��C��	 ���������	 /C��	 BE�B-��C��	 �����	 ��	
�CE��CE�	�B�E�	��C���	E�	�B�	���E����	

� %E����	 ��C��	 ���������	 $���BC��	 �C�������	 C��	
�������	 E�����C�E��	 ��	 ���$C��	 �E�������	 $��������	
E�	�B�	�C��	�E��	�

� 	(�/��	��C��	���������	���	��	E�$�����	
� ��CE�	 �B���	 �����	 ��	 ����C�E��	 ����E���C�E����	 �	

�E�B	 ���	 ���	 ��	 ����C���	 $��$��	 /E��	 ���	 ����C���	
���	C	���$�����	3�	�B����	����E���	C���B��	 �C����	
��	 ���EC�	 ���E�E��	 /B���	 C	 $�����	 ����	 �$	 E�	 �B�	
���EC�	�C����	5���	�'C�$��#	$���	�C�	������	�E����	
��C��	C��	�E����	��C��	������	�E�B	��	�B�	�BE�����	��	
������C���	 �C�E��	 �C�	 C��CE�	 BE�B��	 ����C�E��6	 ��	�����	����BC	

��EDC��CDC



� .B���	C��	�/�	��$��	��	�C�E�E��	E�	�B�	�����2�	
�E��	DE7�	�����C�	�C�E��	C��	8�E��	�C�E���	

� 1����C�	�C�E��	E�	�BC�	/B���	�B�	�C�E��	�E7�	E�	
��C��	 C��	 E��EDE��C��	 BCD�	 BE�B��	 �E�����	 ��	
�C0�	���E�E����

� 3B���C�	 E�	 9�E��	 �C�E�E��#	 �B�	 �C�E��	 �E7�	 E�	
�C���	 C��	 ����$	 ���E�E��-�C0E��	 ����	 ����	
$���������	 �BC�	 E��EDE��C��	 �C�E��	 �������	
�C�	 ��������	 E��������	 �B�	 �����	 ��BCDE���#	
$C��E���C���	 E�	 �B�	  ��EC�	��������	.B�	�C����#	
�E0��#	�E��E0��#	�E��	������	����	��	�B�	�������	
C��	������	E�	�B�	�C�E��	���E��	��BCDE����

��������

�����	����BC	
��EDC��CDC



� ��������	A��B�	C�BD��EB�F����CA�B��������EC��E����
���������A�����ECB���B�F�E���A��

� �����������	A��B�	C�BD��EB�F����B�����C�	�
����EB�	�FA��D����DF����F�D����FF�FC�����B��
���	C�F�EB�D��F������B��

� ���������B�	C�BD��EB�F�����D���EB�����B����ED����
�B�E	�����B�F����C�D�����E���EE����B�������D�����B�
�B�����F��������E��F�������	A���A��	EB��E���E�BF	A�
��F�������������D�����F����C�D�������E������F����
��EC	���FC�A�F����E	���B��F�����	�F�����B�	C�BD��E��
F����C���B���������B��D��	���B��B�F����C�D�����E��
�EE����B�������D����

�����	����BC	
��EDC��CDC



� �������	A�	B�CDE�E�	D��
� ��������F�������	A��B����D��������EB�F��������F�������

�B�	C�BD���E������BF���B���B�����C�	 ��C����B��B��
��������F�EB������DF�EB�F����CA�B������F���!E��
�B�F�BD����B��B�����C�	�DE��B���E����B�E�F�E�E"�
����	�E��#C����F������F����B�����	A���A�BEF�
DEB�C������F�E���������B�F�EC���������A�
�����D��F���F��BCF��F�EB�	���	C����

� �������	A�FB	�BC�E�	D��
� ��������F�������	A��E������A��B��B�����C�	���F������E��

������EC����B��D��	���B��$E���		A����F�������������
�B��B�����C�	 ���C�D����B������F���B�����E��F����
D��B���CB����F����B�	C�BD��E����EC����%��F���

��	E��EDE��C�	����C���	
�ED��	�B����B	�/�	�C�E�E��

�����	����BC	
��EDC��CDC



�E��C�	A���AC�����C ��F��D�E�	D

A��:�(&,:&&"	

�E����;AC�B����	��C��

�E����	 $��$��	 �E0�	 �������#	

����$�����	 ����B	 ��	

$������E��C��	 C�	 �B�E�	 C��	

����	 ��	 BCD�	 ��/	 �C��E���#	

���	 C���	 BCD�	 ��/	 �����E���	

��	 BCD�	 C	 BE�B	 �E�����E��C��	

E������	 .B��	 ����	 ��	 ��	

����	 �C�BE��	 C��	 �����C�E��	

��E���C���#	 �$���E��	 ��	

����B��#	 ���E�#	 C���B��#	

�C�E��	 ���#	 B��E�C��#	 ��E����	

$����E��	 C��	 B���E���	 .B��	

�C�	 ���	 �C��	 C��	 E����	 ���	

�C�E��	(E��	�����

�����	����BC	



:&1�<%&&1�,�	

1�/��	�C��E��	���$���

1�/��/���	 /E�B���	 �BE�����	

C��	 ���C���	 ��C�-E�����	

B����B����	 5"�����	  �����	

1�	=E��	��������	0��/�	C�	

" 1=6	 C��	 �B�������	 ���C���	

/���	 ����	 .B��	 ��E��	 ����	 ��	

�$���	 ��	 �E�E�C�	 �BE���	 ��	

�B�	 �E�����#	 ���	 C���	 BCD�	

�B�	 BE�B���	 $��$���E��	 ��	

�'$���E����	 ��	 B����B���	

�����#	 ��������	 ���C����	

C��	C$$�EC�����	�$$�C�	��	��	

����	 �����$�E���	 ��	

C�D���E�E���	�����	����BC	
��EDC��CDC



��,�1.:&&"	����	����	 
3B��	 �B�	 �E���	 �BE��	 C��ED��#	 ���	 $C����	 ���C���	
���$�	/��0E��	����E��	�B�	B���#	��	�C�E��	E�����	
���$�	�BC�$���	.B�	�C��	���C���	��/	�����#	/BE�B	
C����	 �'$���E����	 $C�������	 ����E����	 C��	
����E�BE���	���	�B�	�C��#	�C��	����#	DE�C�E��#	����#	
�C$$E��	 C��	 �C��	 �����	 �C�E��	 �CDE���	 ����E��#	
C��	 ���$���	 C��	 ���C���	 �E��C�E��E��	 /E�B	 �B�E�	
�E�C��EC�	$��E�E���	

��,�1.:&&"	����	����	  
.B�	��������	�BE��	E�	�D��	>#	��	�����	���B	$C�����	
/E��	 /��0	 ����E��	 �B�	 B����	 .B�	 ��$�����	
�$����2�	 E�����	 BC�	 �E���	 ���	 ��	 �C����	
$�������E��#	 C��	 �B�	 �C�E��2�	 ���C�	 E�����	
����D����	 ������$�E��	 $C������	 ��E��	 B�CDE��	
E���������	 ��	 �BE������	 �E������#	 ��C/E��	 ��	

�����	����BC	
��EDC��CDC



��,�1.:&&"

����	����	   

�C�E��	 E�����	 E�$��D��#	 C�	 �B�	

�BE�����	 ���	 ������	 A��B	 $C�����	 C��	

�E0���	��	��	/��0E��	����E��	�B�	B���	

C��	 ���B	 �C�	 BCD�	 BC�	 ����	 �C����	

$�������E��?	C���#	�B�	�BE�����	/E��	��	

�C��E��	 ����	 ��	 �B�E�	 �/�	 �����	

����	 $C��-�E��	 9���#	 ����	 �C�E��	

$���BC���	 �E�B�	 ��	 C	 ������	 �C�#	

��$�C������	 ����E����#	 ����	 ��'���	

E����	C��	�BE�����2�	����C�E���	

�&�.��,�1.:&&"

��$��	����	 

�BE�����	 BCD�	 ���/�	 �$	 C��	 ����	

B����	 ���$���	 C��	 C�	 �B�	 B�E�B�	 ��	

�B�E�	 �C�����	 C��	 �$���E��	 $�/��#	

BCD�	 ��/	 �����C���#	 D���	 �������	

�EDE��	 ������	 &����	 ��	 ���	 ��'���	



�&�.��,�1.:&&"

��$��	����	  

%CE�	���C�/E����	BC�	���E���#	

��	����	���$	E�	E������	

�'$���E����	E�	����	B�C��B	

��E���C���#	���E��	C$$�EC����	

���	����$#	�D��-�B�-�������	

5&.�	�����	�E0�	����E�#	

"E�$�E�#	+�����E�6	�����E��	���	

E��E����E���	.B��	�����	���	C	

��C����	B����	��	��D�	��	C�	

C$C������	E�	��������

" ��&(F. &1

���E�C��	���DED��

 �	�B��	��E��	C��	E�	�B�	

/��0�����#	/E��/�	C��	

/E��/���	��9��	C	����	

E������	.B��	�C�	�$���	����	�����	����BC	
��EDC��CDC



��	 ����$	 E�	 �/�	 ��	
����	 $������	 /B�	
�BC��	C	���	��	�����	
C��	 /B���	
���C�E���BE$	 �C0��	
�B�E�	 ��BCDE���	

�CACBCD�C��B	�F��

�����	����BC	
��EDC��CDC



� ,��������	����$�	�C��	E���	�C��	$���E���	����$E��#	
/BE�B	C��	���	������C�E��	��	��	�'BC���ED�	5E���	���	
�D��-�C$$E��6�	.B�	DC�E���	���������	����$�	C���	

� E6	%������BE$	��	�����C���C�	����$��	
� .B��	 C��	 �B���	 ����$�	 ��	 /BE�B	 �B�	 $�����	

�������#	C��	E����C����	.B���	����$�	BCD�	C	�E����	
E��������	��	�B�E�	������2�	��BCDE����	

� E E6	��E�C��	��	����C�ED�	����$��	
� .B��	 �����	 ��	 ����$�	 ��	 ��E����#	 �C�E��	 �������#	

��E�B�����	 ��-/��0���	 ���	 /B��	 /�	 ���	 ����	
������	  �	 �BE�	 �C��#	 �B���	 E�	 �CE���	 ����E�����	 ��	
�����C�#	���	E�����C�	E����C��E��	/E�B	��B��ED�����	
C��	 ����C�	 $C��E�E$C�E��#	 /BE�B	 ������	 E�	 �E�E�C�	
���E���	C��	��BCDE���	/E�BE�	�B�	����$�

�����	����BC	
��EDC��CDC



�EEE6	������C��	����$��	
�.B��	 E������	 ���E�E���	 ����$�#	
$������E��C�	 ����$�	 ���#	 /BE�B	
C��	 ���$����	 ��	 $��$��	 /B��	
/�	 ���	 ���C�E��C����	 .B���	
����$�	 C��	 ����	 E�������EC�	 E�	
�BC$E��	C��E�����	C��	��������E��	
��BCDE���	 ���	 �C�	 �'���	
E��������	��	��BCDE���	/E�BE�	�B�	
$��DE�/	��	�B�	���9���	��	����C�	
E��������	���	�'C�$��#	���	�C�	��	
������	��	C	$BE�C����	��	 �E���C��	

�����	����BC	
��EDC��CDC



� D6	"E����EC�ED�	��	CD�E�C���	����$��	
� .B���	C��	����$�	/B���	DC���	C�	E��EDE��C�	

��9����	C��	 �B�	 E��EDE��C�	����	���	/C��	 ��	
��	 C����EC���	 /E�B�	 ���	 �'C�$��#	 C	 ���E��	
���$��C��	 �'����ED�	 ����	 ���	 /C��	 ��	 ��	
�C0��	 C�	 C	 ����C����	 :����#	 �B�	 E��EDE��C�	
/E��	 ���	 ��	 CD�E�	 ����CE�	 $�������	 ��	
��BCDE����	 �C�B��	 �BC�	 ��	 �C0��	 ���	
��������	 ����	 �B�	 �E����EC�ED�	 ����$�	  �	
�B�	 9���	 �ED��	 �'C�$��#	 �B�	 �'����ED�	 �C�	
���	���	�E�C�����#	$������	��	�C�#	/BE�B	C��	
D���	 ���B	 ����C���-��E������	 (E0�	
C�$E�C�E��C�	 ����$�#	 �B�	 ���E�E�E��	 ��	 C	
����$	 C�	 �E����EC�ED�	 E�	 $�����	 ���9���ED�	
C��	 E�	 DC�E��	 ����	 ���	 E��EDE��C�	 ��	 �B�	
��'��	

�����	����BC	
��EDC��CDC



� DE6	����C�	����$��	
� .B���	 ����$�	 BCD�	 C	 0��/�	 �E��	 ��	 �������#	

D���	 �����	 ��������	 ����/B����	 ��	 �'C�$��	
�E�B�	��	C	$������E��C�	 C����EC�E��#	��	C	 �����	
F��C���	�B�	�����	C��	���������	��	�B�	����$	C��	
�CE�	 ��/�	 E�	 /�E�E���	 .B���	 C��	 �����	 ���	
�������BE$	 C��	 �������2	 ��BCDE���	 E�	
������CE���	 /BE��	 �B��	 ���CE�	 $C��	 ��	 �B�	
����$�	

� :�/�D��#	 �B�	 ������CE���	 ���C���	 C$$��	 ����	 ��	
�CE���	 �E�E���	 C��C�	 ��	 ��BCDE���?	 ���	 �'C�$��#	
�B�	 C����EC�E��	 ��	 �BC������	 �������C���	 5��6	
��	 �B�	 ����	 �������C���	 BCD�	 �CE�	 ��/�	 �B�	
�����	 ��	 $�C��E��	 ���	 �B�E�	 �������	 E�	 �B�E�	
$������E��C�	 ��C�E���#	 ���	 BC�	 ��	 E�������	 E�	
/BC�	 E��	 �������	 ��	 C�	 $�EDC��	 �E�E7����	�����	����BC	

��EDC��CDC



� DEE6	 �����C�	����$��	
� .B���	 C��	 ����	 ����������#	 C��	 C��	 ��$E�C���	

�C���	��	��E����BE$�	��	�'C�$��	/����	��	C�	
E��EDE��C�2�	 �E����	 ��	 ��E����#	 /BE�B	 ����	
�'E���	 ���	 ����C�	 ���C�	 ��$$���#	 ���$C��	
C��	�BC�E��	�'$��E������	���B���B	�B���	�C�	
��	 �D��	 ���C���	 $�������	 ��	 �������	 �BC�	
/����	��	�B�	�C��	��	C	����C�	����$#	�B���	E�	
���BE��	E�	/�E�E���	

� &����	 E�����C�	 ����$�	 �'$���	 C	 ����	
�E������	��C��C��	��	��BCDE���	C�����	C	/E���	
�C���	��	C��EDE�E��	�BC�	/����	C	����C�	����$?	
���B	 �E�����	 ��	 ��E����	 C��	 �E0���	 ��	 ��D���$	
�����	 ��	 ��BCDE���	 C��	 ��C�E�E���	 �BC�	 C��	
����	�E��E��	�BC�	/�E����	������	

�����	����BC	
��EDC��CDC



� DEEE6	�����C�E�	����$��	
� .B���	C��	�B���	����$�#	��	/BE�B	���	�������	

��	DE����	��	C��#	������#	�������	��	����C�E���	
.B���	 C��	 �����E���	 C���	 �C����	 �C������	
����$��	���B���B	C�	�E���	�E�B�	E�	/����	C$$�C�	
�BC�	 �B���	 ����$�	 /����	 ���	 �'���	 ���B	
E��������	��	�B�	�������2	��BCDE���#	���C���	
�B��	 C��	 ����$�#	 /BE�B	 BCD�	 ���	 ����	 9�E���	
D�����C�E��#	E�	�����	�BC�	$��$��	C��	E���������	
��	 ����$	 $�������	 ��	 ��������	 ���	 �'C�$��#	
/B��	 ���E��	 ����B��#	 �����	 $��$��	 C��	
������C��	 ��	 ���0	 �E0�	 C	 ����C���	 C��	 B����	
�B��	����C���	��	���	���	9�C���	

� E'6	 ��E����	����$��	
�  �	 �BE�	 �C��#	 �B�	 ���������	 C��	 ���	 E�	 �E����	

����C��	 /E�B	 �B�	 E�����������	 ���	 �'C�$��#	 C	
�����	����BC	
��EDC��CDC



� '6	���$C�C�ED�	����$��	
� .B�	 �������	 ��	 �BE�	 ����$	 C��	 �B���	 /E�B	

/B��	���	���$C��	���������	���	�'C�$��#	���	
�C�	 ���$C��	 ��������	 /E�B	 ����	 ����B��	 ��	
�E����	5�E��E��	�EDC���6	��	�B�	�����C����	C��	���	
��	 ����C��	 ��	 $������E��	 ����	 ��E)��	
$�������	 ��	 ��C���	 �E0�	 %��CDC	 /C��B	 ��	
�B�E��EC�	"E��	$�������	

� 'E6	�����C���C�	����$�	
� .B�	 ����$	 /E�B	 /BE�B	 /�	 C��	 E�	 �����C�	

����C���	�E0�	�������	��E����#	���E��	�����C�����	

�����	����BC	
��EDC��CDC



� �6	,����	C��	��C����	
� �	 $�����	 $C��E�E$C���	 E�	 �C��	 ����$�	 �E0�	

�C�E��#	�����#	C��	���C�E�C�E����	.B�	$�����2�	
$��E�E��	E�	�C�B	����$	�C�	��	���E���	E�	�����	
��	 ����	 C��	 ��C����	 �	 ����	 ����E���	 ��	 �B�	
C��EDE�E��	�BC�	C	$�����	E�	�'$�����	��	$�������	
�C�B	 ����	 �C��E��	 C	 ��C����	 ���$��	 �B����	
$�������	 �BC�	 ������E�C��	 �B�E�	 ����	 C��	
��C���	 E�	 ���E����	%C�0�����	����	��	C/C��	��	
�B�	 ��C���	 ������	 $�����EC�	 ��	 $�������	 C��	
��C����

�����	����BC	
��EDC��CDC



								.BC�0	<��

�����	����BC	
��EDC��CDC



��������	A�BCDE���

F�E��	�

�����	����BC	��EDC��CDC



�������EC�	A��E��	A�BCDE���	

� ���E�E�E���

�  	��	!��C�E�C�E��C�	A��E��	E�	C	"��#���	

��	$BE#B	C	#��"C��%���C�E�C�E��	

���C��E�B��	C	����	���	"��#BC�E��	

"����#��	C��	#B����	C����	#��"��E��	

��C���	C��	��""�E����

�  	&�C���	'�	A��	�����#��

� ��	�����#�E��	��	C���B��	"����#�

� '�	���� �����	����BC	��EDC��CDC



�����	����BC	��EDC��CDC



																									�C��E#E"C���

� ��E�C��	�����

�  	��#E�����	���C�E�C�E��C�	�������	$B�	

BC�	��#E�E��	�C(E��	"�$����	DE#�	

"���E����	

)E�C�#�

�  	�������#����	E������#�	�B�	��#E�E��	�C(E��	

���#���	��	"��DE�E��	E�����C�E��	��	��E���EC	

���	���E��	#������C����	���	���E��	'B�	

���C�E*C�E���	�"�#EC�E��	C��	!���E���	�����	����BC	��EDC��CDC



� ��#���C��	������

 	F�����	�B��	���	��	�B��	E�E�EC��	�B�	

"��#BC��	"��#����	$��(���

 	A������	BE�B	��D��	���E#���+	�C,��	����	E�	

����#�E��	��	��""�E���	C��	�����EC�E��	

"��#BC���	�	��	"��#BC��	��"C�������

 	-C��(��"����	#������	�B�	���$	��	E����	.��	

&�#�"�E��E��+	��#���C���

�����	����BC	��EDC��CDC



�����	����BC	��EDC��CDC



�������������	ABCD���A

BEF����C�A����E��

�� ������	AB�C�DEF�F�E

�� ��E����A���C�F��F�EA��A����

�� �����C�A���CF�FC��F�E�

�� �����F��A����C�

�� �����F��A����C�F�E

 � ����C�F�EA��A!����AB���FE�

"� ������	�EC�AB�#F�$�����	����BC	��EDC��CDC



� ����������	�ABCDC�B

� /C�(����	��E���C���	"������	��#���E�E��	��	

�E��#�	�CE�+	�����C�(��E��+	#C��E��	��	

"���"�#���

� ������C�	��E���E	 	��$	"����#�	��D���"����	

���	$BE#B	"C���	C��	������+	���C(��$�	��	

�0�E"����+	�1E��E��	��""�E���	

���C�E��C#�����

� A����	C������	C	��C��	�B�$�	���#BC��	

/C�C���	������	C�	�""�����E��	��	���	

��$��	"�E#��	��	������	0�C�E���

� E�B��F��B�������	�C�DC�B�FB�������	D������	����BC	��EDC��CDC



� �����C�����F�	�

� �����E��	��""�E���

� �	��C��	�E��#���E��+	B���	���E��	#C�C����	���	

��""�E���

� �	��C��	�B�$�

� �	��C��	C�D���E�������

� �	��������	��C�#B

� A��E��	C��EC�#��	��	���	����	"�E#�

� ���"C��	���E��	�E���

� ������F�����C	CDFDC�B

��DE��	��""�E���	��	�C(�	���CE���	"��"��C��

�����	����BC	��EDC��CDC



� �����C�������	DC�B

� �	��""�E��	�C�E��	�E��	E�	�C��	��	����	

#��"C�E��	�C���	��	���C�ED�	E�"���C�#�	�ED��	

��	C	����#�	���	��	C���E������	

� )��	����E��	�����	"����#��	�B�	�C#����	C��	�	

"�E#�+	��""�E��	��"��C�E��+	���ED���	�	

� )��	"��#����C�	"������	"����#��	��#B	C�	

#�"E���	�B�	E�"���C��	C���E�����	C��	�	��#B�E#C�	

���DE#�+	��""�E��	���1E�E�E��+	���EC�E�E��	C��	"�E#�

� )��	"��E�E#C�	"������	"����#��	��#B	C�	#B�E#�	

��	C	���	��	#��"�����	�B�	�C#����	C��	"�E#�+	

��"��C�E��+	���EC�E�E��	C��	���1E�E�E��

� !��	$C�	��	��#������	"�E#�	�C#���	����	

��""�E��	�E��	E�	��	�C�(	��	���C�	#���	��	"����#�	��	

�����	����BC	��EDC��CDC



� ���������DCB�����	C�C	FDC�B

� A�����	�����EC��	�B�	�E�C�	�����	$E�B	�B�	

����#���	��""�E���+	C��	���CE��	�B�	��#B�	

�"�#��+	�B�	0�C��E��	�B�	���ED���	�E��+	������	

"��E#E��+	$C��C��E��	��#�

� )��	�CE����C�#�	C��	��"CE�	E����	+	�E���	

C��	��DE��	��$C���	C	��C�(��	#����C#�	�BC�	

���C��E�B��	C	����	���	���C�E���	��#B	

#����C#��	C��	#C����	���#(����	"��#BC��	

"�C��	C�	�B�	���#(	E�	B���	��	�B�	��""�E��

� 7���	���	#����C#��	C��	C���	C�����	�"��	E�	

#C��	��	�B���C��	�C$	�C���EC��	%	E�"���	��	

�BC�	�B���	E�	C	���C��	���$	��	�C���EC��	��	
�����	����BC	��EDC��CDC



� �������FB	�����C���

� 'B���	���B���	��	��DE�$

� ��(	���	�DC��C�E��	����	�������	A����	�C���	

��""�E��	��	$�E�B���	�#���	���B���

� AC���	��	��C$�C#(�	��	"������C�#�	�B�	�����	

�C�	#���	�"	$E�B	C�,�����	#���	��	"��#BC��	

E�#���E��	"�E#��

� /C�C����	C��	��$C����	���	����	���E��	

"������C�#�

�����	����BC	��EDC��CDC



�����	����BC	��EDC��CDC



�����	����BC	��EDC��CDC



�����	����BC	��EDC��CDC



� ����C	����F���DCBA	E�	C	�"�#EC�E���	

��C�#B	��	�C�(��E���	���DE#��	�C�(��E��	

�������	C�	C	��"C�C��	�E���	��	�����	E�	�B�	

�C���	95:6�+	�����$E��	�B�	��#���E�E��	�BC�	

�B�	��E0��	#BC�C#���E��E#�	��	���DE#��	

��0�E���	�E�������	���C���E��	#��"C���	$E�B	

�B�	�C�(��E��	��	"B��E#C�	������

� ���DE#��	�C�(��E��	��"E#C���	������	��	���B	

���E����	��	#�������		;A<�=	C��	���E����	

��	���E����	;A<A=	���DE#��+	C��	E�#�����	

�C�(��E��	��	���DE#��	��#B	C�	

����#�����E#C�E���	���DE#��+	�E�C�#EC�	

���DE#��+	C��	��"��	��	B��"E�C�E��+	����E��	�����	����BC	��EDC��CDC



����EF��������
� 'B�	�����	��	���DE#�	0�C�E��	��	�B�	�����

���	A	C�	E�	E�	"�"��C���	(��$�+	$C�	

��D���"��	��	��C�	��	����C�#B���+	

�C�C���C�C�+	>�E�BC��	C��	A����+	E�	�B�	

�E�	��	�C��	95:6��	C��	BC�	��#���	�B�	

���E�C��	C""��C#B	���	E����E��E��	���DE#�	

0�C�E��	"�������	C��	�EC����E��	�B�E�	

"���C���	#C�����	'BE�	C""��C#B	

#��#�"��C�E���	���DE#�	0�C�E��	C�	C	�C"	

���$���	#�������?�	�1"�#�C�E���	��	C	

����B#��E��	���DE#�	��#������	C��	�B�E�	

C#��C�	"��#�"�E���	��	�BC�	��#�������	
�����	����BC	��EDC��CDC



� �������� 

� $B���2	 �� 	E�	 ���DE#�	 0�C�E��	 � 	E�	 �B�	

E��EDE��C�?�	 "��#�"�E���	 ��	 �ED��	 ���DE#�	

���ED���	 	E�	�B�	E��EDE��C�?�	�1"�#�C�E���	��	

C	 �ED��	 ���DE#�	 ���ED����	 'B�	�����	 $BE#B	

"��DE���	 �B�	 �D��C��	 #��#�"��C�	 ��C��$��(	

B��"�	C�C�����	��	E����E��	�B�	���DE#�	0�C�E��	

�C"	 ;-C"	 �	 E�	 �B�	 �����=	 C��	 ��	

�������C��	 �B�	"���C���	#C����	��	���DE#�	

0�C�E��	 ���C���	 "�������	 ;-C"�	 9�@	 E�	 �B�	

�����=�	'B�	�EC�����E#	 DC���	��	 �B�	�����	

C##�����	 C�	 ��C��+	 E�	 "C��+	 ���	 �B�	

E���������?�	 #���E��E��	 #�����#�	 E�	 ���DE#�	�����	����BC	��EDC��CDC



� 'B�	 �����?�	 ��D���"���	 C���	 ��DE���	 C	

����C�#B	E���������+	#C����	�.&4AF�7+	��	

��C����	 �B�	 �E*�	 C��	 �E��#�E��	 ��	 ���DE#�	

0�C�E��	 "�������	 ;E���	 �C"	 �=�	 'B�	

0����E���CE��	 E�	 ����E��E����E��C�	

E���������+	���E����	��	BCDE��	#C"����	�ED�	

�E����E���	 ��	 ���DE#�	 0�C�E��2	 �C����	

���EC�E�E��+	 C����C�#�+	 �C��E����+	 ��"C�B�	

C��	���"���ED�����+	$BE#B	C��	���E�D��	��	

��"������	�B�	#�������?�	�������C��E��	��	

���DE#�	0�C�E���

�����	����BC	��EDC��CDC



�����	����BC	��EDC��CDC



� �������FB	���B�!������

� ����E�	 C��	 'C����	 ��D���"��	 C	 �#C��	

�C���	��	"��#�ED��	"������C�#�	����	;E���	

�1#�����	 �1"�#�C�E���=	 C�	 C	 �E�"���	

C�����C�ED�	 ��	 �.&4AF�7�	 'B�	 �#C��	 E�	

(��$�	C�	�.&4�.&)	C��	E�	#���E���C���	

�B�����	 �BC�	 �.&4AF�7+	 C��	 �B�������	

�C�E��	C��	#B�C"��	 ��	C��E�E�����	&������	

����	�B�	���	��	�.&4�.&)	#�����C��	$���	

$E�B	�.&4AF�7�	'BE�	C""��C#B	��E�E���	C	

�E�������	 #��#�"��C�E�C�E��	 ��	 ���DE#�	

0�C�E��+	 $BE#B	 #C�	 ��	 ��"��������	 ��	 �B�	�����	����BC	��EDC��CDC



� ������

� $B���2	 �� 	E�	 ���DE#�	 0�C�E��	 � 	E�	 �B�	 E��EDE��C�?�	

"��#�"�E���	��	�ED��	���DE#�	���ED���	

� ���B���B	 �.&4�.&)	 BC�	 C	 ������	 ��	 C�DC��C���	 E�	

�����	 ��	 C��E�E���C�E��+	 E�	 BC�	 C���C#���	 #�E�E#E���	 'B�	

"������C�#�	����	E���������	�C#(�	�B�	�EC�����E#	DC���	��	

�B�	 �.&4AF�7	 �E�#�	 E�	 E�#�����	 ����	 ���	 DC�EC���	 ;�=	

#��"C���	 ��	�.&4AF�7?�	 �E#B��	�C�C	$E�B	 �$�	DC�EC����	

;�	 C��	 .=�	 '�	 E������C��+	 #���E���	 ���	 ����#�	 ��	 0�C�E��	

���C���	 "�������	 $BE#B	 �##���	 $B��	 #��������	 BCD�	

����C�E��E#C���	 BE�B	 �1"�#�C�E����	 �.&4AF�7	 BC�	 ��	

"������	 ����#�E��	 ��#B	 "�������+	 B�$�D��+	 �.&4�.&)	

#C�	��D��	����#�	�BE�	"������	��#C���	E�	����	���	#C"����	

�1"�#�C�E����	 BB��	 #B���E��	 C�	 C""��"�EC��	 E���������	

���	 E�D���E�C�E���	 E���	 ���DE#�	 0�C�E��+	 ���DE#�	 �C�(�����	

����	$�E�B	�"	�B�	�1"��E��#�	��	�.&4�.&)	C�CE���	�B�	

�EC�����E#	"�$��	��	�.&4AF�7�
�����	����BC	��EDC��CDC



� 'C�.�	!)	AFC�8-	/!'�4.�	

� A��E��	 ���ED�	 E�	 �B�	 ����	 ��	 ���ED�	 ��	

�C�E���	C	���E��	��	����	 �BC�	�C(��	"��"��	

���	 �����	 ��	 ���DE#���	 A�BE��	 �D���	

"��#BC��	�B���	 E�	C	���E��	���ED��	 ��	 ������	

��	 �B�	 �B���B��+	 ����E���+	 ����E���	 C��	

E���E�#��+	 $BE#B	 C�����	 E�	 �B�	 ������	 C	

���E��	��	���	C�	C��E#���	

� /��ED��	 �B����	 ��	 �E��E���E�B��	 ����	

E���E�#���	 �	 ���ED�	 E�	 �E�"��	 C	 ��C���	 ���	

#C���E��	���	 C	 "C��E#��C�	 ��BCDE���	 C��	���	

C�	 C����C�E#	 ���"����	 ��	 C	 ��E�����+	

$B���C�	 E���E�#��	 C��	 "���"����C����	
�����	����BC	��EDC��CDC



A��E��	/��ED��

�����	����BC	��EDC��CDC



� �����#�	A��E��	/��ED���	

� �����#�	 ���E��	 ���ED��	 �����	 ��	 �B���	 E������#��	 C��	

��C����+	 $BE#B	 "���"�	 ;E���	 E���#�=	 C	 �����	 ��	 #B����	 C	

"C��E#��C�	 "����#�	 E�	 "�������#�	 ��	 ��B��	 "����#���	 'B��	

E�#����	 �B�	 "B��E#C�	 C���C#�E��	 ��	 �B�	 "����#�	 ;E���	 �B�	

���E��+	 �BC"�+	 �E����E��+	 �E*�+	 #�����+	 "C#(C��+	

"������C�#�+	"�E#�	��#�	��	�B�	"����#�=	��	�B�	"��#B����E#C�	

C���C#�E��	��	�B�	"����#�	;E���	�B�	��BC�#�����	��	�B�	��#EC�	

"����E��	��	��C���	��	�B�	"��#BC���	�B����B	E��	"������E��=+	

���E��	��	����D�	��	����#�	�B�	�C����	��	�C�C��	��	�E��	��	

����	��	�B�	"��������+	��#�	

� ��	�B���+	�B��	�����	��	C��	�B���	#BC�C#���E��E#�	��	C	"����#�+	

$BE#B	 E���#�	 C	 �����	 ��	 ���	 E�	 E�	 "�������#�	 ��	 ��B��	

"����#���	

�����	����BC	��EDC��CDC



� �����#�	 ���E��	 ���ED��	 �C�	 ��	 �����EDE���	 E���	 �$�	

����"�+	DE*�+	

� ;9=	 ����E��C�	 "����#�	 ���E��	 ���ED��	 C��	 ;<=	 �C�E��C�	

"����#�	���E��	���ED���	

� ��	 .���E��C�	 �����#�	 A��E��	 /��ED���	 BB��	 C	 �����	

��#E���	 ��	 "��#BC��	 C	 "����#�	 $E�B���	 �BE�(E��	 �D��	 �B�	

�C����	 ���E#C���	 C��	 #C�������	 ;E���+	 $E�B���	 ��#B	

��C���E��=+	 D�%�B�	 E�	 �CE�	 ��	 BCD�	 ����	 E������#��	 ��	

����E��C�	"����#�	���E��	���ED���	

� A�	&C�E��C�	�����#�	A��E��	/��ED���	BB��	C	�����	��#E���	

��	���	C	#���CE�	 �BE��	C����	#C�����	#���E���C�E��	;E���	C����	

�BE�(E��	�D��	�B�	�C����	#���#E�����	C��	���E#C���=+	�B�%B�	

E�	�CE�	��	BCD�	����	E������#��	��	�C�E��C�	"����#�	���E��	

���ED���	

� �C����C��	A��E��	/��ED���	�C����C��	���E��	���ED��	�����	

��	 �B���	#���E���C�E���	��	��C����+	$BE#B	"���"�	C	�����	�����	����BC	��EDC��CDC



� ��	 .���E��C�	 �C����C��	 A��E��	 /��ED���	

BB��	 C	 �����	 "C����E*��	 C	 �B�"	 ;E���	

"��#BC���	�B�	�BE���	��0�E���	��	BE�	����	C	

"C��E#��C�	�B�"=	$E�B���	C""��E��	BE�	�E��	��	

$E�B���	 ��C���E��+	B�	 E�	 �CE�	 ��	BCD�	����	

E������#��	 ��	 ����E��C�	 "C����C��	 ���E��	

���ED���	

� A�	 &C�E��C�	 �C����C��	 A��E��	 /��ED���	

BB��	 C	 �����	 "C����E*��	 C	 �B�"	 C����	

#C�����	#���E���C�E��	;E���	C����	��#B	���E#C�	

��C���E��	C��	#C�����	�BE�(E��=	B�	E�	�CE�	��	

BCD�	����	E������#��	��	�C�E��C�	"C����C��	

���E��	 ���ED���	 �BC�C#���E��E#�	 ��	 A��E��	�����	����BC	��EDC��CDC



							'BC�(	C��

�����	����BC	��EDC��CDC



UNIT -1

���������	A�B�����

C��D	EF���F���B��

�
��
����

�
	
A
B
C�D
�EF
C��CF

C



                          AGENDA
� Inrtroduction to Consumer Behaviour

� Importance

� Scope

� Consumer Research Process

� Consumer Models

� Psychoanalytic Model

�
��
����

�
	
A
B
C�D
�EF
C��CF

C



��������BD���C��D	EF���

����� E��EFE�	C���B���	��BC���� ������ C��� ���FE����

����� �B�� �C����� ���� BE��B��� ����	��� E�� �C����� C�

����	����

�����E������������C�����	����E�������B������	����

������C������FE����CFCE�CA���E���B���C�����

���������BD�A��D	EF�����F�FD���

��F���� �	������� �B���� E���E�C�E��� ���C����

�C��E�	�C�� ����	���� C��� ���FE�����  ���	���� E��������

E�����BE���A	���E��E��������������	���������	��BC���

����	����C������FE����C������ �B�E�� �C���!������C������

��	�����������

�
��
����

�
	
A
B
C�D
�EF
C��CF

C



       DEFINING CONSUMER  

BEHAVIOR
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� A consumer is a person who consumes or uses 

something. A customer is a person who has 

purchased something or engaged in some form of 

exchange transaction.

� A customer can be a consumer, but a consumer 

does not necessarily need to be a customer. 

Example: a child could be a consumer of 

breakfast cereal, while the child's mother would 

be the customer.
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NATURE OF CONSUMER 

BEHAVIOUR: 
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� Vary across regions  : The consumer behaviour 

vary across States, regions and countries. For 

instance, the behaviour of urban consumers is 

different from that of rural consumers.  normally 

rural consumers are conservative (traditional) in 

their buying behaviour.

� Vital for marketers  : Marketers need to have a 

good knowledge of consumer behaviour they need 

to study the various factors that influence 

consumer behaviour of the target customers. The 

knowledge of consumer behaviour enables 

marketers to take appropriate marketing 

decisions.
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� Reflect status  : Consumer buying behaviour is not 

only influenced by status of a consumer but it also 

reflect it. Those consumers who owned luxury 

cars, watches and other items are considered by 

others as persons of higher status. 

� Result in spread effect  : Consumer behaviour as a 

spread effect. The buying behaviour of one person 

may influence the buying behaviour of another 

person. For instance, a customer may always 

prefer to buy premium brands of clothing, watches 

and other items etc. This may influence some of 

his friends, neighbours and colleagues. This is one 

of the reasons why marketers use celebrities like 

Shahrukh Khan, sachin to endorse their brands.
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1) Consumer behaviour and marketing 

management  : �� ��	��� 	������C��E��� ��� ����	����

A�BCFE�	�� E�� ������EC�� ��� �B�� ����� �	�� �	������ ��� C���

�C����E��������C���"B��������������B��3C����E�����������E��

�C��	���� E�� �B���� E�������C���� ���E���C�E���� ����	�����������

C����C���!�����C���E�����C�������C������
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2) Consumer behaviour and non profit and 

social marketing�+�������C�/���������F����B����������E��

���C�E�C�E���� �E��� ��F�������� C����E��!� ���E�E�	�� �����!�

	�EF���E�E��� C����BC�E�CA��� E���E�	�E����BCF�� ����C����� �B�E��

���FE���� ���� E��C�� ��� �B�� 4�C����� ���	�� ��� ����	����� ���

E���E�	�E���4� ��� ��B��� �E���� �B���� ���	��� C��� ��&	E���� ���

C���C������B�������C���	A�E�������	�������������CE���C	�������

E��C���������B����C����B�E�������EA	�E������C������C�E�C�E���

����B�����A���������B�����E�����"B	��C����C��	������C��E������

�B�� ����	���� A�BCFE�	�� C��� ���E�E����C�E��� ���������E���

C��E����B������������
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3) Consumer behaviour and government 

decision making  : ��� ������� ��C��� �B�� ����FC���� ���

����	���� A�BCFE�	�� ��E��E����� ��� ��F�������� ���E�E���

�C�E����"����C5���C��C�����C��EFE�E���BCF��A����C�������+�
�E'� 6�F�������� ���FE���+� 6�F�������� ���FE�E��� ��� �	A�E��

���FE�����C��A����E�� �E��E�E�C����� �����C��	������C��E������

�B������	����!����	����!�����B�������FE����

�EE'�  ���	���� �������E��+� 3C��������E��� C�� C��� ��F���� ���

��F��������C���E�F��F����E�B����	�C�E���A	�E�������C��E����

�����B���	����������������E�������	���������C���
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4) Consumer behaviour and demarketing: It 

has become increasingly clear that consumers are 

entering an era of scarcity in terms of some natural 

gas and water. These scarcities have led to 

promotions stressing conservation rather than 

consumption. These actions have been undertaken 

by government agencies non profit organisations, 

and other private groups. The term "demarketing" 

refers to all such efforts to encourage consumers to 

reduce their consumption of a particular product or 

services.
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    IMPORTANCE OF CONSUMER 

BEHAVIOUR
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       CONSUMER BEHAVIOUR 

MODELS

1. Traditional Models

�The Economic Model

� Learning Model

� Psychological Model

�The Sociological Model

2. Contemporary Models

�The Howard Sheth Model of buying behaviour

�The Nicosia Model

� The Engle-Kollat-Blackwell Model

�Engle, Blackwell and Miniard (EBM) Model
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Economic Model
The economic model of consumer behaviour focuses 

on the idea that a consumer’s buying pattern is 

based on the idea of getting the most benefits while 

minimizing costs.

This model assumes that with limited purchasing 

power and a set of needs and tastes, a consumer will 

allocate his/ her expenditure over different products 

at a given prices so as to maximize utility.

In this model, consumers follow the principle of 

maximum utility based on the law of diminishing 

marginal utility. The consumer wants to spend the 

minimum amount for maximizing his gains. 
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Economic man model is based on:

Price effect:  Lesser the price of the product, more 

will be the quantity purchased.

Substitution effect:  Lesser the price of the 

substitute product, lesser will be the utility of the 

original product bought.

Income effect:  When more income is earned, or 

more money is available, more will be the quantity 

purchased.

Criticism:
� Fails to explain how does the consumer actually 

�behave.

�Incompleteness in the Model.

�Lack of broader perspective.
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LEARNING MODEL
� This model is named after the Russian 

Physiologist Ivan Pavlov.

� Psychology has contributed lot to the marketers 

to understand the buyers. It explains how 

consumers learn about a product and the way 

they can recall from the memory, and the 

development of buying habits. 

� All theories of buyer’s behavior have been 

primarily based on learning, viz., Stimulation-

Response or S-R model, this theory of learning is 

explained as a process of repetition, motivation, 

conditioning and relationship. Repetition 

improves learning��

�
��
����

�
	
A
B
C�D
�EF
C��CF

C



� For example, when advertisements are repeated, 

people may be able to understand further about the 

product. This is aimed at repeated advertisements 

for drawing the attention and interest of the people. 

According to stimulus- response theory learning 

involves the following steps.

a. Drive: It is a strong internal stimulus which impels 

action and when it is directed towards a drive 

reducing object, it becomes a motive. A drive thus 

motivates a person for action to satisfy the need. 

Drives may be primary-thrust, hunger etc., and 

secondary - desire for money, pride etc.

b. Cues: These are weak stimuli. They determine when 

the buyer will respond
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� c. Response: Response is the feedback reaction of 

the buyer. It is an answer given to drive or cue. 

The individual has to choose some specific 

response in order to fulfill the drive or the need 

which was acting as a stimulus. For example, a 

hunger drive can be satisfied by visiting a shop 

known through an advertisement and buying the 

readymade food product. If that experience is 

satisfactory, this response of satisfaction is 

strengthened.

� Thus this learning of links which mean stimulus, 

cue and response results inhabit. Along with this 

attitudes and beliefs also learnt. 
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� As it becomes a habit, the decision process for the 

individual becomes routine affair. Thus, learning 

model has the following prediction

a. Learning refers to change in behavior brought 

about by practice or experience. Everything one 

does or thinks is learnt

b. Product features such as price, quality, service, 

brand , package etc., acts as cues or hints 

influencing consumer behavior

c. Marketing communications such as advertising, 

sales promotion etc., also act as guides persuading 

buyer to purchase the product

d. Response is decision to purchase.
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� The id is the source of strong inborn drives and 

urges. It operates on the pleasure principle; 

meaning acts to avoid tension and seeks pleasure. 

Thus unconscious mind is called the id.

� Ego represents the conscious mind. It is composed 

of perceptions, thoughts, memories, and feelings. 

The ego gives the personality a sense of identity 

and continuity. It comes into being because of the 

limitations of the id, in dealing with the real 

world. It is said to be the executive of the 

personality. It operates on reality principle and 

serves as the organized focal point for effective 

action in the environment. It varies from one 

individual to another, as it is an internal drive 

and conscious.
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� Super ego constitutes the moral part of the 

individuals’ psychic structure, through 

internalizing the values of the society. It 

influences the individual to strive for perfection. It 

acts to control basic strivings of the id, which 

could interrupt the social system and influences 

the ego. Ego is to pursue goals that match the 

morality dictated by society and culture.
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� Hence individual is largely influenced by the group 

in which he is a member. For example, the decision 

may be made by one, actual buying may be done by 

another, and the product is used by yet another 

member of the family. Here, a mother takes a 

decision to buy a tiny cycle for her child, the cycle 

is purchased by the father and the user is the child.
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� This model was proposed by keeping both the 

industrial & consumer products, in order to give 

an understanding about great variety of 

behaviours. It shows the rational brand choice 

behaviour by buyer under conditions of 

incomplete information. It proposes levels of 

decisions making.

� 1. The first level describes the extensive problem 

solving.

2. The second level is limited problem solving.

3. The third level is a habitual response behavior.
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� Extensive Problem Solving:

In this the customer does not have any basic 

information about the brand and any preferences 

for any product. Then he will find information 

about all brands from the market before purchase.

� Limited Problem Solving:

In this, customer has little knowledge about brands 

and market. This is an advance stage where the 

choice criterion is defined but the exact solution of 

the problem is unknown to the customer.
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� There are four components describe in the model 

which causes the actual purchase behaviour.

� Input Variables

� Out Put variables

� Hypothetical Constructs

� Exogenous Variable
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� The  input variable  consists of some stimulate 

which serves as the information to the consumer.

1. Significative Stimuli: This is the elements of the 

brands which the consumer comes across.

2. Symbolic Stimuli: This consists of the stimuli 

which the producer shows about the various 

attributes /benefits of his product.

3. Social Stimuli: This consist of those environmental 

factors which can act as the source of input.
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� Output variable:  This output is the ultimate 

response of the consumer. In order to come to a 

conclusion regarding the purchase consideration 

he follows sequential order.

� Attention —– Comprehension —– Attitude—– 

Intention—- Purchase Behaviour

� The consumer first is attentive towards the 

various stimuli which help him in comprehensive 

way about various brands. He then develops an 

attitude for the product due to which he has 

some intention regarding the purchase decisions.
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� Hypothetical Construct:  These are the 

interviewing variables which influence the 

customers output decision. It consists of major 

variables.

1. Perceptual Constructs

2. Learning Constructs

� Perceptual Constructs: This helps in the 

information processing for the selecting of a 

brand. It consists of three steps.

� Sensitively to information: Where in the 

customer is open to the options available to him
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� Perceptual Bias:  The consumer then has a 

biased opinion regarding the various brands, 

because he perceives each brand differently.

� Search for Information:  The consumer further 

searches for information in order to come to a 

conclusion.

� Learning Constructs:  This involves the 

formation of concepts regarding various brands. 

This consist of various factors like motive, brand 

potential of evoke set, decision mediators, pre – 

dispositions, inhibitors satisfaction.
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� Exogenous Variables:  These are the External 

factors which influence the decision making 

process. This could include the importance of 

purchase, personality, social class., culture, 

organisation, financial status.

� Therefore, this model gives on overall views 

regarding consumer purchases keeping in view 

all the factors influencing the organisation as 

well as the end consumer.
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�D�B� ���F� /� ����F� �����F�� %�BFB� �����B�

���F��BAD����F� D��� DF� ����B������ ���+F� �B�"BB��

�����BF� D��� FB�B��B�� �AD��F� �����B� ���F��BAD�����

"������A����B�D�F�A����AB���������BF�D�����B��A��BFF�

��� �BDA����� D��� B)�BA�B��B�� %�BFB� ���F��BAD����F�

�B�B����DF��A��BA�D�/�A��B�����B���B������B�����F���D��

�D�B���B��A�F�B��F������B�������D)�����FD��F�D�������

%�B��DA+B����F�����BA�D�������DA+B����'��)� ��D�� �F�

�FB�������B����BA���������B��B���B������B��A��BA�D���
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� ������ � A� �%�B� �����B� �A��BA�D� ���BF� A�FB� ���

�AB��F��F�����'� ��B� AB�D���B� �AB�BAB��B� ��� �D��A� ���

�DA�����DA��AD��������B������AD��BF��D��F��B���BF�

F���� ��B� �A��BFF�� %��F� �D�� �B� ��� ��A�� ��� �A��BC�

��D�B#�D�B� F������ ��� �AD��C� B)�BA�D�� �DA�D��BF� F����

DF� ���D���D�� F�D��FC� ���B��ABFF�AB�B���� !�� ��B���������

����AC� ��B� �AB�BAB��B� ABF���F� ��� D� ABF���FB� �������

F���� DF� D��B�����C� ����AB�B�F���C� D������BC� �������

���B������D����AB�BAD����D���D����A��DFB�

� �������BC�	BB��D�+������A��DFB�B)�BA�B��B��F�FB���

��� ��B� ���BA� "����� F��"F� �����B� D���D�� FD��F�D������

"DF� B#�D�� ��� ��B� B)�B��B�� FD��F�D������� �D��F�D������

�BD�F� ��� AB��A��DFBC� D��� AB�BD�� �A�BAF� �����D�B�

�AD������D���
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NICOSIA MODEL

rancesco M. Nicosia a leading scholar in the field of 

consumer behaviour propounded a comprehensive 

model in 1966 to analyse consumer's behavioural 

process.

The model concentrates on the communication 

process that occurs between a brand and a 

consumer. It uses a flow of events through different 

stages that are identified as  fields.

The firms marketing communications, consumer's 

attributes, consumer's decision process and feed 

back  are the main components that are 

represented in this dynamic model.
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STAGE 1:

PROBLEM RECOGNITION:

� &	��B��AF����ED�CC�C����C��	�F��	��B�������DE�FA(�C�
�� ��EB���� E�� F����� &	AC� F���� D�F� B�� ��A������� B��
AF���F���C�A���A�)C�D	��C�����AF��	�F����E���	A�C��*�E��
�����F��� C�A���A� )C�D	� �C� C��AF�� �F� ������AC���F�*�
�	����	�F�B�DE��C�����A���

� !�� ���	��AF�� AF�E����AEF� ��E�� �� F��B��� E��
DEFC����C��������C� D�F� A��F�A��� �	���EC�� ���%��F��
C�A���A� �	��� C����� AF����C�� AF� �� ��E��D�� D����E����
&	��� D�F� �	�F� �����E�� ������AF�� C������A�C� �	���
��A����C� DEFC����� AF����C�� �F�� ����� �E� �	�� C�DEF��
C����� AF� �	�� B��AF�� ��ED�CC�� +F� ��E�C��� D�C�E����
�	E���DE�FA(�C�����EB�����A���B��AFD�AF����E�C���D	�
�E���E���AF�E����AEF�
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����%E0(��1�

�E����B�����BA�FBDA���F�AD�B����B����B�B��D��B�����C�D�

�BAF���F�������B���BF���AB�AB�B����B��������A�D�����

D�����D��A�������E����B�D����B�����A�D�����FBDA����B�B�C�

D��BAF���F�A�F���B����BA�B�C��D�+F�"�����A�B��F�D�����F��F�

F��ABF�����BDA����AB�D�������B��A������

��DEF�������E�������

����A������A�F�C��F�A�	BE��C��F���D%��AF��FD�C��

���		AB�D����E�������

�+�����ACAF�����B�CA��C��C���C����CEFC��������C��
��D���AF����AC����C��

���&�D��'��B�A���

���CC����A���DEFC����$���AF���E���FA(��AEFC��
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� $(�ABD	A�F���'��B�A���

� ,�F��AF�������AFAF����CAF���	����E��D���

� &	��DEFC������C��������D�A��C��	���EC��AF�E����AEF�
��E��DE����DA���)��������$�E�AF����*�CE��D�C��
���	E��	��	���EC��AF����F�A���AF�E����AEF�DE��C�
��E�����CEF���CE��D�C�
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� 'F��A�)�

� $�����FD����E�*�FAB��FD�A���

� &��B� ��B� ���F��BA� �DF� �������B�� D�� ����A�D�����

FBDA��C� ��"� ��BF� �B� �A��BFF� ����B�����B� �AD���

����A�D����� D��� �D+B� D� ���D�� 2����B��3� %�BAB� DAB�

FB�BAD�� B�D��D����� �A��BFFBF4� ��B� ��F�� ��AAB���

���B�F� ��B"� ��B� �A��BFF� DF� �B���� ��������B���

�A�B��B�C� �BD����� ��D�� ���F��BAF� ��A�� 2����B��F�

�DA�B������D����F����F�D���AD����D���DF�F��

� -	�F� �	�� DEFC����� ��A�C� �E� C��AC�����F�����	�� C���C�
D����AF� B�F��A�C� ��E�� �	�� ��E��D�� �F�� 	�� C��C� ��D	�
��E��D�� �C� �� B�F���� E�� ����AB���C� �A�	� ����AF��
�BA�A�A�C�E�����A���AF���	��B�F��A�C��E�C��AC����	AC�F�����
+� ���CEF� ��F�AF�� �E� B��� �� D������ ���� �A��� �E� C���
�AD�����C	���F�CC��D������CA(����F����AD����D
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� 5��"���� ��D�� ��F���BAF� �D�C� ��B� ��F�� D��B������ ���

D��A����BF� ��D�� �B���BA� ��B� �B�B���F� ��B�� FBB+C��D���

F���BFF���� �DA+B�BAF� FB��B��� ��B�A� �DA+B�F�

D���A����������B�D��A����BF���D��DAB�FD��B����������BAB���

���F��BA��A���F�

� !�� ��B� ���AFB� ��� B�D��D����� D��BA�D���BF� ��B�

���F��BA� �B�B���F� D� FB�� ��� �AD��� �B��B�F� D�����

"�BAB�BD����AD���F�D��F����BD���D��A����B��%�B�FB��

��� �B��B�F� D����� D� �DA�����DA� �AD��C� "����� �D+B� ���

��B� �AD��� ��D�BC� "���� �DA�� "���� ��B� ��F���BA�F�

B)�BA�B��BF� DF� ����BAB�� ��� ��B� B��B��F� ��� FB�B����B�

�BA�B�����C� FB�B����B� ��F��A����� D��� FB�B����B�

AB�B������� 6����D�B��C� ���F��BAF� �B�B���� D������BF�

��"DA�F� �DA���F� �AD��� D��BA�D���BF� ��A����� D��

D��A����B�B�D��D������A��B��AB�
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� 'F��A�+�

� ��B�,��A�CA�D�D����

� !�� ��B� B�D��D����� F�D�BC� ��B� ���F��BA� ��A�F�

�AB�BAB��BF�D�������B��AD��F������B������B�FB��D���

�D�� D�F�� ��A�� D�� ���B������ ��� ���� ��B� ��F��

�AB�BAAB���AD������"B�BAC��"���D���AF��D�����BA�B�B�

�B�"BB�� ��B� ��A��DFB� ���B������ D��� ��B� ��A��DFB�

�B��F�����

� %�B� ��AF�� �D���A� �F� ��B�D������BF�������BAF� ��B�C� �D�����

�B��BAF� �A� �A�B��F�� %�B� FB����� �D���A� �F�

��D������D�B�� F���D����D�� �D���AFC� ��B�C� F���B���BD���

�A���A��� ��� ��B� �D����C�F���B�� ��FF���� 2���B������DA��

�DA+B�BAF� F����C� ��B� �D���AF� ��D�� �A���+B� D� �BB�����

��� A�F+� ��� ���F��BAF� D��� ��B�� �A����B� ����A�D�����

D���F����A�����AB���B���B��BA�B��B��A�F+��
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� 'F��A�-�

� ���F���B�,��A�.A,��D��B��

� E��BA���A��DF���� ��B��A�����C� ��B����F��BA����BF�

�������B����D��F�D�B������B����F��BA���������A��BFFC�

��� "����� �B� "���� B)�BA�B��B� F��B� �B�B�� ���

FD��F�D������ �A� ��FFD��F�D������� %��F� �F� "��� ��B�

�DA+B�BA�F� 2��� ��BF� ���� B��� "�B�� ��B� �A������ �F�

��������

� *DA+B�BAF� �FB� ��F�� ��A��DFB� ��������D����F� ���

���BAF�DF�D�"D�����AB���B��A������AB��A�F��A��A�BA�

�D��B��D����F�� %�B�� FBB+� ��F���BA� F���BF����F� ��A�

���A��B�B��F� D��� �A�������� ��D��B�F� ��A� F�BB���

ABF�������������F���BA������D���F
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� Nicosia Field 1 : The first field represents the 

output of a commercial message in the form of 

advertising or other communication tools and its 

effect on the consumer individual.

This field  is the sum of two sub fields. Sub field 

one that represents the product's attributes and 

the brand communication efforts and sub field two 

with the consumer's attributes and  represents the 

meaning he gives to the message which effects his 

reception of the message.

� Nicosia Field 2 : The message in field one 

produces a certain attitude on the individual that 

leads to the search and alternative evaluation 

phases in the decision process.
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� Nicosia Field 3 : Field three represents the 

transformation of the motivation into the act of 

purchase or non purchase. This leads to a certain 

purchasing behaviour analysed in field four.

Nicosia Field 4 : Field four deals with the use of 

the purchased item and how it generates 

experience that will determine future behaviour 

towards the product.as a relation of the purchase 

consequence stored in memory. The output in field 

four is feedback of consumption and sales to the 

company
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� With this model Nicosia was able to represent 

consumer's behaviour when receivers of a message 

and has agents in the buying process generated by 

that flow of information from a company.

There are a number of arguments that put this 

model in a difficult position to be widely accepted. 

This includes the influences and inter-relationships 

among the consumer attributes, the unspecified 

type of consumer, the possible existing relationship 

between the company and the individual or it's 

unique use in first exchange situations.
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ENGEL KOLLAT BLACKWELL 

MODEL

� EBK model is one of the structural models of 

consumer behaviour. It is a holistic model, with a 

full description to the decision making problem, 

reflecting consumer behaviour process during 

choosing product or service. It was developed in 

1968 by J.F. Engel, D.T. Kollat and R.D. 

Blackwell. The name comes from the first letters 

of the names of its creators.
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� The ebk model is a comprehensive and shows the 

components of decision making and the 

relationship and interaction among them . The 

five distinctive parts of consumer decision 

making are input, information processing, 

decision process ,decision process variables and 

external influences.
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INFORMATION INPUT: 

� !����� ������BF�D���+���F����F������� �A�����A������D���

"������B�"�A���DA������F��&�A�B)�BA�B��BFC�����D���

"���� ���BAF� *DA+B�BA'����A���B�� F������� �B���C�

D��BA��F���C� F��AB� ��F��D�C � &��BA� F������� �B���C�

�BAF��D�� AB����B�����FC� ����BAFD����F� "���� �A�B��F �

()�BA�D��FBDA���!.	&7*E%!&.�!.�6%�
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INFORMATION PROCESSING:

 %��F� ������B��F� ����A�FBF� ��B� ���F��BA�F�

FB�B����B� B)��F�ABC� D��B�����C� ����AB�B�F���� D���

AB�B������ ��� F������� AB�D����� ��� D� �A������ �A� �AD���

AB�B��B�� �A��� �DA+B����� F��A�BF�� %�B� ���F��BA� �F�

B)��FB�� ��� F������� �D��� ��B� D�����D������

����A�D���� 4D��B�������B�BA���BF�"�������� ��B�F�������

�B�"��������F�����4�%�BABD��BA��B�"��������BA�AB��D���

����AB�B��� ��C� D��B��F� ��� ��� ��F� F��A�� �BA�� �B��A��

D��� AB�D��F� ��� ��� �AD�F�BAA���� ��B� ������ ��� ����'�BA��

�B��A���!.	&7*E%!&.��7&,(��!.0

�
��
����

�
	
A
B
C�D
�EF
C��CF

C



DECISION PROCESS

!�� �F� �A���BAB�� D�� D��� ���B� ��A���� ����A�D�����

�A��BFF���� !�� ���F�F�F� ��� ���B� F�B�F� �� �A���B��

AB���������� �BDA��� E��BA�D���B� B�D��D����� ,����B�

&�����BF� ���F�'��A��DFB�B�D��D����� D����B�D���A �

8(,!�!&.��7&,(��

���D���������D�������������C�

�%�B� ���B�� �A���FBF� ��������D�� �����B��BF� ��D��

D��B��� ��B� �DA���F� F�D�BF� ��� ��B� �B��F���� �D+����

�A��BFF�� !�������D�� ��DAD��BA�F���F� ������B�

���F�A���F� ��+B� �B���AD����FC� �����BFC� �B��B�FC�

D������BC��BAF��D����C��D��BFC����BF���B�B����8(,!�!&.�

�7&,(���9E7!E:;(�

������������ �!��D��C�

�,��F��BAF� DAB� �����B��B�� ��� B���A���B��D��

�D���AF� ��+B� �����ABC� F��'�����AB� C� F���D�� ��DFF� C�

AB�BAB��B� �A���FC� �D����� D��� F���D����� (<%(7.E;�
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� %�B� E����AF� ��F������F�� =� ���FB�����B� F�D�BF� ��� ��B�

�B��F���'�D+�����A��BFF�������> ��

�� �"�F#$%$�&#$EF� E%� #'�� (�E)*�� �'� ������BF� �B�BAD�����

���F��BA� �BB�FC� ���F��BA� FBBF� D� �D�� �B�"BB�� ��B�

��BD��D�����B���AAB���F�D�B���������F�

	� ��&��'� %E�� $F%E��&#$EF ���"� ��� F���B� �A���B�� '�

���F��BA� ���+F� ��A� ����A�D����� D����� D�D��D��B�

����A������BFC� FBDA��� �B���F� "���� ���BA�D�� F��A�BF� ��"��

�B��A� C� ��� ��B� �DF�F� ��� �DF�� B)�BA�B��B� �A� �A��� D��

B)�BA�D��F��A�B�

A� ��������F#� E%� E(#$EF� �'� ���F��BA� B)D���BF� D���

DFFBFFBF���B���FF���B��DA�D��F���������B�����A�BA�����D+B�

��B� �BF�� �B��F���F4� %��F� �A��BFF� �F� �����B��B�� ��� F����

�D���AF� DF�� �A��BA�D� ��A� DFFBFF���� ������FC� �B��B�FC�

D������BFC����B�����FC���A���F�D��BF�

B� D'E$�� �'���A��DFB��B��F����DA�FBF��A�����B�DFFBFF�B���

�������F�D�D��D��B������B��DA+B�����"B�BAC���B��B��F����

������D�F���B�D��B��B��������D��B���������BC��A��B��D�����
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�+���%%��#��E%��'E$�� �'���A��DFB��D�������B�

������F��BA��

�� �&#$�%&�#$EF �'� ���F��BA� �F� �D���� "���� ��B�

�����BC���B���A��DFB��F�������B�"������F��B��B�F�D���

�DF�� B)�BA�B��BFC� ��� ���F� F���D����C� ��B� ���F��BA�

F��ABF����F�B)�BA�B��B������F�����A�D�����F��ABF���A�

�FB�����D+��������AB��B��F���FC

�� "$��EF&F�� �'� ���F��BA� �F� ���� F�AB� D�����

B��B��F� ��� �B��F���C� �����F� "�B��BA� ��B� ���BA�

�DA�D��F�"BAB� A������� AB2B��B�C� ���B�� �F� D��A�� D���

��FFD��F��B�C� �D�� D����� ����F���� ���F� �A������ �A�

FBA���B�D�D����������AB�
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