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INSTITUTE OF BANKERS IN MALAWI

DIPLOMA IN BANKING EXAMINATION
SUBJECT: CONSUMER BEHAVIOUR (IOBM-D214)
Date: Saturday, 8th November 2008

Time Allocated: 3 hours (13:30 to 16:30 pm)
 

INSTRUCTIONS TO CANDIDATES
1
This paper consists of TWO Sections, A and B.
2
Section A consists of 4 questions, each question carries 15 marks. 


Answer ALL questions.
3
Section B consists of 4 questions, each question carries 20 marks. Answer ANY TWO questions.
4
You will be allowed 10 minutes to go through the paper before the start of the examination, when you may write on this paper but not in the answer book.

5
Begin each answer on a new page.

6.
DO NOT open this question paper until instructed to do so.

SECTION A 

(60 Marks)
Answer ALL questions from this section.
QUESTION 1
(a) 
In your own words, what could be the major difference between a customer and a consumer?




      (5 marks)
(b)
Mr. Saukira, the newly appointed Managing Director of South East Bank is not clear about the relationship between marketing and consumer behaviour in understanding the customers’ financial need satisfaction.  You are required to clarify this relationship to the new Managing Director.


  






    (10 marks)
(Total 15 Marks)
QUESTION 2

(a)  Explain any five characteristics of culture. 


     (5 marks)
(b) Based on your understanding of culture, explain how culture affects the four marketing mix elements.  



              (10 marks) 

         (Total 15 Marks)

QUESTION 3
(a)
What is the meaning of consumerism?



      (2 marks)
(b)
What led to the development of consumerism?


      (9 marks)
(c)
Explain any two ways how consumers can obtain a redress.
      (4 marks)
(Total 15 Marks)

QUESTION 4

Identify and discuss any three key usage characteristics used in segmenting markets. 






          (Total 15 Marks)

SECTION B

(40 Marks)
Answer ANY TWO Questions from this section

QUESTION 5

New product innovation and development is an essential element and a critical activity for the marketing manager. Almost all the commercial banks in Malawi have introduced auto teller machines to offer quick and 24 hour service to their customers. Explain clearly what diffusion of innovation is and how it assisted the banks in understanding the behaviour of customers willing to use the machines.
(Total 20 Marks)
QUESTION 6

Consumer buying behaviour is complex yet dynamic and therefore marketers need to not only identify, but also need to anticipate them. Describe any two advantages and disadvantages of the following primary research methods.
(a) Face-to-face interviews.





    (10 marks)
(b) Experiments.







    (10 marks)
(Total 20 Marks)

QUESTION 7

When a sell is done that does not mean the end of the transaction as far as marketers are concerned. 
(a)
Explain why the marketer is concerned with the post-purchase behaviour of the customer.







    (10 marks)
(b)
Suggest five possible ways of dealing with customers’ post-purchase concerns.







    (10 marks)









    (Total 20 Marks)
QUESTION 8
In what way has microeconomics contributed to the understanding, knowledge and development of consumer behaviour?

(Total 20 Marks)
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