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Who is the customer?



Marketing to BMW



• Who to contact and how? – Finding out the involved parties is challenging… – …but it is crucial in order to create a successful sales and marketing strategy.



The organizational buying • The goal of purchase is to satisfy the certain need of the organization. • Complex process that requires – Involvement of many people – Combination of different skills and knowledge



• The individuals or groups that participate in the process form a buying center or decision making unit.
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Models of organizational buying • Webster and Wind 1972 – – – – –



User Influencer Decider Buyer Gatekeeper



• Kotler 1997 – Initiator – Approver



• Möller 1999 – Champion – Advocate



• Financier/budgeter



Gatekeepers • The first group interacted with • The power to control information flows – Prevent the interaction with other decision makers – Prevent the information from reaching certain people – Receptionist, secretary, technical expert…



Users • Those who apply the purchased solution • Often first to recognize the need  initiators – Repair & maintenance – Supplies



• Different levels of influence – – – –



Totally excluded/source of information Consulted, but not making decisions Define the solution All stages including the selection of the supplier
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Users as a group • Collective influence high vs. individuals  influence emphasized on the early stages • Some users participate: volunteer  approved – Some not interested – Some not permitted



 Participation in specifying the need, better motivation to make the solution work



Users and customer satisfaction • First ones to evaluate the performance • Feedback  – Perceptions of the other parties (in addition to observation) – Affects in the organizations future decisions



• Empowerment – Specifying the product/service features – Installation & training – Post purchase services  Taking care = building a coalition



Experts/Influencers • Special knowledge that is critical for buying decision • Tasks – Help defining the specifications and requirements – Information for evaluating the alternatives • Solution related: technologies… • Industry related: companies’ characteristics, reputation… • Business environment related: legislation…



• E.g. Technical staff, quality control, R&D, outsiders…
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Buyers • The formal authority to select the supplier • Negotiates in detail the terms of the purchase • The more complex/important the decision, the higher managerial level takes part. • Special procurement units inside/outside the organization (governmental/NGOs)



Deciders, approvers, budgeters • Deciders – Make the actual buying decision – Last word about the product/supplier – Not necessarily the formal authority  Most important/difficult to uncover



•



Approvers – Special type of the deciders – Power to authorize/veto the actions proposed by others



• Budgeters – Have the power to determine the financial constraints – Awareness of the available resources – Make sure they know the costs of your solution!



Political buying • Related to the power play inside the customer organization • Individuals perceive participation in the decision making as a risk: – How am I/my performance evaluated? – Lack of confidence on the own abilities



 Increasing the knowledge/training  Likelihood of participation, knowledge is power  Advocates for your solution
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Champions and advocates • Alternative options and ≠ opinions  – Advocates for options – Coalitioning = grouping of advocates



• E.g. serving users well  influence as a group • Champion = leader of the party, standing up for certain alternative



Establishment of buying teams • Complex business environment – Need to combine multiple skills and knowledge – Few permanent core members from different functions – Extended team: temporary members case by case



• Novelty and complexity  – Larger extended team and more reliance on temporary experts – Slow to decide



Identifying the members of the DMU • The composition of the DMU depends on: – Organization: Size, culture… – Product/solution: • Type of user • Significance of the purchase • Requirements for expertise and information



– Time
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Identifying the members of the DMU • One person can play many roles • One role can be played by a group of people



 Buying processes can be similar, but almost never identical.



 Marketing strategy must be tailored or at least fine tuned case by case



Identifying the members of the DMU • The individuals affected by the decision: e.g. Production equipment  Manufacturing Executive • Who needs to adapt to new conditions • To whom the acquisition is relevant (user, etc.) • Who will benefit  potential advocate, champion? • Who coordinates information within the customer organization? • Buying team or informal DMU  information flows?



Identifying the members of the DMU • Good and difficult questions  potential expert role • Decider characteristics: – High status – Connections to the top management – The one who answers to the critical questions



• The formal purchasing department has power when – Repetitive purchases – Low complexity of the acquisition – Knowledge of the supplying industry is important



6



Decision making model • Gathering information about the customer (primary and secondary sources) • Store and update the information about the roles • Model of formal and informal organizational structure and political pecking order



 When to work with whom



The case assignment • Micro level information – Specify what is important – See how much you are able to find from secondary sources – Explain how you would go for the rest.



• Complete your segmentation and choose 2 key accounts (=most important customers). Give reasons for your decisions! • Start building the decision making model for the key accounts – Name the people involved and their roles – Don’t go on to the decision making process yet!
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