Buyer Behaviour and
Relationship Marketing

Buyer Behaviour and Relationship Marketing

Acknowledgement
This would not have become a success without the contribution of many. And I make this the
opportunity to thank all of them who gave the support.
I would like to extend my sincere gratitude to ………………………. for her guidance and
constant supervision in completing the project.
Also I like to express my special gratitude and thanks to industry persons for giving me such
attention and time by providing necessary information regarding the project.
My thanks and appreciations go to my colleague in developing the project and people who
have willingly helped me out with their abilities.

Thank you.
………………

1|Page

Buyer Behaviour and Relationship Marketing

Table of Contents
Acknowledgement ..................................................................................................................... 1
1.

Introduction ........................................................................................................................ 4

2.

SWOT Analysis .................................................................................................................. 4

3.

Strategic communication Plan for Three years................................................................... 7
3.1 Objective .......................................................................................................................... 7
3.2 Plan Development ............................................................................................................ 7
3.3 Plan Implementation ........................................................................................................ 8
3.4 Communication Budget.................................................................................................... 8
3.5 Compatibility with the objectives .................................................................................... 9

4.

Tactical Plan to connect online & media activities .......................................................... 10
4.1

Plan Implementation and development ..................................................................... 11

5.

More expansion via principal cities .................................................................................. 11

6.

Image creation and Direction Shift ................................................................................... 12

7.

Conclusion ........................................................................................................................ 14

References ................................................................................................................................ 14

2|Page

Buyer Behaviour and Relationship Marketing
List of Table & Figures
Figure 1 - SWOT Analysis ..................................................................................................................... 4
Figure 2 - Communication Budget.......................................................................................................... 9

Table 1 - Communication Budget ........................................................................................................... 9

3|Page

Buyer Behaviour and Relationship Marketing
1. Introduction

XYZ is a famous high quality lingerie provider, which is based in the European region while
having a branch in Sri Lanka as well. It has mainly focused to provide various kinds of
nightwear and accessories with international quality standards.
The main objective of this entire report is to carrying out a proper SWOT analysis for XYZ in
order to provide a three-year communication plan to expand its market share furthermore. A
tactical plan also developed by combining the online and media activities in order to increase
the customer visit to its outlet.
Furthermore, it has discussed about the expansion over principal cities while giving proper
recommendations to correct the image in the minds of the people and to increase the brand
image of XYZ ultimately.

2. SWOT Analysis

SWOT analysis is basically used for getting a better understand about the external and
internal environment of a selected company with the main purpose of analyzing the market
position of the company successfully;

Figure 1 - SWOT Analysis

Strengths- When it comes to analyze the strengths of the Midnight Divas; it can be
recognized that the main strength is the high quality nightwear and accessories, which they
4|Page

Buyer Behaviour and Relationship Marketing
provide. This company can be identified as a European based company, which provides high
quality products that are match with the international quality standards. Further, the
reputation of the product can be recognized as main strength for the company itself. As being
an international shop, the company is having good reputation over their customers as well.
The location of the store has become another main strength because it is situated in a very
rich area of Sri Lanka where all the high-class people live. Because of the location, it was
able to attract many high-end customers towards their products successfully.

The online sales system can be recognized as another main strength that XYZ has. Via that,
online system; the customers who are outside from Colombo area can easily buy and visit its
shops online which may help to increase the entire organizational income as well as the
market position of the XYZ properly.

Weaknesses- here, it can be recognized that there are several kinds of weaknesses associated
with XYZ as follows;
The lack of locations around the country can be recognized as one main weakness of the
Midnight Divas. Since XYZ is having only one physical location in Colombo area, the
customers find it difficult to visit their only shop in Colombo. There are many other high-end
customers located in other areas of Sri Lanka and it is very difficult to visit the Colombo
shop. (Michael, Thomas, 2012)
Further, it can be recognized that the lack of advertising methods as another main weakness
since XYZ is using very limited advertising tools such as newspaper advertisements and
social media. This may become highly disadvantageous for the entire firm because it will
affect to the reputation of the company as well.
Opportunities – here, it is possible to recognize that one main opportunity that XYZ is to
increase of the demand for high quality lingerie and thereby catering to a good market share
Further, the increment of the technology usage among the customers can be viewed as
another better opportunity for Midnight Divas. Because of that, they are capable of
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communicating their products to the customers all over the country and they can expand its
customer-based island wide. (Michael, Thomas, 2012)
Threats – here, it is possible to recognize that there are many threats within the market where
XYZ affected seriously
It can be recognized that the depreciation of rupee value compared to US $ as one main threat
for the company as it is very costly to purchase US $ products and customers will move
towards the competitor products which are less cost for them.
Further, it can be recognized that elastic demand for the company products as another main
threat for the company since it may result to lose high quantity of demand and income with
the sudden price changes.
Intensive competition can be recognized as one main threat for the company where there are
several main competitors with in the market such as Triumph, Amente, Kelly Felder etc who
sells international lingerie and related accessories. The competition in the market has become
very high because of these entire competitors target the same customer base as their target
market.
The, the Cultural issue can be identified as another main threat that XYZ faces. Sri Lanka is
having a very civilized culture and prohibited to wear bikini and other lingerie in public. So it
is very difficult to advertise the clothes of XYZ via social Medias such as face book as well
as via TV commercials. (Kotler, Keller, 2009)
Hence, it has become very difficult to create brand reputation among the customers in the
industry.
In order to survive in the Sri Lankan market and to grow further, the XYZ has to get the
advantage from available strengths while minimizing its weaknesses, further it requires
utilizing the available opportunities in order to avoid the treats over the market.
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3. Strategic communication Plan for Three years

Please Contact assignment.lk for more information & 100% NonPlagiarized Assignments
Based on the SWOT analysis; it can be clearly identified that XYZ is having a weakness
related to advertising their products to the customers. Since it is having one main outlet in the
country and because of the social and cultural problems, the company is facing to a huge
issue with advertising their products to the customers.
In order to avoid such kind of main weakness within the company, it is necessary to develop
a proper strategic communication plan for XYZ for three years (Kotler, Keller, 2009)
3.1 Objective

The desired objective of this plan is to increase the brand reputation of the Midnight Divas, to
attract more customers towards the company, and to retain existing customers within the
company in order to expand its market space and share more and more.
It is expecting to increase the market share by 25% and to increase the profitability by 15%
respectively.
3.2 Plan Development

In order to achieve the desired objective; XYZ requires engaging in marketing and brand
awareness programs more and more during the next 3 years. To develop the three years
strategic communication plan; it requires creating a team with the knowledgeable persons on
marketing and finance. Plan should be developed in order to achieve the desired objective
with a specific budget plan. (Kotler, Keller, 2009)
Further, it requires organizing the marketing campaigns in different locations of the country,
especially within the top urban cities of the country. Furthermore, the company requires
participating with shopping festivals while showing which are held within different areas. For
example, XYZ can participate and open an outlet in bridal shows, annual shopping festivals
etc that will lead to create the brand awareness and to increase the sales of the company
successfully
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Furthermore, the company requires advertising its products via TV advertisements and those
advertisements should be developed using professional molders and should be developed in
accordance with the cultural and social values of the country as well.
3.3 Plan Implementation
The plan should be implemented through developing proper strategies for all the three
communication methods such as organizing marketing campaigns, participating in shopping
festivals and creating TV advertisements.(Kotler, Keller, 2009)
A marketing budget should be developed by combining all the three communication
strategies and the activities should be carried out with in the budget and within the time
frame. The progress should be documented and it should be communicated to the top
management of the company frequently in order to avoid any deviations.
3.4 Communication Budget
Marketing/promotion

2016

2017

2018

896

985

1094

1,680

1,700

1,860

2,940

2,980

3,259

90

92

101

1,800

1,840

2,030

Marketing agency

Marketing Campaigns

Television advertising

Print advertising

Events

Branding & artwork
1,545.00 1,699

1,869

Merchandising
100

210

331

Publications
84

92

101

50

55

60

Catalogues
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Marketing/ promotion total

8,289

8,668

9,611

Research

581

839

123

Travel

321

453

598

Administration
1,390.00 1,502.

1,883

82

90

99

60

66

72

2434

2950

2775

10,723

11,618 11,886

Incidentals
More…

Other total

Total
Table 1 - Communication Budget

Communication Budget
12000
11800
11600
11400
11200
11000
10800
10600
10400
10200
10000

11886
11618

10723

2016

2017

2016

Figure 2 - Communication Budget

3.5 Compatibility with the objectives

It will help XYZ to increase its brand reputation over the market and it will lead to attract
more customers towards the company through the better implementation of the above
communication plan here.
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Hence, the high brand awareness of the company; it will help XYZ to increase its profitability
and the customer base over the market while leading to increase the group profitability as
well as the divided income of the shareholders of the company successfully.

4. Tactical Plan to connect online & media activities

The biggest challenge that XYZ faces is having a one outlet in Sri Lanka and lower rate of
customer visits to stores. In order to increase the customer visits to the shops using its online
sales and media advertisements can be used. The company is advertising about its products
via its official web site and through the social media such as face book, Twitter etc. further
they are using newspapers, cutouts etc as the other methods. In order to increase the online
sales and customer visits to the shop of Midnight Divas; it is possible to combine its online
and media activities successfully (Kotler, Keller, 2009)
XYZ can create an offer where a link will be shared online, who shared that link via social
Media, and other communication networks will get discounts at the shop. When it goes detail
analysis to the plan, it is simply combine both online and media activities and paves the way
to increase the customer visits to their shop.
First XYZ should create an online link stating that the first 500 customers share this link via
face book, twitter; viber, whats app etc will be able to get amazing discounts at XYZ outlets.
This offer and details about the link sharing should be advertised via media like
TV,newspapers,their official web site etc.This will help to combine its both online and media
activities.(Kotler, Keller, 2009)
The link should be developed with easy to share and easy to login. Further, it should facilitate
to a specific login access where one customer can log only one time using their email address
and the logging password will be send to that email address. With that user name of email
and the received password customers can log in to the system and one person should share it
with at least 2 friends. The details of the customers and the details on sharing will be captured
by the system automatically and it should be stored. When the customers comes to the shop
in order to take the discount, using their email address XYZ can search the customer sharing
details and if he has done in accordance with the conditions put by the XYZ he will be
qualified to take the Discount at the shop.
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This offer should be for a limited period and the offer valid period should be advertised via
social and other printed and electronic media.
4.1 Plan Implementation and development

This link development should be done with more care and it should facilitate quick login and
quick sharing facilities. Because customers are very busy and they will not like to devote
much time by login to the system and sharing it. Therefore, the link should be developed with
extra care and it should facilitate adding other people’s name in order to share. The system
should be developed with the facility of getting the details of the customers and storing it
safely. Because of that, the system should be a protective and secured one.
In order to develop this online link XYZ should assign a separate project team with the
knowledge on Information technology and it should be managed by a sound knowledgably
and experienced person on IT. Finance knowledgably person and the marketing person
should be included as project team members in order to facilitate finance require and to
facilitate marketing activities and to avoid any conflicting interest.
The project should be developed within a specific time frame and the project objectives
should be set at the initial stage and the progress of the new plan development should be
monitored and documented. Project meetings should be help frequently in order to identify
any barriers and to take remedial actions. The deviations should be identified quickly and the
progress should be communicated to top management.
The plan can be implemented using a grant chart and the progress should be measured using
this. The controls should be developed within the system to avoid second attempt of logging
with the same email ID.
The system should be able to track the same email ID logging and it should be developed
with the privacy and avoiding any unusual logins and hacking.

5. More expansion via principal cities

XYZ should go through an expansion of its business activities by expanding its advertising
methods. Currently it is having a narrow market, it is only having a one location, and it is
advertising it via its web site and using the social media like face book. This is very limited to
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go through an expansion. In order to take the more publicity among the customers XYZ
should go for the other advertising tactics as well. They can create TV commercials in order
to advertise their products and also they can expand its locations further in the Colombo and
sub urbes. Since XYZ is focusing the high-income earning customers, they can expand their
shops to the main cities like Galle, Kurunegala, Mathara, Kandy etc. And also other main
cities around the Colombo like Borella, Nugegoda etc. This will lead to attract more
customers and to increase the market share as well. There are lots of customers who hesitate
to order online because they are not sure about the size of the lingerie and since they are nonexchangeable they needs to come and visit the location in order to buy the products. Since
XYZ is having only one location with in Sri Lanka far away people from Colombo 7 and
outside the Colombo area are not been able to buy the products of Midnight Divas.
Other option that XYZ can use is opening up separate show rooms inside the famous fashion
retails like House of Fashion, Kelly Felder, and Cotton Collection etc. The show rooms
should be opens up with in the famous and branded shops other vise it will lead to reduce the
quality and the brand name of the Midnight Divas.
This is the right time for the mid night Divas to expand its locations and advertising tactics
because now it is facing to a high competition from the competitors like Triumph, amente etc.
In order to survive in the market and to recap the reducing brand image they needs to expand
its shops within and outside Colombo and it should expand its advertising methods more.

6. Image creation and Direction Shift

Mid night Divas is having a bad image in the minds of the customers. This occurred because
of the cultural impact. XYZ is selling nightwear and other lingerie to the customers and
advertising it by presenting in the show rooms and using models in the web considered as a
culturally unacceptable thing. Because of this reason among the people, there is a bad image
on the Midnight Divas.
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In order to avoid this bad perception among the people and to bring the products to the
customers XYZ needs to create an image correction and should build a good image in the
minds of customers.
If people think that XYZ is destroying the cultural values by advertising lingerie’s publicly,
they will resist buying product items of Midnight Divas. Because of this cultural mismatch
and incompatibility, it will reduce the income of the Midnight Divas.
In order to survive in the market and to remove the bad image over its products it needs to
carry out image correction and image development programs. The main activity that they can
do is change of advertising way. That is when advertising the nightwear and other accessories
XYZ should advertise sexually unattractive items. Because if the lingerie are sexually
attractive people may think that XYZ is trying to get the attraction of by using the sexual
feelings of the people. In Sri Lanka the culture is more civilized and they consider sex as a
secrete thing and people believe that advertising of sexy products and related items public is
mismatch with the culture. Because of this when advertising the products using models XYZ
should be careful to not to advertise sexy products. In the show rooms also they should be
careful to not to display sexually attractive clothing. Instead of that, they should display more
covered night wares in the dummies.
When advertising; the company should be more careful to select the non-sexual attractive
colors. Currently they are using red and black color lingerie in order to advertise it them by
displaying in dummies or using modlers. These colors are more sexually attractive. Use of
these colors may help to create sexual feelings in the minds of the people and it will helps to
create a bad image towards the Midnight Divas.
When it comes to select the modlers, it should be careful because use of sexy modlers will
lead to create a bad image on the Midnight Divas. The advertisements should be done using
sexually unattractive modlers.
For correcting the corporate bad image, the company can conduct some educational programs
though which they can give an idea to the people about how it is good for the health to use
high quality lingerie and advantages of use of high quality lingerie.
XYZ should avoid advertising of sexual accessories publicly because advertising of sexual
accessories publicly is prohibited and it will lead to create a bad image that XYZ is trying to
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help prostitution and illegal sex and thereby helping to reduce the overall market share of the
company and further people will resist against the company immensely.

7. Conclusion

According to the whole SWOT analysis, it can be clearly identified that there is a high
probability and opportunities available for the growth and the expansion of the XYZ within
Sri Lanka. It can be enhanced the overall visits of the customers to the outlet through
successful implementation of three years strategic communication plan which has developed
in above. Further it can be developed a proper tactical plan along with special discount offer
for the customers at the company with the purpose of expanding the whole market share and
the customer base successfully
XYZ will be able to remove the bad image over the people and it will be able to work in
accordance with the Sri Lankan culture while expanding its business further with in the
country through the development of image creation programs and changing their advertising
ways successfully.
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