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2.1: Introduction

Although marketing is a business function, it is primarily an exercise in applied human psychology. The role of marketing is to
address customer needs and provide value. In either case, success requires a nuanced understanding of how people think, process
and choose within their environment.

To achieve this, one must strike a balance between awareness of global shifts and impacts on people’s behaviour and the fiercely
intimate motivations that determine where individuals spend their time and money. This chapter outlines an approach for
understanding customer behaviour and introduces some conceptual tools used to frame and focus how you apply that understanding
to your marketing efforts.
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