
 
 

†fv³v I e¨emvq evRvi I †µZvi AvPiY  

Consumer and Business Market and 
Buyer Behavior  

 

 

 
 
  

 

 

 

†fv³v evRvi I e¨emvq evRv‡ii g‡a¨ wfbœZv i‡q‡Q| wecYb Kg©m~wP mdjfv‡e m¤úv`b Kivi Rb¨ †fv³vi I 

e¨emvq †µZvi µq AvPiY we‡kølY K‡i Rvbvi †Póv Kiv nq †Kvb cY¨ µq K‡i, †Kb µq K‡i, Kxfv‡e µq K‡i, 

KLb µq K‡i BZ¨vw`| †fv³v I e¨emvq †µZvi AvPi‡Yi mv‡_ m¤ú„³ wewfbœ welq m¤ú‡K© AeMZ _vK‡j 

wecYbKvwi cÖwZôv‡bi wecYb †KŠkj mwVK I h_vh_fv‡e cÖ‡qvM Ki‡Z cv‡i| GB BDwb‡Ui cÖ_g cv‡V †fv³v 

AvPiY Kx; †fv³v AvPi‡Yi g‡Wj; Ges †fv³v AvPi‡Yi cÖfveKmg~‡ni weeiY †`Iqv n‡q‡Q| wØZxq cv‡V, †fv³v 

evRv‡ii µq wm×všÍ AvPi‡Yi 4wU aiY e¨vL¨v Kiv n‡q‡Q; †fv³vi µq wm×všÍ MÖnY cÖwµqv m¤ú‡K© weeiY w`‡Z 

cvi‡eb; bZzb c‡Y¨i †¶‡Î †µZvi wm×všÍ MÖnY cÖwµqv; Ges bZzb cY¨ MÖn‡Yi e¨vcv‡i e¨w³MZ cv_©K¨ Kxfv‡e 

cÖfve we Í̄vi K‡i Zv Av‡jvPbv Kiv n‡q‡Q| ej‡Z cvi‡eb| Z„Zxq cv‡V, †fv³v I e¨emvq †µZvi g‡a¨ cv_©K¨; 

Ges e¨emvq †µZvi AvPi‡Yi g‡Wj eY©bv Kiv n‡q‡Q| me©‡k‡l PZz_© cv‡V, µq cwiw ’̄wZi cÖKvi‡f`; e¨emvq µq 

cÖwµqvq AskMÖnYKvix; Ges e¨emvq †µZvi wm×všÍ MÖnY cÖwµqv m¤ú‡K© Av‡jvPbv Kiv n‡q‡Q| 

  

 

 

 

BDwbU mgvwßi mgq   BDwbU mgvwßi m‡e©v”P mgq `yB mßvn 

 

G BDwb‡Ui cvVmg~n 

 

cvV - 1: †fv³v AvPiY 

cvV - 2: †fv³vi µq wm×všÍ MÖnY 

cvV - 3: e¨emvq †µZvi AvPiY 

cvV - 4: e¨emvq †µZvi µq wm×všÍ cÖwµqv 
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†fv³v AvPiY 

Consumer Behavior 

 

D‡Ïk¨ 

 

G cvV †k‡l Avcwb-  

 †fv³v AvPiY Kx Rvb‡Z cv‡eb;  

 †fv³v AvPi‡Yi g‡Wj e¨vL¨v Ki‡Z cvi‡eb Ges  

 †fv³v AvPi‡Yi cÖfveKmg~n m¤ú‡K© weeiY w`‡Z cvi‡eb|  

 

wecY‡b †fv³v Ges †µZv ¸iæZ¡c~Y© welq KviY Zv‡`i mš‘ó Kivi Rb¨ wecYbKvix wewfbœ Kvh©µg MÖnY K‡i| 

BDwbU 1 G †µZv I †fv³vi msÁv BwZg‡a¨ Av‡jvPbv Kiv n‡q‡Q| cÖwZw`bB †µZv‡K wewfbœ µq wm×všÍ wb‡Z nq 

Avi †h‡Kv‡bv e¨emvq cÖwZôv‡bi e¨emvwqK Kvh©µ‡gi †K‡›`ª i‡q‡Q GB †µZvi µq wm×všÍ| A‡bK eo e¨emvq 

cÖwZôvbB †µZv Kx ai‡Yi cY¨ µq K‡i, KLb µq K‡i, †Kv_v †_‡K µq K‡i, KZ `v‡g µq K‡i, KZ cwigv‡Y 

µq K‡i, †K‡bv µq K‡i BZ¨vw` Z_¨ msMÖn Kivi Rb¨ M‡elYv K‡i|   

 

†fv³v AvPiY 

Consumer Behavior 

†fv³v evRvi n‡jv e¨w³MZ †fv‡Mi Rb¨ cY¨ I †mevmg~n µq ev msMÖn K‡i Ggb mKj e¨w³ I cwiev‡ii mgwó| 

cÖ‡Z¨K †fv³vB cY¨ ev †mev µq, AR©b, †fvM, e¨q, nvi ev eR©‡bi mgq wbR¯̂ cÖK„wZmyjf wewfbœ ai‡bi g‡bvfve 

ev cÖwZwµqv cÖKvk K‡i| cY¨mvgMÖx ev †mevKg© µ‡qi mgq GKRb †µZv †h mKj Kvh©vewj m¤úv`b K‡i _v‡K †m 

mKj Kv‡Ri mv‡_ m¤úwK©Z mKj AvPiY‡K  †fv³vi AvPiY e‡j| 

cÖ‡Z¨K †fv³v ev †µZvB wfbœ wfbœ| GKB cY¨ µq Kivi mgq GKRb †µZv wfbœ wfbœ mg‡q wfbœ wfbœ AvPiY Ki‡Z 

cv‡i| GKvi‡Y †fv³v AvPiY wecYbKvixi Rb¨ KwVb, GKBmv‡_ ¸iæZ¡c~Y© welq|  myZivs †fv³v AvPiY m¤ú‡K© 

ejv hvq †h, cY¨ ª̀e¨ I †mev mvgMÖx wbev©Pb, µ‡qi cwiKíbv MÖnY, ev Í̄e µq Ges †fvM ev e¨env‡ii mgq †fv³v †h 

AvPiY K‡i _v‡K Zv‡KB †fv³v AvPiY ejv nq| ‡hgb: GKRb e¨w³i Kv‡Q †gvevBj ‡dvb µq Kivi mgq ‡dv‡bi 

g~j¨‡K †ewk ¸iæZ¡c~Y© Avevi, Ab¨ †Kv‡bv e¨w³i Kv‡Q †gvevB‡ji †dv‡bi g‡Wj I wWRvBb †ewk ¸iæZ¡c~Y©| Zv‡`i 

cÖ‡qvR‡bi cv_©‡K¨i Kvi‡Y GKB c‡Y¨i cÖwZ `yBRb e¨w³i AvPi‡Yi cv_©K¨ jÿ¨ Kiv hvq| ZvB wecYbKvix‡K 

†µZvi I †fv³vi µq AvPiY m¤ú‡K© Rvbv ¸iæZ¡c~Y©|  

 

 

cvV-4.1 

Philip Kotler & Gary Armstrong †fv³v AvPiY‡K msÁvwqZ K‡i‡Qb Gfv‡e, “Consumer buying 

behavior refers to the buying behavior of final consumers-individual and households who buy 

goods and services for personal consumption.” A_©vr †fv³vi µq AvPiY n‡jv P~ovšÍ †fv³v-wb‡R 

Ges cwiev‡ii m`m¨‡`i µq AvPiY hviv e¨w³MZ †fv‡Mi Rb¨ cY¨ I †mevmg~n µq K‡i| 

Skinner †fv³v AvPi‡Yi †h msÁv cÖ`vb K‡i‡Qb Zv n‡jv, “Consumer behavior is the activity and 

decision process of people who purchase goods and services for personal consumption.” A_©vr 

†fv³vi AvPiY n‡jv †mme e¨w³i Kvh©µg I wm×všÍ MÖnY cÖwµqv hviv e¨w³MZ †fv‡Mi Rb¨ cY¨ I 

†mevmg~n µq K‡i|  
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†fv³v AvPi‡Yi g‡Wj 

Model of Consumer Behavior 

†fv³vi AvPiY cÖwµqv‡Z †h welqmg~n wbqwgZ N‡U Zvi msw¶ß Dc ’̄vcb‡K †fv³v AvPi‡Yi g‡Wj e‡j| µq 

cÖwµqv‡Z †fv³viv wewfbœ ai‡bi wm×všÍMÖnY K‡i _v‡K| †Kvb cY¨wU µq Ki‡e, KLb µq Ki‡e, KZ¸‡jv µq 

Ki‡e, †Kvb mgq µq Ki‡e, †Kv_v n‡Z µq Ki‡e; †fv³v‡`i G †gŠwjK welq¸‡jv m¤̂‡Ü wecYbKvix memgqB 

Rvbvi †Póv K‡i Ges Zvi Ici wfwË K‡i wecYb Kvh©µg wbav©iY K‡i| KviY  G Z_¨¸‡jv Rvbv n‡j wecYbKvix 

eyS‡Z cv‡i c‡Y¨i ˆewkó¨, g~j¨, weÁvc‡Yi Av‡e`b BZ¨vw`i cÖwZ †fv³viv Kxfv‡e mvov w`‡Z cv‡i| d‡j Ab¨vb¨ 

cÖwZ‡hvMx‡`i Zzjbvq wecYbKvix myweavRbK Ae ’̄v‡b _vK‡Z cv‡i| G Rb¨ wecYbKvix †fv³v AvPiY g‡W‡ji cÖwZ 

¸iæZ¡ cÖ`vb K‡i| wPÎ bs 4.1 G †fv³v AvPi‡Yi GKwU g‡Wj Dc ’̄vcb Kiv n‡jv-  

 

wPÎwU we‡kølY Ki‡j †`Lv hvq †h wecYb DÏxcK Kxfv‡e †µZvi RM‡Z ev eø¨vK e‡· cÖ‡ek K‡i Ges Gi d‡j 

†µZvi gv‡S Kxfv‡e wbw`©ó mvov m„wó n‡”Q| G g‡W‡ji Dcv`vbmg~n wb‡¤œ Av‡jvPbv Kiv n‡jv- 

1. wecYb I Ab¨vb¨ DÏxcK (Marketing and Other Stimuli): wecYb DÏxcK ej‡Z wecYb wgkª‡Yi 

PviwU g~j Dcv`vb †hgb- cY¨, g~j¨, eÈb I cÖmvi‡K †evSv‡bv n‡q‡Q hv wecYbKvixi wbqš¿‡Y _v‡K| 

wecYbKvix wewfbœ †KŠkj Aej¤̂b K‡i; †hgb-c‡Y¨i ¸bMZ gvb, g~j¨ cwieZ©b A_ev AvµgYvZ¥K cÖmvi 

†KŠk‡ji gva¨‡g †fv³v‡K cÖfvweZ Ki‡Z cv‡i| Ab¨vb¨ DÏxcKmg~n wecYbKvix wbqš¿Y Ki‡Z cv‡i bv 

wKš‘ G DÏxcKmg~n †h †Kv‡bv mgq †µZv‡K cÖfvweZ Ki‡Z cv‡i| G¸‡jv n‡”Q A_©‰bwZK, cÖhyw³MZ, 

ivR‰bwZK I mvs¯‹…wZK cwi‡ek| 

2. †µZvi eø̈ vKe· (Buyer’s Black box): wecYb DÏxcKmg~n wewfbœfv‡e †µZvi gb Í̄Ë¡ I wb‡Ri ˆewkó¨ 

(Buyer’s Psychology and Characteristics) Øviv cÖfvweZ n‡Z cv‡i| †µZv Zvi wbR¯̂ we‡ePbvq GB 

DÏxcK¸‡jv‡K g~j¨vqb K‡i| GKRb †µZv †_‡K Ab¨ †µZvi g~j¨vqb wfbœ n‡Z cv‡i †KejgvÎ Zv‡`i 

e¨w³MZ ˆewk‡ó¨i cv_©‡K¨i Kvi‡Y| GKRb †µZv †Kvb c‡Y¨i weÁvcb‡K m„wókxj g‡b Ki‡Z cv‡ib, 

Ab¨w`‡K Avi GKRb †µZv GKB weÁvcb‡K weiw³Ki g‡b Ki‡Z cv‡ib| †µZvi gvbwmKZv Zvi †cÖlYv, 

cÖZ¨ÿY, wkÿY I Av‡eM Øviv cÖfvweZ nq| †µZv †h ms¯‹„wZ, Dc-ms¯‹…wZ I mvgvwRK †kÖwY‡Z Ae ’̄vb K‡i 

Zvi Ici wbf©i K‡i †µZvi ˆewkó¨ ‰Zwi nq| Gme wKQzB †µZvi wm×všÍ MÖnY cÖwµqv I mvovq cÖfve 

we Í̄vi K‡i| 

3. †µZvi cÖwZwµqv (Buyer’s Responses): wecYb I Ab¨vb¨ DÏxcK Ges †µZvi gb Í̄Ë¡ I ˆewk‡ó¨i 

wfwË‡Z g~j¨vq‡bi gva¨‡g †µZv wewfbœ ai‡bi cÖwZwµqv e¨³ K‡i| G cÖwZwµqvmg~n BwZevPK A_ev 

†bwZevPK n‡Z cv‡i| †µZvi mvov wewfbœ iKg n‡Z cv‡i †hgb: cY¨ cQ›`, eª¨vÛ cQ›`, wWjvi cQ›`, 

µ‡qi mgq, µ‡qi cwigvY BZ¨vw`| mvaviYZ †µZv bZzb cY¨ µ‡qi mgq cvuPwU chv©‡q wm×všÍ MÖnY K‡i 

†µZvi eø¨vK e· 

 

 ‡µZvi ˆewkó¨ 

 ‡µZvi wm×všÍ cÖwµqv 

 

cwi‡ek 

 

wecYb DÏxcK      Ab¨vb¨ 

cY¨  A_©‰bwZK 

g~j¨  cÖhyw³MZ 

’̄vb  ivR‰bwZK 

cÖmvi  mvs¯‹…wZK 

 

†µZvi mvov 

 

 µq g‡bvfve Ges AMÖvwaKvi; 

 µq AvPiY: †µZv Kx, KLb, 

†Kv_v †_‡K Ges KZ `v‡g 

µq Ki‡Q;  

 eª¨v‡Ûi mv‡_ wbhy³ Kiv I 

m¤úK© ‰Zwi Kiv| 

 

wPÎ 4.1: †fv³v AvPiY g‡Wj 
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_v‡K| †µZv mywbw`©ó cÖ‡qvRb c~i‡Yi Rb¨ cY¨ µq K‡i _v‡K| ZvB †µZv cÖ_gZ cY¨ µ‡qi 

cÖ‡qvRbxqZv mbv³ K‡i| Gici cÖ‡qvRb c~i‡Yi Rb¨ †Kvb †Kvb cY¨ evRv‡i i‡q‡Q †mB m¤ú‡K© 

Z_¨vbymÜvb K‡i| wewfbœ Drm †_‡K Z_¨ msMÖn K‡i †µZv †hme cY¨ ev eª¨v‡Ûi bvg Rvb‡Z cv‡i Zv‡`i 

g‡a¨ g~j¨vqb K‡i †evSvi †Póv K‡i †Kvb weKí cY¨wU Zvi Rb¨ h‡_vchy³ n‡e| g~j¨vq‡bi ci †µZv 

wbw`©ó cY¨ †Kv‡bv ’̄vb †_‡K, KZ g~‡j¨ cY¨ µq Ki‡e  Zvi wm×všÍ MÖnY K‡i| me©‡k‡l, cY¨ µq Kivi 

ci †µZv Zvi cÖZ¨vkv Abyhvwq cY¨ †_‡K KZUv myweav ev Dc‡hvwMZv †c‡q‡Q Zvi g‡a¨ Zzjbv K‡i| G 

Zzjbvi djvd‡ji Ici wbf©i K‡i †µZvi mš‘wó ev Amš‘wó wbav©wiZ nq Ges cÖwZôv‡bi cÖwZ abvZ¥K ev 

FYvZ¥K g‡bvfve I AvPiY ˆZwi nq|  

 

†fv³v AvPi‡Yi cÖfveKmg~n 

Influencing Factors on Consumer Behavior 

wewfbœ cÖfveK- mvs¯‹…wZK, mvgvwRK, e¨w³MZ Ges gb Í̄vwË¡K ˆewkó¨ Øviv †fv³vi µq †Rviv‡jvfv‡e cÖfvweZ nq| 

G Dcv`b¸‡jv wPÎ 4.2 G †`Lv‡bv n‡jv- 

 

‡h‡Kv‡bv cY¨ µ‡qi †¶‡Î D‡jøwLZ welqmg~n cÖfve we Í̄vi K‡i| wewfbœ †µZv µ‡qi †¶‡Î wfbœ wfbœ AvPiY K‡i 

_v‡K| G Dcv`vbmg~n †ewki fvMB wecYbKvixi wbqš¿‡Yi evB‡i _vK‡jI G welq¸wj we‡ePbvi g‡a¨ G‡b wm×všÍ 

MÖnY Ki‡Z nq| 

 

1. mvs¯‹…wZK Dcv`vb (Cultural Factors): †fv³v AvPi‡Yi Ici mvs¯‹…wZK Dcv`vb e¨vcK Ges Mfxifv‡e cÖfve 

we Í̄vi K‡i| 

K)  ms¯‹…wZ (Culture): mgv‡Ri ixwZwm× AvPiY‡K ms¯‹…wZ e‡j| ms¯‹…wZ Øviv gvby‡li Afve Ges AvPiY 

me‡P‡q †ewk cÖfvweZ nq| GKwU wkï eo nIqvi mv‡_ mv‡_ cwievi, agx©q cÖwZôvb, ¯‹zj K‡jR BZ¨vw` 

cÖwZôvb †_‡K †gŠwjK g~j¨‡eva, AvPiY, cÖZ¨¶Y BZ¨vw` wk¶vi gva¨‡g ms¯‹…wZ m¤ú‡K© Ávb jvf K‡i| 

GK GK ms¯‹„wZi wfbœ wfbœ ˆewkó¨ ‡`Lv hvq| ‡hgb: evsjv‡`‡ki ms¯‹…wZ Abyhvwq evsjv‡`wkiv gvQ-fvZ 

†L‡Z c”Q›` K‡i, kvwo-jyw½ cwiavb K‡i, evsjv fvlvq K_v e‡j| wecYbKvix mvs¯‹…wZK cwieZ©b¸‡jv 

wPwýZ K‡i bZzb c‡Y¨i Pvwn`v c~e©vbygvb Kivi †Póv Ki‡Q| ZvB ejv hvq, †µZviv Kxfv‡e µq Ki‡e, 

Kxfv‡e g~j¨ cY¨ µq Ki‡e, †Kvb cY¨ µq Ki‡e, †Kvb ai‡bi eÈb c×wZ MÖnY Ki‡e,  BZ¨vw` mswkøó 

welqmg~n †`‡ki ms¯‹…wZ Øviv wba©vwiZ nq| 

L) Dc-ms¯‹…wZ (Subculture): †h‡Kv‡bv ms¯‹…wZ‡Z wewfbœ ai‡bi Dcms¯‹…wZ i‡q‡Q| ag©, †ckv, m¤cÖ`vq, 

RvZxqZv‡eva, eqm, AÂj BZ¨vw`i Ici wfwË K‡i ms¯‹…wZ‡K wewfbœ Dc-ms¯‹…wZ‡Z wef³ Kiv hvq| 

wPÎ 4.2: †fv³vi AvPi‡Yi Dci cÖfve we Í̄viKvix Dcv`vbmg~n 

 

mvs ‹̄…wZK 

 

ms¯‹…wZ 

Dc-ms¯‹…wZ 

mvgvwRK †kÖwY 

mvgvwRK 

 

‡idv‡iÝ MÖæc 

cwievi 

f~wgKv I gh©v`v 

‡µZv 

gb Í̄vwË¡K 

 

‡cÖlYv 

cÖZ¨¶Y 

wk¶Y 

Av‡eM 

¯§„wZ 

e¨w³MZ 

 

eqm I Rxeb Pµ 

‡ckv 

A_©‰bwZK Ae ’̄v 

Rxeb hvcb cÖYvjx 

e¨w³Z¡ I ¯̂-aviYv 



weweG †cÖvMÖvg 

BDwbU Pvi  c„ôv-47 

evsjv‡`kx ms¯‹…wZ‡K wewfbœ cÖKvi Dc-ms¯‹…wZ‡Z wef³ Kiv hvq| a‡g©i wfwË‡Z Pvi ai‡bi Dc-ms¯‹…wZ 

†`L‡Z cvIqv hvq †hgb- gymwjg, wn›`y, wLªóvb, †eŠ×| wewfbœ AvPvi Abyôv‡b GK ag© †_‡K Ab¨ a‡g©i 

cv_©K¨ cwijw¶Z nq| gymwjgiv agx©q Abyôvb C` Avi, wn› ỳiv c~Rv D`hvcb K‡i| a‡g©i cv_©‡K¨i 

Kvi‡Y †µZv‡`i µq AvPi‡Yi g‡a¨ cv_©K¨ †`Lv hvq| myZivs Dc-ms¯‹…wZI GKRb †fv³vi µq 

AvPiY‡K cÖfvweZ K‡i| 

M)  mvgvwRK †kÖwY (Social Class): mgv‡R wewfbœ mvgvwRK †kÖwYi gvby‡li Aw Í̄Z¡ cwijw¶Z nq| cÖ‡Z¨K 

†kÖwYi gvby‡li wbR¯̂ wKQy ˆewkó¨ Ges ¸bvejx i‡q‡Q| G mKj welq Zvi µq AvPi‡bi Ici cÖfve 

we Í̄vi K‡i _v‡K| mvaviYZ Avq, †ckv, wk¶v, m¤ú`, g~j¨‡eva BZ¨vw`i mswgkª‡Y mvgvwRK †kÖwY 

wba©vwiZ nq| mvaviYZ mgvR KvVv‡gv‡K  D”PweË †kªbx, ga¨weË †kÖwY, I wb¤œweË †kÖwY‡Z fvM Kiv hvq| 

G mKj †kÖwYi g‡a¨ Avq, iæwP, †fvM, †cvkvK, AvmevecÎ BZ¨vw`i †¶‡Î wfbœZv j¶¨ Kiv hvq| D”P 

weË †kÖwYi gvbyl emev‡mi Rb¨ wejvmeûj evwo ev d¬¨vU µq K‡i Ab¨w`‡K wb¤œwe‡Ëi gvbyl _vKvi Rb¨ 

mvaviY evmv fvov ev µq K‡i _v‡K|   

2. mvgvwRK Dcv`vb (Social Factors): mvgvwRK Dcv`vb ØvivI †fv³vi µq AvPiY cÖevweZ nq| mvgvwRK 

Dcv`v‡bi cÖavb welq¸‡jv n‡jv `j, cwievi, mvgvwRK f~wgKv Ges gh©v`v| mvgvwRK G mKj Dcv`vb Øviv 

†h‡nZz †fv³vi µq AvPiY e¨vcKfv‡e cÖfvweZ nq ZvB GKRb wecYbvKvix‡K Zvi c‡Y¨i wecYb †KŠkj 

wba©vi‡Yi mgq G mKj Dcv`vb we‡ePbvq ivL‡Z nq| 

K)  ̀ j (Groups): GKRb e¨w³i AvPiY A‡bK¸‡jv ¶z`ª, ¶z`ª `j Øviv cÖfvweZ nq| †Kv‡bv e¨w³i 

wb‡`©kK `j (Reference Groups) n‡jv Ggb KZ¸‡jv  `‡ji mgwó hviv  cÖZ¨¶ ev c‡iv¶fv‡e e¨w³i 

AvPvi AvPiY I g~j¨‡eva‡K cÖfvweZ K‡i| e¨w³i Ici `yB ai‡bi `j cÖZ¨ÿfv‡e cÖfve we Í̄vi Ki‡Z 

†`Lv hvq| Zviv n‡jv cÖ_gZ, cÖv_wgK `j (Primary Groups) - hviv wbqwgZ Ges AbvbyôvwbK fv‡e 

†gjv‡gkv K‡i| †hgb: cwievi, cÖwZ‡ekx, mnKgx© BZ¨vw`| Ab¨wU n‡jv gva¨wgK `j (Secondary 

Groups) hv‡`i mv‡_ wbqwgZ fv‡e †hvMv‡hvM nq bv ev AbyôvwbK †hvMv‡hvM n‡q _v‡K| †hgb: agx©q `j, 

†UªW BDwbqb BZ¨vw`| wb‡`©kK `‡j c‡ivÿfv‡e cÖfve we Í̄vi K‡i _v‡K Kvw•LZ `j (Aspirational 

Groups), wew”QbœZv `j (Dissociative Groups) I gZvg‡Z †bZ…Z¡`vbKvix `j (Opinion Leader 

Groups)| Kvw•LZ `‡ji m`m¨iv n‡jv cÖwZwbwaZ¡kxj e¨w³ ev †Mvwô hv‡`i Øviv Ab¨ †Kv‡bv e¨w³i 

g‡bvfve, g~j¨‡eva Ges AvPiY cÖfvweZ nq| †hgb: evsjv‡`‡ki GKRb wK‡kvi mvwKe Avj nvmv‡bi 

g‡Zv wµ‡KU †Lj‡Z Pvq| mvwK‡ei mv‡_ Zvi †Kv‡bv e¨w³MZ †hvMv‡hvM bv _vK‡jI †m mvwKe‡K 

AbyKiY I AbymiY K‡i | G‡ÿ‡Î  Kvw•LZ `‡ji GKRb wn‡m‡e  mvwKe Avj nvmvb wK‡kviwUi Dci 

cÖfve we Í̄vi Ki‡Q| Ab¨w`‡K, e¨w³ hLb †Kv‡bv `‡ji g‡bvfve ev g~j¨‡eva‡K Ac”Q‡›`i Kvi‡Y 

cwiZ¨vM K‡i ZLb †mB `j‡K wew”QbœZv `j e‡j| Avevi,  †Kv‡bv we‡kl e¨w³ ev `‡ji cvi`wk©Zv I 

mgv‡R mwµq Ae ’̄v‡bi Kvi‡Y †fv³v †Kv‡bv cY¨ µq Kivi Rb¨ ev µq Kiv †_‡K weiZ _vKvi Rb¨ 

civgk© ev cÖfve we Í̄vi K‡i ZLb †mB e¨w³ ev `j‡K gZvg‡Z †bZ…Z¡`vbKvix `j  ejv nq| †hgb: 

GKRb †Ww›U÷ ev `šÍ wPwKrm‡Ki civg‡k© †fv³v hLb †Kv‡bv wbw`©ó eª¨v‡Ûi Uz_‡c÷ e¨envi K‡i| 

myZivs wb‡`©kK `j GKRb †fv³vi Ici †Kvb ai‡bi AvPiY †m Ki‡e, †fv‡Mi cÖK…wZ wK n‡e, †Kvb 

ai‡bi cY¨ µq Ki‡e BZ¨vw` wel‡q cÖfve we Í̄vi K‡i | 

L) mvgvwRK ‡bUIqvK© (Social Network): A‡bK mgqB wecYbKvixi weÁvcb ev weµq cÖwZwbwai 

cÖwZkÖæwZi Zyjbvq Kv‡Qi wek̂ Í̄ gvby‡li K_v‡K †µZv A‡bK ‡ewk wek̂vm‡hvM¨ g‡b K‡i| cwievi, eÜz-

evÜe ev Ab¨‡Kv‡bv †µZvi e¨w³MZ K_v ev Aby‡iv‡ai Rb¨ †µZvi Dci kw³kvjx f~wgKv ivL‡Z cv‡i, 

G‡KB evsjvq Ôgy‡Li K_vÕ ev Word of Mouth (WoM)- Gi cÖfve ejv nq| Avevi, ¸Äb wecYb (Buzz 

Marketing) Gi gva¨‡g cÖwZôv‡bi Rb¨ eª¨vÛ gyLcvÎ (Brand Ambassador) m„wó Kiv nq ev Zv‡`i 

ZvwjKv ‰Zwi Kiv nq, hviv e¨emvq cÖwZôvb ev Zvi cY¨ m¤ú‡K© K_v Qwo‡q ‡`q| cÖhyw³i DrKl©Zvi 

Kvi‡Y GLb AbjvB‡b wewfbœ `j ev KwgDwbwUi gv‡S wewfbœ Z_¨ ev gZvgZ Lye mn‡R I `ªæZ Av`vb-
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cÖ`vb n‡”Q| ‡hgb: †dmeyK (Facebook), BÝvUvMÖvg (Instagram), UzBUvi (Twitter), wjsKWBb 

(Linkedin) BZ¨vw`| eZ©gvb mg‡qi wecYbKvix ZvB GB AbjvBb mvgvwRK gva¨g¸‡jvi Dci ¸iæZ¡ 

w`‡”Q|  

M) cwievi (Family): mvaviYZ cwiev‡ii evev, gv, fvB, †evb, ¯̂vgx, ¿̄x, mšÍvb m`m¨iv G‡K Ac‡ii µq 

AvPi‡Y cÖfve we Í̄vi K‡i _v‡K| d‡j wecYbKvix‡K cwiev‡ii wewfbœ †cÖ¶vcU we‡ePbv K‡i wecYb 

†KŠkj MÖnY Ki‡Z nq| †hgb: †Kv‡bv cwiev‡i mvaviYZ ¿̄x ev gv †mB cwiev‡ii Rb¨ Lv`¨ I †cvkvK 

µ‡qi wel‡q g~L¨ cÖwZwbwa wn‡m‡e KvR K‡i| Avevi, wkï ev wK‡kvi eqmxivI cY¨ µ‡q cwiev‡i 

¸iæZ¡c~Y© f~wgKv cvjb K‡i| 

N)  f~wgKv Ges gh©v`v (Role and Status): f~wgKv n‡jv Pvicv‡ki RbM‡Yi cÖZ¨vkv Abyhvqx e¨w³i Kvh© 

m¤úv`b Kiv‡K eySvq| GKRb e¨w³ GKB mv‡_ cwievi, cÖwZôvb, eÜzgnj, msMVb, Awdm BZ¨vw` 

eû`‡ji m`m¨ n‡Z cv‡ib| Z‡e wewfbœ †¶‡Î Zvi f~wgKvi wfbœZv †`Lv hvq| †hgb: GKB e¨w³ cwiev‡i 

evev, Kg© ’̄‡j D”Pc` ’̄ Kg©KZv©, KL‡bv K¬v‡ei mfvcwZ wn‡m‡e f~wgKv cvjb Ki‡Z cv‡i| mgv‡Ri cÖwZ 

mvaviYZ kª×v‡eva †cvlY Kiv‡K gh©v`v e‡j| GKRb e¨w³ Zvi mvgvwRK gh©v`v Abyhvqx cY¨ µ‡qi 

wm×všÍ MÖnY K‡i _v‡K| †hgb: mvgvwRK gh©v`v wfbœZvi Rb¨ D”Pc` ’̄ Kg©KZ©vi I wb¤œ Kg©Pvixi g‡a¨ 

Zv‡`i µq AvPi‡Y wfbœZv †`Lv hvq| Avevi GKB e¨w³i wewfbœ `‡j f~wgKv Ges gh©v`v Avjv`v nevi 

Kvi‡Y f~wgKv I ghv©`vi mv‡_ †hb cÖwZdjb N‡U Ggbfv‡e wfbœ wfbœ cY¨ ev †mev µq K‡i| †hgb: 

‡Kv‡bv Kg©Rxwe gv GKBmv‡_ cwiev‡i ¿̄x I gv‡qi f~wgKv cvjb K‡i; wZwb AZ¨šÍ mZK©Zvi mv‡_ ev”Pvi 

†cvkvK µq K‡ib; wZwb Kg© ’̄‡ji Rb¨ c`ghv©`vi cÖwZdjb nq Ggbfv‡e wb‡Ri †cvkvK µq K‡ib; 

Avevi, wek̂Kvc Dcj‡ÿ Zvi wcÖq `‡ji Rvwm©I µq K‡ib| myZivs GKB e¨w³ wfbœ f~wgKv cvj‡bi Rb¨ 

wfbœfv‡e cY¨ µq K‡i _v‡K| 

3. e¨w³MZ Dcv`vb (Personal Factor): eqm, Avq, †ckv, Rxeb Pµ, Rxeb aviv, e¨w³Z¡, wbR¯̂-aviYvi gZ 

BZ¨vw` n‡jv GKRb e¨w³i wbR¯̂ ˆewkó¨ hv Zvi µq AvPiY‡K cÖfvweZ K‡i| 

K)  eqm I RxebP‡µi Í̄i (Age and Life Cycle Stage): ‡Kvb e¨w³i eqm bvbvfv‡e e¨w³i µq wm×v‡šÍ 

cv_©K¨ m„wó K‡i| GKRb gvbyl Zvi RxebKv‡j eûevi GKB Pvwn`v c~i‡Y wewfbœ cY¨ Ges †mev µq 

K‡i| †hgb: wkï Kvj, †hŠeb Ges e„× eq‡m gvbyl GKB ai‡bi Lv`¨ MÖnY K‡i bv| wkïiv AvBmµxg 

µ‡q ¯̂v`, MÜ ev is Gi cÖwZ cÖvavb¨ †`q| Ab¨w`‡K, eq¯‹iv AvBmµxg µ‡qi mgq ¯̂v‡`i mv‡_ mv‡_ 

†Kvb Dcv`vb (Ingredient) w`‡q ˆZwi, ¯̂v ’̄¨Ki wKbv BZ¨vw` w`K we‡ePbv K‡i| ZvB RxebP‡µi 

cÖ‡Z¨KwU Í̄i µq AvPiY‡K cÖfvweZ K‡i| 

L)  †ckv (Occupation): cY¨ Ges †mev µq Kivi †ÿ‡Î e¨w³i †ckv cÖfve m„wó K‡i| GKRb wiKkvPvjK 

Ges GKRb Kg©Rxwei †mev ev cY¨ µq GK iKg nq bv| †ckvi wfbœZvi Kvi‡Y e¨w³i Avq, gh©v`v, 

Pvwn`v wfbœ n‡q _v‡K| GKRb Kg©KZv©i Kv‡Q Mvwo cÖ‡qvRbxq cY¨ wKš‘ GKRb mvaviY wiKkvPvj‡Ki 

wbKU Zv wejvm cY¨ wn‡m‡e cwiMwYZ nq| d‡j e¨w³i †ckvi ZviZg¨ cY¨ ev †mev µ‡q e¨vcKfv‡e 

cÖfve we Í̄vi K‡i _v‡K| 

M) A_©‰bwZK Ae ’̄v (Economic Conditions): ‡µZvi A_©‰bwZK Ae ’̄v †fvM AvPi‡Yi GKwU ¸iæZ¡c~Y© 

Dcv`vb| `vwg cY¨ e¨envi Ges Kg `vwg cY¨ e¨envi g~jZ e¨w³i Av‡qi Ici wbf©ikxj| †hgb: †ewk 

Av‡qi e¨w³ wejvmeûj evwo µq K‡i ev QzwU KvUv‡Z we‡`k ågY K‡i| wKš‘ Kg Avq m¤úbœ e¨w³ QzwU 

KvUv‡bvi Rb¨ wbR‡`‡ki g‡a¨ †Kv‡bv `k©bxq ’̄vb ågY K‡i| FY MÖn‡Yi my‡hvM Ges ¶gZv e¨w³i 

RxebhvÎvi Ici cÖfve we Í̄vi K‡i _v‡K|  

N)  Rxeb-aviv (Life-Style): Rxeb-aviv n‡”Q e¨w³i Rxebavi‡Yi aiY hv Zvi KvR-K‡g© AvMÖn Ges 

gZvg‡Zi gva¨‡g cÖKvwkZ nq| `yB e¨w³i GKB Dc-ms¯‹…wZ, mvgvwRK †kÖwY GgbwK GKB †ckvi n‡jI 

Zv‡`i Rxe‡bi auv‡P wfbœZvi Kvi‡Y AvPi‡Y cv_©K¨ cwijw¶Z nq| D`vniY wn‡m‡e ejv hvq e¨w³ 

`ytmvnwmK, ¯̂vaxb‡PZv mgqvbyewZ© BZ¨vw` Rxeb aviv AbymiY Ki‡Z cv‡i| †hgb: GKRb ågYwcÖq 
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e¨w³i AZ¨vaywbK K¨v‡giv, mvB‡Kj, †¯úv©Um myR, mvbMøvm BZ¨vw` cY¨ µ‡q AvMÖn _v‡K; Avevi, †Kv‡bv 

`k©bxq I AvKl©Yxq ’̄v‡b åg‡Yi wU‡KU Zvi Kv‡Q g~j¨evb hv GKRb mvaviY e¨w³i Kv‡Q ZZUv g~j¨evb 

bv| Gme Kvi‡Y wecYbKvix‡K †µZvi Rxeb aviv †Lqvj †i‡L Zvi cY¨ evRv‡i wecYb Ki‡Z nq| 

O)  e¨w³Z¡ Ges wbR¯̂ aviYv (Presonality and Self Concept): GKRb e¨w³i wbR¯̂ ¸bvewj A_ev e¨w³i 

†`vl-¸Y BZ¨vw` cÖKvwkZ nq e¨w³‡Z¡i gva¨‡g| GKRb e¨w³ †_‡K Ab¨ e¨w³‡K Zvi e¨w³Z¡ w`‡q 

Avjv`v Kiv hvq| mvaviYZ AvZ¥wek¦vm, g‡bvfve, KZ ©…Z¡ eRv‡q ivLv, m„Rbkxj, g~j¨‡eva, eyw×, 

AwfÁZv BZ¨vw` e¨w³‡Z¡i cÖavb ˆewkó¨| G mKj ˆewkó¨ e¨w³i AvPi‡Y cÖfve we Í̄vi K‡i| GKRb 

m„Rbkxj e¨w³i µq mvaviY e¨w³i †P‡q wfbœZi n‡q _v‡K| Ab¨w`‡K e¨w³‡Z¡i mv‡_ e¨w³i wbR¯̂ 

aviYvi m¤úK© _v‡K| wbR¯̂ aviYv ej‡Z e¨w³i wb‡Ri m¤ú‡K© Abyf~wZ, wek¦vm I cÖZ¨¶‡Yi mgš̂q‡K 

eySvq| ZvB wecYbKvix‡K cY¨ wecY‡bi †¶‡Î e¨w³‡Z¡i mv‡_ m¤úwK©Z wbR¯̂ aviYv e¨envi Ki‡Z nq| 

4. gb Í̄vwË¡K Dcv`vb (Psychological Factors): gb Í̄vwË¡K Dcv`vb e¨w³i µq AvPiY‡K cÖfvweZ Ki‡Z cv‡i| 

e¨w³i µq-cQ›` PviwU cÖavb gb Í̄wË¡K Dcv`vb Øviv cÖfvweZ nq, Zv wb¤œiƒc- 

K)  †cÖlYv (Motivation): †cÖlYv n‡jv Ggb GKwU gb Í̄vwË¡K Ae ’̄v hv †Kv‡bv e¨w³‡K Zvi cÖ‡qvRb mš‘wói 

Rb¨ DÏxwcZ K‡i| e¨w³i `yB ai‡bi cÖ‡qvRb _v‡K| cÖ_gZ, ˆRweK cÖ‡qvRb Rxeb avi‡Yi Rb¨ 

cÖ‡qvRbxq welq †hgb: Lv`¨, cvbxq, Avkªq, evZvm BZ¨vw`| wØZxqZ, mvgvwRK cÖ‡qvRb mgv‡R 

emev‡mi Rb¨ cÖ‡qvRbxq welqmg~n †hgb: wbivcËv, m¤§vb, fvjevmv BZ¨vw`| wewfbœ mg‡q †eu‡P _vKvi 

Rb¨ gvbyl A‡bK¸‡jv cÖ‡qvRb Abyfe K‡i| GKUv cÖ‡qvRb ZLbB D‡Ï‡k¨ (Motive) cwiYZ nq hLb 

Zv e¨w³i g‡a¨ Pvc cÖ‡qvM Kivi g‡Zv ZxeªZv RvMÖZ Ki‡Z cv‡i| †cÖlYv Ggb GKwU kw³ hv gvbyl‡K 

cwiPvwjZ K‡i Ges gvby‡li g‡a¨ Kg© m¤úv`‡bi kw³ †hvMvq| g‡bvweÁvbxiv †cÖlYvi wewfbœ gZvgZ 

cÖ`vb K‡i‡Qb| Z‡e wb‡¤œ d«‡q‡Wi †cÖlYv ZË¡ I gvm‡jvi †cÖlYv ZË¡ Av‡jvPbv Kiv n‡jv hv †fv³v 

we‡kølY I wecY‡bi Rb¨ we‡kl A_© enb K‡i| 

 

 d«‡q‡Wi †cÖlYv ZË¡ (Freud’s Theory of Motivation): g‡bvweÁvbx Sigmunel Freud e‡jb, †h 

mKj gb Í̄vwË¡K kw³¸‡jv gvby‡li AvPiY MV‡b mvnvh¨ K‡i †mme kw³ m¤ú‡K© gvbyl Am‡PZb 

_v‡K| Z‡e gvbyl A‡bK Zvobv‡K Ae`wgZ K‡i Av‡ Í̄ Av‡ Í̄ eo nq| G Zvobv¸‡jv‡K gb †_‡K 

ev` †`Iqv ev wbqš¿Y Kiv m¤¢e bq| wewfbœ fv‡e e¨w³ Gme Zvobvi ewntcÖKvk K‡i|  
 gvm‡jvi †cÖlYv ZË¡ (Maslow’s Theory 

of Motivation): weL¨vZ gb Í̄Ë¡we` 

Abraham Maslow e¨vL¨v K‡i‡Qb, gvbyl 

†Kb GKwU wbw`©ó mg‡q wbw`©ó cÖ‡qvRb 

Øviv ZvwoZ nq| gvbyl wb‡Ri cÖ‡qvR‡bi 

¸iæZ¡ Abyhvqx µgvMZfv‡e Zvi µg-

ea©gvb Pvwn`v c~iY Ki‡Z m‡Pó _v‡K| 

gvby‡li Afve Av‡Q e‡jB gvbyl KvR 

K‡i| Zvi g‡Z, e¨w³i GKwU Afve c~iY 

nevi mv‡_ mv‡_B AviI GKwU Afve †m 

Abyfe K‡i| wPÎ 4.3 G gvby‡li 

cÖ‡qvR‡bi avivevwnKZv †`Lv‡bv n‡jv| 

cÖ_‡g ˆRweK cÖ‡qvRb Gi ci gvbyl 

wbivcËvi cÖ‡qvRb Abyfe K‡i| Gi ci mvgvwRK, Zvici kª×vi Ges me¸‡jv cÖ‡qvRb cwic~Y© n‡j 

D”PvKvsLvi cÖ‡qvRb Abyfe K‡i| 
L)  cÖZ¨¶Y (Perception): e¨w³ GKwU cwiw ’̄wZ‡K wKfv‡e cÖZ¨¶Y Ki‡Q Zvi Dci e¨w³i µq AvPiY 

wbf©i K‡i| `yB e¨w³ GKB †cÖlYvq †cÖwlZ n‡q wfbœ wfbœ µq wm×všÍ MÖnY Ki‡Z cv‡i| GKB weÁvcb 
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`yB Rb e¨w³i Ici `yB iKg fv‡e cÖfve we Í̄vi Ki‡Z cv‡i| GKRb e¨w³ weÁvcb‡K m„wókxj wn‡m‡e 

cÖZ¨¶Y Ki‡Z cv‡i, Avevi, Ab¨Rb GKB weÁvcb‡K weiw³Ki g‡b Ki‡Z cv‡i| wewfbœ e¨w³i wbKU 

wewfbœfv‡e cÖZ¨¶Y m„wói KviY n‡”Q wZbwU cÖZ¨¶Y cÖwµqv| wb‡¤œ Zv Zz‡j aiv n‡jv- 

 wbe©vwPZ g‡bv‡hvM (Selective Attention): †Kv‡bv Dc‡hvM ev c‡Y¨i cÖwZ AvMÖn ev cÖ‡qvRb 

_vK‡jB ‡mB Dc‡hvM ev cY¨ cvevi Rb¨ gvby‡li g‡bv‡hvM AvKwl©Z nq| wecYbKvix wewfbœ weÁvcb 

cÖPv‡ii gva¨‡g †µZv ev †fv³v‡K AvKwl©Z Ki‡Z †Póv K‡i| GKRb gvbyl cÖwZw`b AmsL¨ 

DÏxc‡Ki gy‡LvgyLx nq| me¸‡jvi cÖwZ Zvi mgvb g‡bv‡hvM †`Iqv m¤¢eci bq| aiv hvK, hw` 

†Kv‡bv e¨w³i GKwU †Uwjwfkb µ‡qi cÖ‡qvRb Abyfe K‡i Z‡e †m †Uwjwfk‡bi weÁvc‡bi cÖwZ 

‡ewk g‡bv‡hvMx n‡e| d‡j wecYbKvix‡K †fv³vi g‡bv‡hvM AvKl©‡Yi Rb¨ we‡kl e¨e ’̄v Ki‡Z nq| 

 wbe©vwPZ weK…ZKiY (Selective Distortion): wbe©vwPZ weK…ZKiY n‡jv gvby‡li Zvi wbR¯̂ AwfÁZv 

ev Áv‡bi mv‡_ cÖvß Z_¨mg~‡ni Lvc-LvIqv‡bv ev Awf‡hvR‡bi cÖeYZv| †hgb: e¨w³wU wewfbœ 

eª¨v‡Ûi †Uwjwfk‡bi weÁvcb †`L‡jI †m ïaygvÎ c~e© cwiwPZ eª̈ v‡Ûi AvMÖnx _v‡K ev cwiwPZ eª¨v‡Ûi 

cÖwZ BwZevPK g‡bvfve †cvlY K‡i| wecYbKvix‡K †mKvi‡Y †fv³vi AwfÁZv ev Ávb wKfv‡e 

cÖmvi Kvh©µ‡g I weµq Z_¨‡K cÖfvweZ K‡i ‡m m¤ú‡K© Rvb‡Z nq| 

 wbe©vwPZ aviY (Selective Retention): e¨w³i AvMÖn I cÖ‡qvRb _vKvi ciI A‡bK DÏxcKB †m 

fy‡j hvq| wKš‘  †h mKj Z_¨ e¨w³i wek¦vm Ges g‡bvfve‡K mg_©b K‡i †m mKj Z_¨ g‡b ivLvi ev 

aviY Kivi cÖeYZv †ekx _v‡K| gvby‡li e¨w³MZ Abyf~wZ ev wek¦v‡mi mv‡_ msMwZ i‡q‡Q Ggb 

evQvBK…Z Z_¨ ev welq g‡b ivLvi cÖeYZv‡K  wbe©vwPZ aviY e‡j| hw` GjwR (LG) ‡Uwjwfk‡bi 

cÖwZ e¨w³i AbyK~j g‡bvfve _v‡K Z‡e †m ïaygvÎ GjwR ‡Uwjwfk‡bi BwZevPK welqMy‡jvB g‡b 

ivLvi †Póv K‡i| 

M)  wk¶Y (Learning): AZxZ AwfÁZvi Av‡jv‡K †fv³v‡`i AvPiY cwieZ©b‡KB wk¶Y e‡j| e¨w³ wewfbœ 

cÖKvi mgm¨vi m¤§yLxb n‡j wk¶‡bi gva¨‡g Zvi mgvavb Lyu‡R ‡ei K‡i| e¨w³i †ewki fvM AvPiYB 

wk¶vjä| wecYbKvix evi evi weÁvcb cÖ`k©‡bi gva¨‡g e¨w³i µq g‡bvfve‡K RvMÖZ K‡i| Avevi 

wk¶‡Yi gva¨‡g †µZvi g‡a¨ wbw`©ó eª¨vÛ AvbyMZ¨Zv m„wó  K‡i| myZivs wecYbKvix wk¶‡Yi gva¨‡g 

cY¨‡K Zxeª Zvobvi mv‡_ m¤úwK©Z K‡i I †cÖlYvg~jK ms‡KZ e¨envi K‡i Zvi c‡Y¨i Pvwn`v m„wó 

Ki‡Z cv‡i| 

N)  wek¦vm Ges g‡bvfve (Beliefs and Attitudes): mvaviYZ e¨w³i  wek¦vm I g‡bvfve ˆZwi nq Kg© I 

wk¶vi gva¨‡g| wek̂vm n‡jv †Kv‡bv welq m¤ú‡K© e¨w³i eY©bvg~jK wPšÍvfvebv| wek̂vm cÖwZwôZ nq 

gvby‡li aviYv, gZvgZ, NUbv ev c~e© AwfÁZvi wfwË‡Zi Ges wek̂v‡mi wfwË‡ZB gvby‡li g‡bvfve m„wó 

nq| Avi, g‡bvfve n‡jv †Kv‡bv we‡kl KvR ev aviYvi cÖwZ e¨w³i Zzjbvg~jK g~j¨vqb Abyf~wZ Ges 

gvbwmKZv| †hgb: GjwR (LG) ‡Uwjwfk‡bi ¸YMZgvb m¤ú‡K© †fv³vi g‡b BwZevPK wek¦vm _vK‡j 

†fv³v GjwR (LG) ‡Uwjwfkb µq Ki‡Z †ewk AvMÖnx _vK‡e| †fv³vi g‡b G wek¦vm cÖK…Z Ávb, Av ’̄v 

A_ev gZvg‡Zi Ici wfwË K‡i cÖwZwóZ nq| wecYbKvixi `vwqZ¡ n‡”Q e¨w³i g‡a¨ wek¦vm cÖwZôv Kiv| 

hw` cY¨ m¤ú‡K© †fv³v‡`i fyj wek¦vm _v‡K Z‡e †mUv ms‡kvab Kivi e¨e ’̄v wb‡Z nq| Ab¨w`‡K, 

g‡bvfve Øviv e¨w³i †Kv‡bv aviYv ev welq m¤ú‡K© Zzjbvg~jKfv‡e „̀p g~j¨vqb, Abyf~wZ Ges cÖeYZv 

cÖKvk cvq| ivRbxwZ, ag©, msMxZ, †cvkvK, Lv`¨, Rxeb cÖYvjxmn cÖvq me wel‡q gvby‡li GKUv wbR¯^ 

g‡bvfve _v‡K| G g‡bvfve gvby‡li g‡a¨ Ggb GKUv KvVv‡gv ˆZwi K‡i hv Øviv †m †Kv‡bv welq 

wbwðZfv‡e MÖnY K‡i A_ev †mLvb †_‡K weiZ _v‡K| wecYbKvix ¸iæZ¡c~Y© KvR n‡jv cY¨ ev †mev 

m¤ú‡K© †fv³v‡`i BwZevPK g‡bvfve ˆZix Kiv|  

O)  ¯§„wZ (Memory): gvby‡li AwfÁZv I wkÿ‡Yi welqmg~n msiÿ‡Yi ÿgZv n‡jv ¯§„wZ| ¯§„wZi gva¨‡g 

gvbyl Zvi cvwicvwk̂©K Ae ’̄vb †_‡K hv †k‡L Ges AwfÁZv AR©b K‡i Zv a‡i ivL‡Z mÿg nq| ¯§„wZ 
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¯̂í‡gqvw` I `xN©‡gqvw` n‡Z cv‡i| wecYbKvix memgqB †Póv K‡i Ggbfv‡e Z_¨ I AwfÁZv cÖ`vb 

Kivi Rb¨ †h‡bv †µZv I †fv³v †mUv ¯§„wZ‡Z a‡i ivL‡Z cv‡i| 

P)  Av‡eM (Emotions): Av‡eM n‡jv GKwU RwUj I Awbqš¿Y‡hvM¨ gvbwmK Ae ’̄v| e¨w³ Av‡e‡Mi Kvi‡Y 

Avb›` ev weiw³ cÖKvk K‡i| A‡bKmgqB Av‡eMZvwoZ n‡q †µZv cY¨ µq K‡i Avevi, µq Kiv †_‡K 

weiZ _v‡K| wecYbKvix‡K GRb¨ †µZv I †fv³vi Av‡eM‡K g~j¨vqb K‡i wm×všÍ wb‡Z nq| 

Dc‡iv³ Av‡jvPbv †_‡K eySv hvq †h, †fv³v AvPi‡Y mvs¯‹„wZK, mvgvwRK, e¨w³MZ Ges gb Í̄vwZ¡K Dcv`v‡bi 

cÖZ¨¶ Ges c‡iv¶ cÖfv‡ei Kvi‡Y cwieZ©b j¶ Kiv hvq|  

 

 

mvims‡ÿc:  

cY¨mvgMÖx ev †mevKg© µ‡qi mgq GKRb †µZv †h mKj Kvh©vewj m¤úv`b K‡i _v‡K †m mKj Kv‡Ri mv‡_ 

m¤úwK©Z mKj AvPiY‡K  †fv³vi AvPiY e‡j| †fv³v AvPi‡Yi g‡W‡j †fv³vi AvPiY cÖwµqv‡Z †h welqmg~n 

wbqwgZ N‡U Zvi msw¶ß Dc ’̄vcb Kiv nq|  G g‡W‡j †`Lv‡bv n‡q‡Q wecYb DÏxcK I Ab¨vb¨ DÏxcK Kxfv‡e 

†fv³v‡K cÖfvweZ K‡i| wecYb DÏxcK ej‡Z wecYb wgkª‡Yi PviwU g~j Dcv`vb †hgb- cY¨, g~j¨, eÈb I 

cÖmvi‡K eySv‡bv n‡q‡Q hv wecYbKvixi wbqš¿‡Y _v‡K|  wecYb I Ab¨vb¨ DÏxcKmg~n wewfbœfv‡e †µZvi wb‡Ri 

ˆewkó¨ I †µZvi wm×všÍ cÖwµqvq cÖfve m„wó K‡i| GB me g~j¨vq‡bi gva¨‡g †µZv mvov cÖ`vb K‡i| †fv³vi µq 

Zvi mvs¯‹…wZK, mvgvwRK, e¨w³MZ Ges gb Í̄vwË¡K ˆewkó¨ Øviv †Rviv‡jvfv‡e cÖfvweZ nq| mvs¯‹…wZK ˆewk‡ó¨i 

g‡a¨ i‡q‡Q ms¯‹…wZ, Dc-ms¯‹…wZ I  mvgvwRK †kÖwY| mvgvwRK ‰ewk‡ó¨i g‡a¨ D‡jøL Kiv n‡q‡Q †idv‡iÝ MÖæc, 

cwievi, f~wgKv Ges gh©v`v| Avevi, e¨w³MZ Dcv`vb¸‡jv n‡jv eqm I RxebP‡µi Í̄i, †ckv, A_©‰bwZK Ae ’̄v, 

Rxeb auvP, e¨w³Z ¡ Ges wbR¯̂ aviYv| me©‡k‡l gb Í̄vwË¡K Dcv`v‡bi g‡a¨ †cÖlYv,  cÖZ¨¶Y, wk¶Y,  wek¦vm Ges 

g‡bvfve, ¯§„wZ Ges Av‡eM Av‡jvPbv Kiv n‡q‡Q|  
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†fv³vi µq wm×vš Í MÖnY 

Buying Decision of Consumer 

 

D‡Ïk¨ 

 

G cvV †k‡l Avcwb-  

 µq wm×všÍ AvPi‡Yi aiY¸‡jv e¨vL¨v Ki‡Z cvi‡eb; 

 †fv³vi µq wm×všÍ MÖnY cÖwµqv m¤ú‡K© weeiY w`‡Z cvi‡eb; 

 bZzb c‡Y¨i †¶‡Î †µZvi wm×všÍ MÖnY cÖwµqv eY©bv Ki‡Z cvi‡eb; Ges 

 bZzb cY¨ MÖn‡Yi e¨vcv‡i e¨w³MZ cv_©K¨ Kxfv‡e cÖfve we Í̄vi K‡i ej‡Z cvi‡eb|  

 

†Kv‡bv cY¨ ev †mevi P~ovšÍ cÖ‡qvRb Abyfe Ki‡j †µZv µq wm×všÍ MÖnY K‡i| c‡Y¨i ˆewk‡ó¨i Ici wbf©i K‡i 

µq wm×všÍ| †µZv A‡bK¸wj avc AwZµg K‡i P~ovšÍ µq wm×v‡šÍ †cŠ‡Q _v‡K| GKRb †µZv‡K cÖwZw`b bvbv 

ai‡bi cY¨ µq wm×všÍ MÖnY Ki‡Z nq| wbqwgZ ev AwbqwgZ cY¨ µq Kivi mgq †µZvi AvPiY wfbœ wfbœ nq| 

e¨qeûj Ges SzuwKc~Y© c‡Y¨i Rb¨ wm×všÍ MÖnY cÖwµqv RwUj n‡q _v‡K| Avevi, Kg `vgx I Kg SzuwKc~Y© c‡Y¨i 

†¶‡Î µq wm×všÍMÖnY cÖwµqvi Í̄img~n Kg n‡q _v‡K| A‡bK e¨emvq cÖwZôvbB M‡elYvi gva¨‡g Rvbvi †Póv K‡i 

†µZv ‡Kvb cY¨ µq K‡i, †Kb, KLb µq K‡i BZ¨vw`| †µZvi µq AvPiY Ges µq wm×všÍ MÖnY cÖwµqvq GmKj 

cÖ‡kœi DËi cvIqv Lye mnR bv n‡jI wecYbKvix Z_¨ msMÖn K‡i Rvbvi †Póv K‡i| 

 

µq wm×všÍ AvPi‡Yi aiY 

Types of Buying Decision Behavior 

c‡Y¨i aiY Abyhvwq †µZvi µq wm×v‡šÍi AvPiY cwiewZ©Z nq| wPÎ 4.4 G G aiY¸‡jv †`Lv‡bv n‡jv- 

 

AwaK m¤ú„³Zv Kg m¤ú„³Zv 

wewfbœ eª¨v‡Ûi g‡a¨ ¸iæZ¡c~Y© 

cv_©K¨ RwUj µq AvPiY ˆewPÎgq µq AvPiY 

wewfbœ eª¨v‡Ûi g‡a¨ mvgvb¨ 

cv_©K¨ A‰bK¨ n«vmcÖvß µq AvPiY Af¨vmMZ µq AvPiY 

 

 

 

K)  RwUj µq AvPiY (Complex Buying Behavior): RwUj µq AvPiY n‡jv †m ai‡bi AvPiY hLb †µZv µq 

cÖwµqvq e¨vcKfv‡e AskMÖnY K‡i I wewfbœ eª¨v‡Ûi c‡Y¨i g‡a¨ cv_©K¨ ¸iæ‡Z¡i mv‡_ wePvi we‡kølY K‡i| 

e¨qeûj, SzuwKc~Y© c‡Y¨i †¶‡Î †µZviv G µq AvPiY K‡i _v‡K| G mKj c‡Y¨i wewfbœ eª¨v‡Ûi g‡a¨ ¸iæZ¡c~Y© 

cv_©K¨ †µZv mn‡R eyS‡Z cv‡i| G ai‡bi cY¨ †µZviv mvaviYZ AwbqwgZfv‡e µq K‡i _v‡K| G mKj cY¨ 

µ‡q Zv‡`i Z_¨ msMÖn Ges g~j¨vqb cÖwµqvq AskMÖnY Ki‡Z nq| †hgb- `vwg evwo, Mvwo, Rwg BZ¨vw`|  

L)  A‰bK¨ n«vmcÖvß µq AvPiY (Dissonance Reducing Buying Behavior): `vwg Ges SuzwKc~Y© c‡Y¨i wewfbœ 

eª¨v‡Ûi g‡a¨ ˆewkó¨MZ cv_©K¨ _vK‡jI †µZv G cv_©K¨ A‡bKmgqB eyS‡Z cv‡ib bv|  A‰bK¨ n«vmcÖvß µq 

AvPiY n‡jv †mB AvPib hLb †µZv µq cÖwµqvq e¨vcKfv‡e AskMÖnY K‡i wKš‘ wewfbœ eª¨v‡Ûi c‡Y¨i g‡a¨ 

cv_©K¨ Ki‡Z cv‡i bv| D`vniY wn‡m‡e ejv hvq, evmv ev d¬¨v‡Ui Rb¨ UvBjm µq Kivi mgq ‡µZv A‡bK 

mgq e¨q K‡i wKš‘ wewfbœ eª¨v‡Ûi gv‡S †mfv‡e cv_©K¨ Ki‡Z bv cvivq  †h eª¨v‡Û myweavRbK g~j¨ ev 

cvV-4.2 

wPÎ 4.4: Pvi ai‡bi µq AvPiY 
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¯̂v”Q›`‡eva K‡i †mB UvBjm µq K‡i| hvi d‡j cY¨ µq Kivi ci µqK…Z c‡Y¨i Amyweav ev mgm¨v †µZv 

eyS‡Z cv‡i ev Ab¨ eª¨vÛ m¤ú‡K© fv‡jvw`K¸‡jv Rvb‡Z cv‡i| ‡µZvi g‡a¨ ZLb µ‡qvËi A‰bK¨ (Post 

purchase dissonance) g‡bvfve ‰Zwi nq| G †¶‡Î c‡Y¨i mwVK g~j¨, myweavRbK ’̄vb, wek¦vm†hvM¨ Z_¨, 

weµ‡qvËi †mevi wbðqZv BZ¨vw` m¤ú‡K© †µZv‡`i AewnZ K‡i wecYbKvix‡K e¨e ’̄v MÖnY Ki‡Z nq| 

M)  Af¨vmMZ µq AvPiY (Habitual Buying Behavior): Af¨vmMZ µq AvPiY mvaviYZ Kg `vwg c‡Y¨i †¶‡Î 

cÖ‡hvR¨, hLb †µZvi SzuwKi cwigvb G‡Kev‡iB Kg _v‡K Ges cY¨ µ‡q †µZv Af¨ Í̄ _v‡K| †mKvi‡Y A‡bK 

mgqB Kg `vwg cY¨ µ‡qi †¶‡Î †µZvi Z_¨ msMÖn Ges g~j¨vq‡Yi cÖ‡qvRb c‡o bv| G ai‡bi c‡Y¨i wewfbœ 

eª¨v‡Ûi g‡a¨ ¸iæZ¡c~Y© cv_©K¨I †µZv A‡bK mgq ai‡Z cv‡i bv| †µZv Av‡M †_‡K gvbwmK cÖ ‘̄wZ wb‡q Av‡m 

†Kv_v †_‡K cY¨wU µq Kiv n‡e, Kxfv‡e µq n‡e Ges KZ g~‡j¨ µq Ki‡e| mvaviYZ wbZ¨ cÖ‡qvRbxq cY¨ 

†hgb: †Zj, mvevb, †có BZ¨vw` RvZxq c‡Y¨i †¶‡Î †µZv‡`i Af¨vmMZ µq AvPiY we`¨vgvb|  

N)  ˆewPÎgq µq AvPiY (Variety Seeking Buying Behavior): ˆewPÎgq µq AvPi‡Yi †ÿ‡Î †µZvi SzuwK Kg 

_v‡K, cY¨ mg~‡ni GKK g~j¨ Kg, cY¨ e¨env‡i †µZv Af¨ Í̄ _v‡K Ges c‡Y¨i wewfbœZv †µZv c”Q›` K‡i| G 

†¶‡Î †µZviv e¨vcK RwoZ bv n‡jI eª¨v‡Ûi cv_©K¨‡K ¸iæZ¡ w`‡q we‡ePbv K‡i| mvaviY cÖPwjZ cY¨‡K hLb 

†µZv mev©waK eª¨vÛ we‡ePbvq wb‡q Av‡m ZLb †µZv‡`i ˆewPÎgq µq AvPiY cwijw¶Z nq| G‡ÿ‡Î GKRb 

†µZv evRvi Z_¨ Ges g~j¨vqb QvovB wek¦v‡mi Ici wfwË K‡iB cY¨ µq K‡i, hv wZwb †fv‡Mi mgq g~j¨vqb 

K‡i _v‡Kb| cieZx© mg‡q GK‡N‡qwg cwinvi Kivi Rb¨ I ˆewPÎZvi Rb¨ wZwb Ab¨ eªv‡Ûi cY¨ µq Ki‡Z 

cv‡ib| †hgb: AvBmwµg, P‡Kv‡jU, we¯‹zU BZ¨vw`| G mKj c‡Y¨i †¶‡Î evRv‡i cÖwZôvb¸‡jvi g‡a¨ e¨vcK 

cÖwZ‡hvwMZv †`Lv hvq| GLv‡b wewfbœ ai‡bi m„wókxj wecYb Kvh©µg cÖYqb K‡i †µZv‡`i a‡i ivLvi †Póv Kiv 

nq|  

 

†fv³vi µq wm×všÍMÖnY cÖwµqv 

Consumers’ Buying Decision Process 

†fv³vi µq wm×všÍ Í̄img~n GKwU Pjgvb gvbwmK cÖwµqv| †fv³vi µq cÖwµqv µ‡qi A‡bK Av‡M †_‡K ïiæ nq Ges 

µ‡qi c‡iI Pj‡Z _‡K| GKRb †fv³v Zvi G Kvh© m¤úbœ Ki‡Z wM‡q cuvPwU Í̄i AwZµg K‡i _v‡K| G cvuPwU Í̄i 

†h †µZv memgqB av‡c av‡c AwZµg Ki‡e Zv bq| A‡bK mgq c‡Y¨i aiY, µ‡qi AwfÁZv BZ¨vw`i Ici wbf©i 

K‡i †µZv G cÖwµqvi avcmg~n AwZµg K‡i _v‡K|  wb‡¤œ 4.5 wP‡Î †fv³vi µq cÖwµqv g‡WjwU †`Lv‡bv n‡jv:  

  

 

 

 

 

 

 

1. mgm¨v mbv³KiY (Problem Recognition): †µZvi µq cÖwµqv ‡h‡Kv‡bv mgm¨v mbv³KiY ga¨ w`‡q ïiæ 

nq| †µZv cÖ_‡g †Kv‡bv cÖ‡qvRb ev mgm¨v‡K wPwýZ K‡i| †fv³vi wfZi wewfbœ DÏxcK Øviv G 

cÖ‡qvRb¸‡jv RvMÖZ nq c‡i Zv Zvobvq iƒc †bq| †µZv `yB fv‡e cY¨ µ‡qi cÖ‡qvRb Abyfe Ki‡Z 

cv‡i| cÖ_gZ, Af¨šÍixb cÖ‡qvRb- G cÖwµqvq †µZvi gv‡S Avcbv Avcwb cÖ‡qvRb Abyf~Z nq| †hgb: 

¶zav, Z„òv, wekªvg,BZ¨vw` n‡jv e¨w³i Af¨šÍixb cÖ‡qvRb| Ab¨fv‡e G‡`i ˆRweK cÖ‡qvRbI ejv nq| 

wØZxqZ, evwn¨K cÖ‡qvRb- †µZvi cÖ‡qvRb Zvi evwn¨K cwi‡ek †_‡K m„wó n‡Z cv‡i| G‡ÿ‡Î evwn¨K 

cwi‡ek gvby‡li cÖ‡qvRb‡K RvMÖZ K‡i| ‡hgb: weÁvcb †`‡L GKRb †µZvi cY¨ µ‡qi cÖ‡qvRb RvMÖZ 

n‡Z cv‡i| Ab¨ w`‡K GKB mv‡_ GKRb †µZvi GKvwaK cÖ‡qvRb RvMÖZ n‡Z cv‡i| †hgb: †µZvi 

cwiev‡ii Rb¨ K¨v‡giv, Nwo, †Uwjwfkb A_ev GK †mU †mvdv µq Kivi c Ö‡qvRbxqZv Abyfe Ki‡Z 

mgm¨v mbv³KiY Z_¨ AbymÜvb weKímg~n 

g~j¨vqb 

µq wm×všÍ µ‡qvËi AvPiY 

wPÎ 4.5: †fv³vi µq wm×všÍ MÖnY cÖwµqv 
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cv‡i| wecYbKvix‡K M‡elYvi gva¨‡g Rvb‡Z nq †fv³vi wK ai‡bi mgm¨v RvMÖZ n‡”Q Ges Kxfv‡e RvMÖZ 

n‡”Q Ges Kxfv‡e Zv we‡kl Pvwn`vq cwiYZ n‡”Q|  

2. Z_¨ AbymÜvb (Information Search): Z_¨ AbymÜvb Kiv n‡jv †fv³vi µq wm×všÍ cÖwµqvi wØZxq Í̄i| 

†µZvi cÖ‡qvRb hw` LyeB Zxeª nq ZLb †µZv A‡bK mgq Z_¨ AbymÜv‡bi cÖ‡qvRb g‡b K‡i bv| Avevi, 

cÖ‡qvRbxq cY¨ hw` †µZv nv‡Zi Kv‡Q †c‡q hvq †m†¶‡Î †µZvi Z_¨ AbymÜvb cÖ‡qvRb nq bv| cÖPÛ 

gv_v e¨v_vi mgq nv‡Zi Kv‡Q †h e¨v_vbvkK Jla _v‡K †µZv †mUvB e¨envi Ki‡eb| Z‡e RwUj g~j¨evb 

A_ev †ewk SzuwKc~Y© c‡Y¨i †¶‡Î Z_¨ msMÖn AZ¨šÍ ¸iæZ¡c~Y©| Mvwo, †Uwjwfkb A_ev Kw¤úDUvi µ‡qi 

†¶‡Î Z_¨ msMÖ‡ni cÖ‡qvRbxqZv †`Lv †`q| cÖ‡qvR‡bi ZxeªZv, Z‡_¨i cwigvY I MÖnY†hvM¨Zvi Ici wbf©i 

K‡i †µZv KZUzKz gvÎvq Z_¨ msMÖn Ki‡e| GKRb †µZv wewfbœ Drm †_‡K Z_¨ †c‡Z cv‡i| †hgb-  

K)  e¨w³MZ Drm (Personal sources): cwievi, eÜz-evÜe, cÖwZ‡ekx, cwiwPZRb BZ¨vw`| 

L) evwYwR¨K Drm (Commercial sources): weÁvcb, weµq Kgx©, cY¨ cÖ`k©b, †gvoK, wWjvi, 

cvBKvix A_ev LyPiv Kvievix|   

M)  cvewjK Drm (Public Sources): MYgva¨g, †fv³vi †iwUs msMVb, miKvwi G‡RwÝ| 

N) AwfÁZvi Drm (Experimental Sources): cY¨ cix¶v, cY¨ e¨envi BZ¨vw`|  

†fv³v D‡jøwLZ Dr‡mi me¸‡jv A_ev G‡`i mgš̂q K‡i Z_¨ msMÖn Ki‡Z cv‡i| c‡Y¨i cÖK…wZ Ges †fv³v 

Pvwn`vi ZxeªZv wbav©iY K‡i Gme Drm¸‡jvi g‡a¨ †µZv †Kv‡bv Drm †_‡K Z_¨ msMÖn Ki‡e|  

3. weKímg~n g~j¨vqb (Evaluation of Alternatives): cieZx©‡Z †µZv GKB Pvwn`v †gUv‡Z m¶g Ggb 

weKí eªª¨v‡Ûi cY¨ msµvšÍ msM„nxZ Z_¨ g~j¨vqb  K‡i| †fv³vi g~j¨vqb cÖwµqvq ‡hmKj †gŠwjK aviYv 

mnvqZv K‡i, †m¸‡jv n‡jv- 

K) cY¨ µ‡qi myweav (Purchasing Benefit): GLv‡b †µZv c‡Y¨i ¸iæZ¡c~Y© ˆewkó¨ I myweavmg~n 

wbY©q K‡i I cY¨ g~j¨vqb K‡i|  

L) c‡Y¨i ¸Yvejx (Product Attributes): G †¶‡Î †µZv †h‡Kv‡bv GKwU ev K‡qKwU we‡kl 

myweavRbK welq‡K †e‡Q †bq| wewfbœ Kvi‡Y †µZvMY Zv‡`i cÖavb myweavRbK welqwU †c‡Z Pvq| 

M) eª̈ vÛ wek¦vm m„wó (Creation of Brand Trust): cY¨ g~j¨vqb †_‡K †µZvi g‡b eª¨vÛ wek¦vm m„wó 

nq| hvi d‡j †m wb‡R cY¨wU µq K‡i Ges Ab¨ †µZv‡`i‡K cY¨ m¤ú‡K© BwZevPK gZvgZ 

w`‡q _v‡K| cÖwZôvb me©`v G †kÖwYi †µZv‡`i a‡i ivLvi †Póv K‡i| 

N) Dc‡hvM (Utility): †µZv cY¨ g~j¨vqb K‡i †Kvb& cY¨ †_‡K †Kvb& Dc‡hvM jvf Ki‡e Zv eyS‡Z 

cv‡i| †fv³v †h cY¨wU µq K‡i †mB cY¨ †_‡K me©vwaK Dc‡hvM jvf Ki‡Z cvi‡e e‡j a‡i 

†bq| 

4. µq wm×všÍ (Purchase Decision): wewfbœ weKí eª¨vÛmg~n g~j¨vq‡bi gva¨‡g †h eª¨vÛwU †fv³v cQ›` K‡i 

Zv µ‡qi wm×všÍMÖnY K‡i| µq wm×v‡šÍi mgq wewfbœ welq GKRb †µZv‡K cÖfvweZ Ki‡Z cv‡i Ges 

†µZv Zvi µq wm×všÍ cwieZ©b Ki‡Z cv‡i| †fv³vi µq wm×v‡šÍi mgq Ab¨‡`i g‡bvfve (Attitudes of 

other) Ges AcÖZ¨vwkZ cvwicvwk¦©K Dcv`vb (Unexpected Situational Factors) cÖfve †d‡j| mvaviYZ 

cvwievwiK Avq, cÖZ¨vwkZ g~j¨, cY¨ n‡Z cÖvß cÖZ¨vwkZ myweav BZ¨vw` we‡ePbv K‡i †µZv †Kv‡bv cY¨ 

µ‡qi B”Qv †cvlb K‡i| G welqmg~n hw` meB BwZevPK nq ZeyI µq wm×všÍ P~ovšÍfv‡e †bevi c~‡e© †µZv 

†h `ªe¨wU µq Ki‡Z hv‡”Q Zvi g~j¨, ¸Yv¸b, `ªe¨ evQvB Kivi myweav, µq †K‡›`ªi Ae ’̄vb, weµqKgx©i 

e¨envi BZ¨vw` welq¸‡jv †µZvi wm×všÍKvjxb mg‡q cÖfve we Í̄vi Ki‡Z cv‡i| †µZvi wm×všÍ cwieZ©b, 

’̄wMZKiY A_ev µq wm×všÍ †_‡K m‡i Avmv Zvi Dcjä SuywK (Perceived risk) Øviv cÖfvweZ nq| cY¨ 

µ‡qi mgq wewfbœ ai‡bi Dcjwä SuywK Zv‡K cÖfvweZ Ki‡Z cv‡i| †hgb: c‡Y¨i Kvh©KvixZvi SzuwK, 

kvixwiK SzuwK, Avw_©K SzuwK, mvgvwRK SzuwK, gb Í̄vwË¡K SzuwK, mgq SzuwK BZ¨vw` wb‡q †µZv wbivcËvnxbZvq 
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fyM‡Z cv‡i| Z‡e `vwg cY¨, mybvg AR©bKvix cY¨, mybvg AR©bKvix †÷vi, M¨v‡iw›U hy³ cY¨ BZ¨vw`i 

gva¨‡g †µZv Zvi Dcjwä SuywK n«vm Ki‡Z cv‡i| 

5. µ‡qvËi AvPiY (Postpurchase Behavior): cY¨ µq Kivi ci A_ev cY¨ †fvM ev e¨env‡ii ci †fv³v 

†h AvPiY cÖKvk K‡i Zv‡K µ‡qvËi AvPiY e‡j| cY¨ µq Ges e¨env‡ii ci †µZvi mš‘wó A_ev 

Amš‘wói welqwU Rvb‡Z n‡e| Gi Ici wfwË K‡i †µZvi cieZx© Kvh©µg cwiPvwjZ nq| GLv‡b `yBwU 

welq RwoZ _v‡K- 

K) µ‡qvËi cwiZ…wß (Pospurchase Satisfaction): mvaviYZ †fv³vi mš‘wó Zvi cÖZ¨vkv Ges cÖvwßi 

m¤ú‡K©i Dci wbf©i K‡i| G †¶‡Î cY¨ n‡Z cÖvß myweav hw` cÖZ¨vkvi mgvb nq Z‡e †fv³v mš‘wó 

n‡e| cÖvwßi myweav hw` cÖZ¨vkvi †P‡q Kg nq Z‡e †fv³v Amš‘wó ‰Zwi n‡e Ges cÖvwßi myweav hw` 

cÖZ¨vkvi †P‡q †ekx nq Z‡e †fv³v Avbw›`Z n‡e|  

L) µ‡qvËi Kvh©µg (Post Purchase Action): cY¨ µq Kivi ci †µZv `yBfv‡e KvR Ki‡Z 

cv‡i| hw` †µZv mš‘wó cÖKvk K‡i Z‡e †m Ab¨ †µZv‡`i Ges Zvi cwiwPZ gn‡j Gi BwZevPK 

gZvgZ cÖKvk Ki‡Z cv‡i| Gi d‡j c‡Y¨i weµq e„w× Ges BwZevPK gZvgZ weµq cÖmv‡ii 

KvR K‡i _v‡K| Ab¨w`‡K, †µZv hw` Amš‘ó nq Z‡e weµ‡qi Ici Ges e¨emvwqK Kvh©µ‡gi 

Ici weiƒc cÖfve co‡Z cv‡i| †µZviv Gi †cÖw¶‡Z mivmwi e¨emv cÖwZôv‡bi wbKU cÖwZKvi 

PvB‡Z cv‡i Avevi miKvix ms ’̄v/ A_ev cÖvB‡fU ms ’̄v †hgb †fv³v AwaKvi msiÿY Awa`ßimn 

wewfbœ msMV‡bi wbKU mivmwi Awf‡hvM †ck Ki‡Z cv‡i| A‡bK‡ÿ‡Î †µZviv cY¨wUi µq eÜ 

K‡i †`q I cY¨ m¤úK© eÜz‡`i ev cwiwPZ gn‡j mZ©K K‡i w`‡Z cv‡i| d‡j †fv³v‡`i mš‘wói 

e¨vcv‡i wecYbKvix‡K me©`vB †L uvR Lei wb‡Z n‡e Ges †mB fv‡e Gi cÖwZKvi Ki‡Z n‡e| 

†fv³v‡`i †LuvR Lei, Awf‡hvM AbymÜv‡bi cvkvcvwk †fv³v‡`i mv‡_ mve©¶wbK †hvMv‡hvM ivL‡Z 

nq| 

Dc‡iv³ Av‡jvPbvi †cÖwÿ‡Z ejv hvq †h, wecYbKvix‡K †µZvi µq wm×všÍ MÖnY cÖwµqvi cªwZwU Í̄‡i wecYb 

Kvh©µg cvjb Ki‡Z nq| G Kvh©µg mwVK fv‡e cÖYqb I ev Í̄evqb Kivi Rb¨ wecYbKvix‡K µq wm×v‡šÍi 

cÖ‡Z¨KwU Í̄i‡K `¶Zvi mv‡_ ch©v‡jvPbv Ki‡Z nq| 

 

bZzb c‡Y¨i †¶‡Î †µZvi wm×všÍ MÖnY cÖwµqv  

Buyer Decision Process for New Products 

†h cY¨, †mev A_ev aviYv evRv‡i Av‡M wQj bv Ges hv‡K m¤¢ve¨ †µZv bZzb e‡j g‡b K‡i Zv‡K bZzb cY¨ ejv 

hvq| GKwU bZzb cY¨ evRv‡i Avmvi ci ïiæ nq Gi MÖnY cÖwµqv| cÖK…Z c‡¶ †µZvi G bZzb cY¨ MÖnY cÖwµqvwU 

GKwU gvbwmK cÖwµqv| GKwU bZzb cY¨ evRv‡i Avmvi cÖ_g Lei cvIqv †_‡K P~ovšÍ µq wm×všÍ MÖnY ch©šÍ †µZv‡K 

A‡bK¸‡jv ¯ Íi AwZµg Ki‡Z nq| bZzb cY¨ MÖnY cÖwµqvi (Adoption process) avcmg~n wPÎ bs 4.6 G †`Lv‡bv 

n‡jv- 

 

1. AeMwZ (Awarness): G Í̄‡i †fv³v cY¨wU m¤ú‡K© AeMZ nq wKš‘ we Í̄vwiZ Z_¨ Rv‡b bv| weÁvcb A_ev 

weµqKgx© BZ¨vw`i gva¨‡g †µZv cY¨ m¤ú‡K© AeMZ n‡q _v‡K| 

2. AvMÖn (Interest): G Í̄‡i †µZv cY¨ m¤ú‡K© wewfbœ Z_¨ msMÖ‡n AvMÖnx nq| cY¨wUi bvbv w`K m¤ú‡K© 

Rvbvi AvMÖn cÖKvk K‡i| 

AeMwZ AvMÖn g~j¨vqb hvPvBKiY MÖnY 

wPÎ 4.6:  bZzb cY¨ MÖnY cÖwµqvi avcmg~n 
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3. g~j¨vqb (Evaluation): cY¨wUi wewfbœ welq m¤ú‡K© †µZv g~j¨vqb K‡i| cY¨wU MÖnY Kiv hyw³hy³ n‡e 

wKbv †mUv †m we‡ePbv K‡i| cY¨wU m¤ú‡K© †µZvi BwZevPK g‡bvfv‡ei Rb¥ wb‡j hvPvB Kivi wPšÍv K‡i, 

bq‡Zv cY¨wU µq Kiv †_‡K weiZ _v‡K| 

4. hvPvBKiY (Trial): G Í̄‡i cY¨wU ¯̂í cwigv‡Y MÖnY K‡i cY¨wUi ¸Yv¸Y hvPvB K‡i| cY¨wU †µZv nv‡Z 

Kj‡g cix¶v wbix¶v K‡i eyS‡Z  †Póv K‡i Avm‡jB cY¨wU Dc‡hvMx wKbv| 

5. MÖnY (Adoption): hvPvB cÖwµqvq hw` †µZv mš‘ó nq Z‡e †m cY¨wU MÖnY K‡i Ges wbqwgZfv‡e e¨env‡ii 

Rb¨ wm×všÍ †bq| 

myZivs GKwU mywbw`©ó cÖwµqv AwZµg K‡i †µZv bZzb cY¨ µ‡q wm×všÍ MÖnY K‡i _v‡K| G cÖwµqvq cÖ‡Z¨KwU Í̄‡i 

Kxfv‡e †µZv‡K mvnvh¨ Kiv hvq Zv wecYbKvix‡K wewfbœ wecYb Kvh©µ‡gi gva¨‡g wm×všÍ wb‡Z nq| 

 

bZzb cY¨ MÖn‡Yi e¨vcv‡i e¨w³MZ cv_©K¨  

Individual Differences in Innovativeness 

bZzb cY¨ MÖn‡Yi †¶‡Î GK GK e¨w³i g‡a¨ cv_©K¨ j¶¨ Kiv hvq| wKQz †µZv Lye mn‡RB cY¨wU MÖnY K‡i Avevi 

wKQz †µZv A‡bK mgq AwZevwnZ nevi ci cY¨ MÖnY K‡i| bZzb cY¨ MÖnYKvix‡`i wfbœZvi w`K we‡ePbv K‡i  

E.M. Rogers M‡elYv K‡i †µZv‡`i wewfbœ `‡j wbw`©ó K‡i‡Qb; Zv wb‡¤œ wPÎ 4.7 G †`Lv‡bv n‡jv- 

K)  cÖeZ©bKvix (Innovators): hviv cY¨wU m¤ú‡K© cÖ_‡g AeMZ nq Ges cY¨wU e¨envi Kivi Rb¨ GwM‡q Av‡m| 

bZzb cY¨ evRv‡i Avmvi mv‡_ mv‡_ hviv cÖ_g cY¨wU MÖnY K‡i Zv‡`i‡K cÖeZ©bKvix ejv nq| mgv‡Ri cÖvq 

2.5% fvM RbMY G †kÖwYi AšÍf~©³| ¯̂fveZB G‡`i msL¨v Lye Kg| G †kÖwYi gvbyl SzuwKc~Y© Ges bZzb wKQy 

MÖnY Ki‡Z LyeB AvMÖnx n‡q _v‡K| G †kªbxi †µZviv Aíeqmx, wkw¶Z Ges mgv‡Ri D”P †kÖwYi n‡q _v‡K| 

†hgb: evRv‡ii bZzb g‡W‡ji †gvevBj Avmvi mv‡_ mv‡_ Zviv Zv‡`i cyivZb g‡Wj wewµ K‡i bZzb cY¨wU µq 

K‡i| 

L) `ªyZ MÖnYKvix (Early Adopters): cY¨Uv wKQyUv cwiwPZ cvevi ci ª̀yZ MÖnYKvixiv cY¨wU MÖnY K‡i| G‡`i 

msL¨v mgv‡R cÖvq 13.5% fvM| Giv wb‡Ri g~j¨‡eva Ges wePvi we‡ePbvq cY¨wU µq K‡i| Giv mgv‡Ri 

¸iæZ¡c~Y© e¨w³Z¡ wn‡m‡e wPwýZ Ges mgv‡R e¨vcKfv‡e bZzb cY¨ cÖPj‡bi †¶‡Î ¸iæZ¡c~Y© f~wgKv cvjb K‡i| 

wecYbKvix G †kÖwYi 

†µZv‡`i w`‡q 

wecYb †KŠkj 

ev Í̄evq‡bi Rb¨ 

wbe©vPb K‡i _v‡K| 

KviY G †kªªYxi 

†µZviv civgk© †bZv 

(Opinion leader) 

wn‡m‡e f~wgKv cvjb 

K‡i| G‡`i e¨w³MZ 

cÖfv‡e Ab¨iv cY¨ µ‡q AvMÖnx nq| 

M) `ªyZ AwaRb (Early Majority): `ªyZ AwaRbiv ax‡i ax‡i Ges †ewk mZK©Zvi mv‡_ cY¨ µq K‡i _v‡K| Giv 

`ªyZ MÖnYKvixi cÖfv‡e cÖfvweZ nq| G‡`i Ici weÁvc‡bi cÖfve ¸iæZ¡c~Y© f~wgKv cvjb K‡i| mgv‡R hLb wKQy 

†jvK bZzb cY¨wU e¨envi Avi¤¢ K‡i ZLb Giv cY¨ m¤ú‡K© wewfbœ cÖKvi Z_¨ msMÖn K‡i Ges cY¨wU µ‡q 

AvMÖnx n‡q _v‡K| Giv mvaviYZ D”P wkw¶Z Ges PvKzixRxwe †kÖwYi n‡q Zv‡K| mgv‡R G‡`i msL¨v cÖvq 34% 

fvM| mgv‡R e¨vcK mvov cvevi c~‡e©B Giv cY¨wU MÖnY K‡i| 

N) wej‡¤̂ AwaRb (Late Majority): cY¨wU hLb e¨vcK AvKv‡i M„nxZ nq †h †µZviv cY¨wU µq K‡i _v‡K 

Zv‡`i wej‡¤̂i AwaRb e‡j| mgv‡R G‡`i msL¨v 34% fvM| Giv cY¨ µ‡qi †¶‡Î †Kv‡bv mgq SuywK wb‡Z 

 

cÖeZ©bKvix  

2.5% 

 

ª̀æZ MÖnYKvix 

13.5% 

ª̀æZ AwaRb 

34% 

wej‡¤̂ AwaRb 

34% 
cÖvwšÍK 

16% 

wPÎ 4.7 : bZzb Avwe®‹vi MÖn‡Yi mg‡qi Dci wfwË K‡i MÖnYKvixi †kÖYxmg~n 
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Pvq bv| Giv AwZgvÎvq m‡›`n cÖeb n‡q Zv‡K| Giv A‡bK cix¶v Ges hvPv‡qi ciB cY¨wU MÖnY K‡i| G 

ai‡bi †µZviv hLb †`‡L mevB cY¨wU e¨envi Ki‡Q ZLb cY¨wU e¨envi Kivi cÖwZ AvMÖnx nq| G †kÖwYi 

†µZviv AbymiYKvixi ch©v‡q c‡o|  

O) cÖvwšÍK (Laggards): cÖvwšÍK †kÖwYi †µZviv bZzb cY¨ MÖn‡Yi †ÿ‡Î mevi †k‡l Ae ’̄vb K‡i| Giv mbvZbx 

A_ev wPivPwiZ cÖ_v Øviv cwiPvwjZ| Giv †Kv‡bv Ae ’̄vq bZzb cY¨‡K MÖnY Ki‡Z Pvq bv eis Af¨ Í̄Zv Abyhvwq 

Giv cY¨ e¨envi Ki‡Z Pvq| G‡`i ejv nq cÖwZôv‡bi AÜ f³ KviY Giv bZzb c‡Y¨i fvj g›` wKQyB we‡ePbv 

K‡i bv| mgv‡R G‡`i cwigvb 16% fvM| cY¨ hLb mevi Kv‡Q ¯̂xK…Z I cyivZb n‡q hvq ZLbB G †kÖwYi 

†µZv MÖnY K‡i | 

wecYbKvix‡K bZzb c‡Y¨i MÖnY cÖwµqv ¸iæ‡Z¡i mv‡_ ch©v‡jvPbv Ki‡Z nh| evRv‡i †Kv‡bv †kÖwYi †µZv KZ Ges 

Zv‡`i Ae ’̄vb †Kv_vq Zv wPwýZ  K‡i wecYb Kvh©µg cwiPvjbv Ki‡Z nq|  

 

 

mvims‡ÿc:  

†µZvi µq wm×všÍ cwiewZ©Z nq c‡Y¨i aiY Abyhvwq| †µZv hLb µq cÖwµqvq e¨vcKfv‡e AskMÖnY K‡i I 

c‡Y¨i ¸iæZ¡ Dcjw× K‡i †hai‡bi AvPiY K‡i Zv‡K RwUj µq AvPiY e‡j| `vwg cY¨ Ges SuzwKc~Y© c‡Y¨i 

wewfbœ eª¨v‡Ûi g‡a¨ ˆewkó¨MZ cv_©K¨ †`Lv hvq Ges †µZv G cv_©K¨ A‡bKmgqB eyS‡Z cv‡ib bv| Gid‡j †h 

AvPiY †µZv K‡i _v‡K Zv‡K A‰bK¨ n«vmcÖvß µq AvPiY e‡j| Kg `vwg c‡Y¨i †¶‡Î †µZvi SzuwKi cwigvb 

G‡Kev‡iB Kg _v‡K Ges †µZv Af¨ Í̄Zv †_‡K cY¨ µ‡q †h AvPiY K‡i Zv‡K Af¨vmMZ µq AvPiY e‡j| 

me©‡k‡l ‰ewPÎgq µq AvPi‡Yi †ÿ‡Î †µZvi SzuwK Kg _v‡K, cY¨ mg~‡ni GKK g ~j¨ Kg, cY¨ e¨env‡i †µZv 

Af¨ Í̄ _v‡K Ges c‡Y¨i wewfbœZv †µZv c”Q›` K‡i| †fv³vi µq wm×všÍ Í̄img~n GKwU Pjgvb gvbwmK cÖwµqv| 

GKRb †fv³v Zvi G Kvh© m¤úbœ Ki‡Z wM‡q cuvPwU Í̄i AwZµg K‡i _v‡K| avc¸‡jv n‡jv - mgm¨v mbv³KiY, 

Z_¨ AbymÜvb, weKímg~n g~j¨vqb, µq wm×všÍ Ges µ‡qvËi AvPiY G cvuPwU Í̄i †h †µZv memgqB av‡c av‡c 

AwZµg Ki‡e Zv bq| A‡bKmgq c‡Y¨i aiY, µ‡qi AwfÁZv BZ¨vw`i Ici wbf©i K‡i †µZv G cÖwµqvi 

avcmg~n AwZµg K‡i _v‡K| †h cY¨, †mev A_ev aviYv evRv‡i Av‡M wQj bv Ges hv‡K m¤¢ve¨ †µZv bZzb e‡j 

g‡b K‡i Zv‡K bZzb cY¨ ejv hvq| †µZvi G bZzb cY¨ MÖnY cÖwµqvwU GKwU gvbwmK cÖwµqv| GKwU bZzb cY¨ 

evRv‡i Avmvi cÖ_g Lei cvIqv †_‡K P~ovšÍ µq wm×všÍ MÖnY ch©šÍ †µZv‡K A‡bK¸‡jv Í̄i AwZµg Ki‡Z nq| 

†mB Í̄i¸‡jv n‡jv- AeMwZ, AvMÖn, g~j¨vqb, hvPvBKiY Ges MÖnY| bZzb †Kv‡bv cY¨ MÖn‡Yi †¶‡Î mKj †µZv 

mgvbfv‡e cÖ ‘̄Z _v‡K bv ev mvov †`q bv| bZzb cY¨ MÖn‡Yi †¶‡Î GK GK e¨w³i g‡a¨ cv_©K¨ j¶¨ Kiv hvq| 

E.M. Rogers bZzb cY¨ MÖn‡Yi †ÿ‡Î †µZv‡`i wewfbœ `‡j wbw`©ó K‡i‡Qb Zviv n‡jv- cÖeZ©bKvix, `ªyZ 

MÖnYKvix, ª̀yZ AwaRb, wej‡¤̂ AwaRb I cÖvwšÍK| 
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e¨emvq †µZvi AvPiY 

Business Buyer Behavior 

 

D‡Ïk¨ 

 

G cvV †k‡l Avcwb-  

 †fv³v I e¨emvq †µZvi g‡a¨ cv_©K¨ ej‡Z cvi‡eb; Ges 

 e¨emvq †µZvi AvPi‡Yi g‡Wj eY©bv Ki‡Z cvi‡eb| 

 

A‡bK cÖwZôvb i‡q‡Q hviv e¨vcK cwigv‡Y KvuPvgvj, Drcvw`Z DcKiY, hš¿cvwZ BZ¨vw` Ab¨ cÖwZôv‡bi Kv‡Q 

weµq K‡i _v‡K hv P~ovšÍ cY¨ cÖ ‘̄‡Zi Rb¨ e¨eüZ nq| e¨emvq †µZv n‡jv hviv cY¨ cybt weµq ev cybt cÖ ‘̄‡Zi 

Rb¨ cY¨ µq K‡i _v‡K|  cybt weµq ev cybt cÖ ‘̄‡Zi mv‡_ RwoZ e¨w³ ev cÖwZôv‡bi mgš̂‡q e¨emvq evRvi ev 

mvsMVwbK evRvi MwVZ nq| †fv³v I e¨emvq †µZvi g‡a¨ cv_©K¨ i‡q‡Q hvi Kvi‡Y e¨emvq †µZvi AvPiY g‡Wj 

wfbœ n‡q _v‡K|  

 

†fv³v I e¨emvq †µZvi g‡a¨ cv_©K¨ 

Difference between Consumer and Business Market 

hw`I e¨emvq evRvi Ges †fv³v evRv‡ii g‡a¨ A‡bK wel‡q wgj i‡q‡Q, Zey wKQz wel‡q cv_©‡K¨i Rb¨ 

wecYbKvix‡K c„_K Kvh©µg MÖnY Ki‡Z nq| e¨emvq evRv‡i KvVv‡gvMZ I Pvwn`v wfwËK wKQy ‰ewkó¨ cwijw¶Z 

nq| †hgb- 

1. Aw ’̄wZkxj I D™¢~Z Pvwn`v (Fluctuating and Derived Demand): e¨emvwqK evRv‡i cY¨ ev †mevi 

Pvwn`v †ewkifvM †ÿ‡Î Aw ’̄wZkxj n‡q _v‡K| e¨emvq evRv‡ii cY¨ ev †mevi Pvwn`v †fvM¨ c‡Y¨i Pvwn`v 

†_‡K m„wó nq weavq G‡K A™¢yZ Pvwn`v e‡j| †`Lv hvq †fvM¨ c‡Y¨i Pvwn`v Aí e„w×‡Z e¨emvq c‡Y¨i 

Pvwn`vi e¨vcK cwieZ©b n‡Z cv‡i| A_©vr G evRv‡i c‡Y¨i Pvwn`v cvwicvwk¦©K wewfbœ Ae ’̄v Øviv cÖfvweZ 

nq| d‡j Pvwn`v cÖvqB DVvbvgv K‡i|  

2. Kg msL¨K e„nËi †µZv (Fewer but Larger Buyers): e¨emvq evRv‡i Kg msL¨K †µZv Ae ’̄vb K‡i 

wKš‘ Zviv AwaK cwigv‡Y cY¨ µq K‡i| KviY G evRv‡i cÖwZwbqZ ev Nb Nb µq msNwVZ nq bv| 

3. ‡fŠ‡MvwjKfv‡e †K›`ªxf~Z (Geographically Concentrated): G evRvi †fŠ‡MvwjKfv‡e †K›`ªxf~Z n‡q 

_v‡K| cÖavbZ G evRvi †Kv‡bv wbw`©ó I ¸iæZ¡c~Y© GjvKv‡K †K›`ª K‡i M‡o D‡V|  

4. Aw ’̄wZ ’̄vcK Pvwn`v (Inelastic Demand) : e¨emvq evRv‡ii Ab¨Zg cÖavb ‰ewkó¨ n‡jv G evRv‡ii wKQy 

wKQy c‡Y¨i Pvwn`v Aw ’̄wZ ’̄vcK ev Abgbxq| A_©vr †fvM¨ c‡Y¨i Pvwn`vi n«vm-e…w× NU‡jI e¨emvq evRv‡ii 

wKQy wKQy c‡Y¨i Pvwn`vi †Kv‡bv cwieZ©b N‡Ubv|  

5. mieivnKvix Ges e¨emvq †µZvi gv‡S wbKU m¤úK© (Close Relation between Supplier and Business 

Customer): ‡µZvi msL¨v Kg nIqvi mieivnKvix Ges mvsMVwbK †µZvi mv‡_ Zzjbvg~jKfv‡e wbKU 

m¤úK© we`¨gvb _v‡K| 

6. †ckvMZ µq (Professional Purchasing): †fv³vi µ‡qi Zzjbvq e¨emvq µ‡qi †¶‡Î RwUjZv †ewk 

†`Lv hvq| G µ‡qi †¶‡Î GKvwaK e¨w³ RwoZ _v‡K| GKwU KvVv‡gvMZ AvbyôvwbKZvi gva¨‡g µq 

cÖwµqv cwiPvwjZ nq|  

cvV-4.3 
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7. mivmwi µq (Direct Purchasing): AwaKvsk †¶‡Î †`Lv hvq e¨emvq †µZviv ga¨ ’̄Kvix‡`i Gwo‡q 

Drcv`‡Ki wbKU A_ev weµq Drm †_‡K cY¨ µq K‡i| G †kÖwYi cY¨ e¨q eûj, wewfbœ welq Øviv 

cÖfvweZ I RwUj cÖK…wZi nevi Kvi‡Y †µZviv mivmwi µq K‡i _v‡K|  

 

e¨emvq †µZvi AvPi‡Yi g‡Wj 

A Model of Business Buyer Behavior 

e¨emvq †µZvi AvPiY Abyaveb Ki‡Z n‡j wecYbKvix‡K mieivnKvix‡`i Ae¯’v, wm×všÍ MÖnY cÖwµqv, µq wm×v‡šÍi 

Ici cÖfve we Í̄viKvix Dcv`vbmg~n BZ¨vw` fvjfv‡e Rvb‡Z nq| e¨emvq †µZvi AvPiY we‡kølY GKwU RwUj 

cÖwµqv ZvB e¨emvq †µZvi AvPiY Abyaveb Kivi Rb¨ wecYbKvix wb‡¤œv³ cÖ‡kœi DËi Rvbvi †Póv Ki‡Z cv‡ib-  

e¨emvq †µZviv wK ai‡bi µq wm×všÍ MÖnY K‡i;mieivnKvix‡K Kxfv‡e wbe©vPb K‡i; †K wm×všÍ †bq; e¨emvq µq 

wm×všÍ cÖwµqvwU wK; e¨emvq µq wm×v‡šÍ cÖfve we Í̄viKvix Dcv`vb¸‡jv wK; Gme cÖ‡kœi DËi Rvbvi gva¨‡g 

wecYbKvix e¨emvq †µZv m¤ú‡K© GKwU aviYv wb‡Z cv‡i| wPÎ 4.8 G e¨emvq †µZvi AvPi‡Yi g‡Wj †`Lv‡bv 

n‡jv| G g‡W‡j e¨vL¨v Kiv n‡q‡Q †h wecYb Ges Ab¨vb¨ DÏxcK Kxfv‡e msMVb Ges c×wZ‡K cÖfvweZ K‡i hv 

†_‡K wbw`©ó †µZv mvovi m„wó nq| 

 

 

 

 

 

wecYb DÏxcK Ab¨vb¨ DÏxcK 

cY¨ 

g~j¨ 

¯ ’vb 

cÖmvi 

A_©‰bwZK 

cÖhyw³MZ 

ivR‰bwZK 

mvs¯ ‹…wZK 

cÖwZ‡hvwMZvg~jK 

‡µZvi mvov 

cY¨ cQ›` 

mieivnKvix cQ›` 

AW©v‡ii cwigvY 

mieiv‡ni kZ© I mgq 

‡mevi kZ© 

cwi‡kv‡ai kZ© 

wPÎ 4.8:e¨emvq †µZvi AvPiY g‡Wj 

 

µq cÖwZôvb 

 

 

 

 

 

 

 

 

(mvsMVwbK cÖfve) 

µq ‡K› ª̀ 

 

 

 

 

(Avš Íte¨w³K I e¨w³MZ 

cÖfve) 

 

 

 

 

 

µq wm×vš Í 

cÖwµqv 

 

 

 

 

 

 

 

(mvsMVwbK e¨emvq µ‡qi †¶‡Î cÖ_g we‡ePbvi welq n‡jv cwi‡ek| `yB ai‡bi DÏxcK e¨emvq µq‡K cÖfvweZ K‡i| cÖ_gZ, 

wecYb DÏxcK hv †fv³v evRv‡ii g‡Zv e¨emvq µ‡qi †¶‡ÎI wecYb wgkª‡bi PviwU Dcv`vb †hgb-cY¨, g~j¨, ’̄vb 

Ges cÖmvi wb‡q MwVZ| wØZxqZ, Ab¨vb¨ DÏxcK¸‡jv n‡”Q- A_©‰bwZK, KvwiMwi, ivR‰bwZK, mvs¯‹…wZK Ges 

cÖwZ‡hvwMZvg~jK| wecYb DÏxcK Ges Ab¨vb¨ DÏxcKmg~n msMV‡b cÖ‡ek K‡i Ges †µZvi mvovq cwiYZ nq| 

hvi gva¨‡g †µZv Zvi cY¨, †mev cQ›` K‡i; mieivnKvix cQ›` K‡i, AW©v‡ii cwigvY wba©viY K‡i, †Wwjfvix Ges 

g~j¨ cwi‡kv‡ai kZ© cQ›` K‡i _v‡K| G DÏxcKmg~n Kxfv‡e msMVb‡K cÖfvweZ K‡i Zv wecYbKvix‡K eyS‡Z nq| 

e¨emv‡qi µq Kv‡Ri `ywU w`K _v‡K| cÖ_gZ, µq †K›`ª- hv µq wm×v‡šÍi mv‡_ mswkøó e¨w³‡`i wb‡q MwVZ| µq 

†K›`ª msMV‡bi µq cÖwµqv‡K cÖfvweZ K‡i _v‡K| GQvov wewfbœ cÖwZôv‡bi µq wm×všÍ cÖwµqv wewfbœ iKg n‡q 

_v‡K| †QvU msMVb Ges e„nr msMV‡bi µq wm×všÍ cÖwµqvi cÖK…wZ wfbœZi n‡q Zv‡K| GQvov e¨emv‡qi Af¨šÍixb 

AvPiY, wbR¯̂ ms¯‹…wZ BZ¨vw` welqmg~n µq cÖwµqv‡K cÖfvweZ K‡i| G mKj Dcv`vb Øviv mvsMVwbK †µZvi 

AvPiY Kxfv‡e cÖfvweZ n‡”Q Zv g~j¨vqb K‡i wecYbKvix wecYb Kvh©µg cwiPvjbv K‡i _v‡K| 
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mvims‡ÿc:  

e¨emvq †µZv n‡jv hviv cY¨ cybt weµq ev cybt cÖ ‘̄‡Zi Rb¨ cY¨ µq K‡i _v‡K|  cybt weµq ev cybt cÖ ‘̄‡Zi 

mv‡_ RwoZ e¨w³ ev cÖwZôv‡bi mgš̂‡q e¨emvq evRvi ev mvsMVwbK evRvi MwVZ nq| †fv³v I e¨emvq †µZvi 

g‡a¨ cv_©K¨ i‡q‡Q hviKvi‡Y e¨emvq †µZvi AvPiY g‡Wj wfbœ n‡q _v‡K| hw`I e¨emvq evRvi Ges †fv³v 

evRv‡ii g‡a¨ A‡bK wel‡q wgj i‡q‡Q, Zey e¨emvq evRv‡ii KvVv‡gvMZ I Pvwn`v wfwËK wKQy ‰ewk‡ó¨ cv_©‡K¨i 

Rb¨ wecYbKvix‡K c„_K Kvh©µg MÖnY Ki‡Z nq| G ˆewk‡ó¨i g‡a¨ i‡q‡Q Kg msL¨K e…nËi †µZv, 

†fŠ‡MvwjKfv‡e †K› ª̀xf~Z, Aw ’̄wZ ’̄vcK Pvwn`v, mieivnKvix Ges e¨emvq †µZvi gv‡S wbKU m¤úK©, †ckvMZ 

µq I mivmwi µq| e¨emvq µ‡qi †¶‡Î cÖ_g we‡ePbvi welq n‡jv cwi‡ek| `yB ai‡bi DÏxcK e¨emvq µq‡K 

cÖfvweZ K‡i| wecYb DÏxcK hv †fv³v evRv‡ii g‡Zv e¨emvq µ‡qi †¶‡ÎI wecYb wgkª‡bi, Ges Ab¨vb¨ 

DÏxcK¸‡jv n‡”Q- A_©‰bwZK, KvwiMwi, ivR‰bwZK, mvs¯‹…wZK Ges cÖwZ‡hvwMZvg~jK| wecYb DÏxcK Ges 

Ab¨vb¨ DÏxcKmg~n msMV‡b cÖ‡ek K‡i Ges †µZvi mvovq cwiYZ nq| hvi gva¨‡g †µZv Zvi cY¨, †mev cQ›` 

K‡i; mieivnKvix cQ›` K‡i, AW©v‡ii cwigvY wba©viY K‡i, †Wwjfvix Ges g~j¨ cwi‡kv‡ai kZ© cQ›` K‡i 

_v‡K| e¨emv‡qi µq Kv‡Ri `ywU w`K _v‡K| cÖ_gZ, µq †K›`ª- hv µq wm×v‡šÍi mv‡_ mswkøó e¨w³‡`i wb‡q 

MwVZ| GQvov e¨emv‡qi Af¨šÍixb AvPiY, wbR¯̂ ms¯‹…wZ BZ¨vw` welqmg~n µq cÖwµqv‡K cÖfvweZ K‡i|  
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e¨emvq †µZvi µq wm×všÍ cÖwµqv 

Business Buyers’ Buying Decision Process 

 

D‡Ïk¨ 

 

G cvV †k‡l Avcwb-  

 µq cwiw ’̄wZi cÖKvi‡f` e¨vL¨v Ki‡Z cvi‡eb; 

 e¨emvq µq cÖwµqvq AskMÖnYKvixiv Kviv Zv ej‡Z cvi‡eb; Ges 

 e¨emvq †µZvi wm×všÍ MÖnY cÖwµqv eY©bv Ki‡Z cvi‡eb| 

 

e¨emvq cY¨ µ‡qi Kvh©µg cÖwµqv ïiæ Kivi mgq cÖ_‡gB †µZv †R‡b †bq †Kv‡bv µq cwiw ’̄wZi Rb¨ e¨emvq cY¨ 

µq Ki‡Q| cÖ‡qvRb Abymv‡i †µZv KL‡bv wbqwgZ mieivnKvwi ev m¤ú~Y© bZzb mieivnKvwii KvQ †_‡K e¨emvq 

cY¨ µq K‡i _v‡K| e¨emvq †µZv cY¨ µq Kivi mgq mvaviYZ GKv wm×všÍ wb‡Z cv‡i bv| µq wm×všÍ MÖn‡Y 

AskMÖnYKvwi e¨w³ ev cÖwZôv‡bi m¤§wZµ‡g µq Kiv nq| e¨emvq cY¨ µ‡q Gme cwiw ’̄wZ we‡ePbvq †i‡LB cY¨ 

µ‡qi Kvh©µg ïiæ Kiv nq| e¨emvq cY¨ µ‡qi cÖwµqvq AvUwU avc m¤úbœ K‡i e¨emvq cY¨ µq Kiv nq| 

 

µq cwiw ’̄wZ 

Buying Situations 

e¨emvq c‡Y¨i †µZviv wewfbœ ai‡bi µq wm×všÍ MÖnY K‡i _v‡K hv wbf©i K‡i e¨emv‡qi cÖK…wZi, bZzb cY¨ µq 

Kivi cÖ‡qvRb Av‡Q wKbv BZ¨vw`i Ici| †QvU cÖwZôvb Ges eo cÖwZôv‡bi µq wm×v‡šÍi g‡a¨ cv_©K¨ †`Lv hvq| 

µq cwiw ’̄wZi aiY Abyhvqx wm×v‡šÍi msL¨v Kg †ewk nq| wb‡¤œ e¨emvq c‡Y¨i †µZv‡`i wewfbœ cÖKvi µq wm×v‡šÍ 

aiY Av‡jvPbv Kiv n‡jv- 

K)  mivmwi cybtµq (Straight rebuy): e¨emvq c‡Y¨i wbqwgZ µq cÖwµqv‡K mivmwi µq cÖwµqv ejv nq KviY 

GLv‡b †µZv †Kv‡bv wKQy cwieZ©b bv K‡i mivmwi c~e©eZx µq Abyhvqx cybtµ‡qi AW©vi w`‡q Zv‡K| mvaviYZ 

c~‡e©i µq hw` †µZv‡K cy‡ivcywi Z…wß w`‡q _v‡K| ZLb †m µq wm×všÍ cwieZ ©b bv K‡iB c~‡e©i wm×všÍ‡K 

AbymiY K‡i| G ai‡bi µq †¶‡Î cY¨ cwieZ©b Ges mieivnKvix cwieZ©b Kiv nq bv ej‡jB P‡j| 

mieivnKvixMY wbqwgZ AW©vi cÖvwßi Avmvq cY¨ I †mevi gvb eRvq ivL‡Z †Póv K‡i| wbZ¨ ‰bwgwËK µ‡qi 

†¶‡Î evievi AW©vi cÖ`v‡bi Sv‡gjv †_‡K †invB cvIqvi D‡Ï‡k¨B mvaviYZ G ai‡bi mivmwi cybtµq AW©vi 

†`qv nq|  

L) ms‡kvwaZ cybtµq (Modified Rebuying): ms‡kvwaZ cybtµ‡qi †¶‡Î †µZv cY¨ µ‡qi wewfbœ e¨vcv‡i wewfbœ 

ai‡bi cwieZ©b Avb‡Z Pvq| we‡klZ ms‡kvwaZ cybtµ‡qi †¶‡Î †µZviv cY¨ µ‡qi Rb¨ bZzb kZ© cÖ`vb 

K‡i| mvaviYZ c‡Y¨i ¸bv¸b, g~j¨, †mev kZ©, mieivn cÖwµqv BZ¨vw` †¶‡Î wKQyUv cwieZ©b wb‡q Avkv nq| 

G µ‡qi †¶‡Î cyivZb mieivnKvix‡`i g‡a¨ AwbwðqZv KvR K‡i Ges eZ©gvb Ae ’̄v a‡i ivLvi Rb¨ me©vZœK 

†Póv K‡i| Ab¨w`‡K evB‡ii mieivnKvixiv G kZ©¸wj‡K GKUv my‡hvM wn‡m‡e we‡ePbv K‡i _v‡K| A‡bK 

mgq eo cÖwZôvbmg~n ms‡kvwaZ cybtµ‡qi gva¨‡g e¨emvwqK myweav Av`vq Ki‡Z Pvq| 

M) bZzb KvR (New Task): bZzb µ‡qi †¶‡Î cÖwZôvb cÖ_gev‡ii gZ GKwU cY¨ ev †mevi µ‡qi Rb¨ cÖ ‘̄wZ 

MÖnY K‡i| bZzb KvR ej‡Z †Kv‡bv c‡Y¨i bZzb µ‡qi m~Pbv‡K eySvq| G µ‡qi Rb¨ µq wm×všÍ MÖnY cÖwµqvi 

cÖ‡qvRb nq| †h‡nZz cÖ_gev‡ii gZ GKwU cÖwZôvb µq Kv‡h© AskMÖnY K‡i d‡j GLv‡b †µZvi SuywKi cwigvY 

†ewk _v‡K| G SuywK n«vm Kivi Rb¨ †µZv‡K e¨vcK Z_¨ msMÖn I Z_¨ g~j¨vqb Ki‡Z nq| GLv‡b cÖ_gev‡ii 

gZ c‡Y¨i ˆewkó¨, g~j¨, kZ©, †mev, AW©vi BZ¨vw` wel‡q mZ©K _vK‡Z nq| G µ‡qi †¶‡Î cÖwZôv‡bi D”P 

e¨e ’̄vcbvi (Top Management) wm×všÍ RwoZ _v‡K|  

cvV-4.4 
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cwi‡k‡l ejv hvq †h, e¨emvq evRv‡ii DwjøwLZ ¸Yv¸Y ev ˆewkó¨¸‡jv e¨vcK we‡køl‡Yi gva¨‡g wecYb wm×všÍ MÖnY 

Ki‡Z nq| e¨emvq wecYb Kvh©µg me©Î e¨_©Zvq ch©‡ewkZ nq| 

 

e¨emvq µq cÖwµqvq AskMÖnYKvixiv 

Participants in the Business Buying Process 

e¨emvq c‡Y¨i µq-weµq cÖwµqvq wecyj cwigvY A‡_©i mv‡_ mv‡_ GKvwaK e¨w³ G cÖwµqv‡Z RwoZ _v‡K| 

µqKvwi cÖwZôv‡bi †h Ask G wm×všÍ †bq Zv‡K µq †K›`ª e‡j| µq †K‡›`ª †h mKj m`m¨MY RwoZ _v‡K Zviv µq 

cÖwµqv‡Z wb¤œwjwLZ f~wgKv cvjb K‡i _v‡K- 

K) m~PbvKvix (Initiators): µq cÖwµqvq m~PbvKvixiv cÖ_g cY¨ µq m¤ú‡K© cÖ Í̄ve K‡i| Giv cY¨wUi e¨enviKvix 

A_ev msMV‡bi Ab¨ †h‡KD n‡Z cv‡i| m~PbvKvix GKwU c‡Y¨i cÖ‡qvRbxqZv m¤̂‡Ü cÖ_‡g Abyfe (Feel) K‡i| 

L) e¨enviKvix (Users): hviv cY¨wU ev †mevwU e¨envi K‡i| Giv A‡bK mgq µ‡qi cÖ Í̄ve w`‡q _v‡K Ges c‡Y¨i 

¸bv¸b, ˆewkó¨ BZ¨vw` we‡køl‡Y we‡kl f~wgKv iv‡L| 

M) cÖfve we Í̄viKvix (Influencers): G m`m¨iv cY¨ µq wm×v‡šÍi Ici cÖfve we Í̄vi K‡i| G m`m¨‡`i cY¨ m¤̂‡Ü 

we‡kl Ávb _v‡K Ges µ‡qi e¨vcv‡i AwfÁ n‡q _v‡K| we‡kl KvwiMwi Ávb m¤úbœ e¨w³iv mvaviYZ cÖfve 

we Í̄viKvix n‡q _v‡K I cY¨ g~j¨vqb I we‡køl‡Y we‡kl f~wgKv iv‡L| 

N) wba©viYKvix (Deciders): G m`m¨iv wewfbœ cY¨ µq Ges Zv‡`i wKQy †gŠwjK cÖ‡kœi DË‡ii mv‡_ RwoZ _v‡K| 

wK cY¨ µq Kiv n‡e, †Kv_v †_‡K µq Kiv n‡e, KZ g~‡j¨ µq Kiv n‡e, †Kv‡bv mgq µq Kiv n‡e BZ¨vw` 

wel‡q wm×všÍ cÖ`vb K‡i _v‡Kb|  

O) Aby‡gv`bKvix (Approvers): wba©viYKvix †h mKj wel‡qi wm×všÍ wb‡q _v‡K, Aby‡gv`bKvixiv †m mKj 

wel‡qi AvbyôvwbK A_ev AvbyôvwbK Aby‡gv`‡bi ¶gZv iv‡Lb| mvaviYZ wba©viYKvixiv †h µq cÖ Í̄ve †ck 

K‡ib Aby‡gv`vbKvixiv †mB cÖ Í̄ve cvk K‡i A_ev evwZj Kivi ¶gZv iv‡L| 

P) †µZv (Buyers): hviv cY¨ µ‡qi e¨vcv‡i AvbyôvwbK mKj cÖKvi Kvh©vewj m¤úv`b K‡ib Ges P~ovšÍ µq 

m¤úv`‡bi AwaKvi iv‡Lb| Giv P~ovšÍfv‡e mieivnKvix wbe©vPb K‡i Ges µq kZ© wba©vi‡Yi AvbyôvwbK ¶gZvi 

AwaKvix nq| hw`I mieivnKvix wVK KivB G m`m¨‡`i cÖavb KvR ZviciI P~ovšÍ µ‡qi mgq wewfbœ wel‡q 

cÖfve we Í̄vi K‡i _v‡K| RwUj µ‡qi †¶‡Î Giv †Kv¤úvwbi µq AW©vi I kZ© AbymiY K‡i _v‡K| 

Q) †MUwKcvi (Gatekeepers): hviv µq-weµq cÖwµqvq A‡b¨i wbKU Z_¨ cÖevn wbqš¿Y K‡i ZvivB †MBUwKcvi| 

A‡bK mgq †MUwKcv‡ii Kvi‡Y G‡R›U ev mieivnKvixiv cÖK…Z e¨enviKvix, wm×všÍKvix A_ev Aby‡gv`bKvixi 

mv‡_ †hvMv‡hv‡Mi †¶‡Î evavMÖ ’̄ n‡q _v‡K| Zviv G †hvMv‡hvM cÖwµqv wbqš¿Y K‡i| D`vniY wn‡m‡e ejv hvq, 

Af¨_©bvKvix (Receptionists), †Uwj‡dvb Acv‡iUi, GgbwK e¨w³MZ mwPe hviv  c ÖK…Z e¨enviKvix, wm×všÍ 

cÖ`vbKvix‡`i mv‡_ weµqKgx©‡`i †hvMv‡hv‡M evav m„wó Ki‡Z cv‡i †MUwKcvi wn‡m‡e| 

mvaviYZ †QvU cÖwZôv‡b Ges wbqwgZ cY¨ µ‡qi †¶‡Î mKj m`m¨‡`i Dcw ’̄wZ _v‡Kbv| GLv‡b wm×všÍKvix Ges 

†µZvi f~wgKvB †ewk ¸iæZ¡c~Y© _v‡K| wKš‘ RwUj A_ev KvwiMwi µ‡qi †¶‡Î mKj m`m¨‡`i Dcw ’̄wZ †`Lv hvq| 

wecYbKvwi‡K fvjfv‡e Rvb‡Z n‡e †Kvb cY¨ cÖwZôv‡bi Rb¨ ¸iæZ¡c~Y©, G‡`i e¨enviKvix Kviv, Kviv wm×všÍ MÖnY 

cÖwµqvq RwoZ, Ges Kviv P~ovšÍ µq m¤úv`b Ki‡e BZ¨vw` welq we‡ePbv K‡i †mfv‡e Zv‡`i mv‡_ †hvMv‡hvM i¶v 

Ki‡Z n‡e|  

 

e¨emvq †µZvi Dci cÖfve we Í̄viKvix Dcv`vb 
Major Influence on Business Buyers 
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e¨emvq †µZvi µq wm×v‡šÍi Dci g~jZ PviwU Dcv`vb cÖfve we Í̄vi K‡i hv wPÎ 4.9 G †`Lv‡bv n‡q‡Q| cwi‡ekMZ 

Dcv`v‡bi g‡a¨ i‡q‡Q A_©‰bwZK eZ©gvb I m¤¢ve¨ Ae ’̄v hvPvB, mieiv‡ni kZ© wbw`©ó Kiv, cÖhyw³MZ cwieZ©b 

Rvbv, ivR‰bwZK I AvBbvbyM wbqgKvbyb m¤ú‡K© Rvbv, cÖwZ‡hvwMi Ae ’̄v Ges mvs¯‹„wZK I cÖ_vMZ welqmg~n| 

cÖwZwU e¨emvq cÖwZôv‡bi wbR¯̂ mvsMVwbK D‡Ïk¨, ixwZbxwZ, †KŠkj, KvVv‡gv, MVb I c×wZ i‡q‡Q| A‡bK mgq 

e¨emvq †µZv Zvi cÖwZôv‡bi µq wefvM‡K DbœZ Kivi †Póv K‡i; Avevi A‡bKmgq `xN©‡gqv‡` Pzw³, ‡K›`ªxf~Z µq 

I mwVK mg‡q Drcv`b c×wZi gva¨‡g mvsMVwbK Kvh©µg m¤úv`b K‡i| e¨emvq cÖwZôv‡bi µq‡K‡›`ªi wewfbœ 

m`m¨‡`i g‡a¨ cvi¯úwiK m¤úK©‡K AvšÍte¨w³K Dcv`vb ejv nq| µq‡K‡›`ªi cÖ‡Z¨K m`m¨ G‡K Ac‡ii mv‡_ 

m¤úK©, Zv‡`i cÖfve, KZ…©Z¡, `ÿZv, MwZkxjZv wewfbœfv‡e cÖfve we Í̄vi K‡i| e¨emvq µqwm×všÍ cÖwµqvq 

AskMÖnYKvix cª‡Z¨‡Ki e¨w³MZ ˆewkó¨I e¨cKfv‡e cÖfvewe Í̄vi K‡i| AskMÖnYKvix‡`i eqm, Avq, wkÿv, 

†ckvMZ cwiwPwZ, e¨w³Z¡, SzuwKi cÖwZ g‡bvfve, jÿ¨, cÖZ¨ÿY, Ges AMÖvwaKvi BZ¨vw` welqvw` GLv‡b ¸iæZ¡c~Y© 

f~wgKv cvjb K‡i|  
 

 

 

e¨emvq †µZvi wm×všÍ MÖnY cÖwµqv 
Business Buyers’ Decision Making Process  

e¨emvq c‡Y¨i †µZviv wb‡Ri e¨w³MZ cÖ‡qvR‡b cY¨ µq K‡i bv K‡i g~jZ cybtDrcv`‡bi Rb¨ cY¨ µq K‡i| 

GKvi‡Y G c‡Y¨i wm×všÍ MÖnY cÖwµqvq wfbœZv i‡q‡Q| mvaviYZ bZzb ai‡bi cY¨ A_ev cÖwZôv‡bi cÖ_gevi e¨emvq 

cY¨ µ‡qi †ÿ‡Î †µZv wb¤œwjwLZ wPÎ 4.10 Gi AvUwU Í̄i AwZµg K‡i cY¨ µq K‡i _v‡K|  

1. mgm¨v kbv³KiY (Problem Recognition): cÖwZôvb hLb †Kv‡bv mgm¨v ev cÖ‡qvRb Abyfe K‡i, hv cY¨ 

ev †mevi µ‡qi gva¨‡g †gUv‡bv hvq, ZLb †_‡KB e¨emvq c‡Y¨i µq cÖwµqv Avi¤¢ nq| wewfbœ fv‡e G 

mgm¨v kbv³ Kiv hvq| †hgb: †Kv‡bv bZzb cY¨ Drcv`‡bi Rb¨ Avevi,  eZ©gvb cY¨‡K Dbœq‡bi Rb¨  

cÖwZôv‡bi wewfbœ ai‡bi KuvPvgvj, †gwkb- hš¿cvwZ BZ¨vw`i cÖ‡qvRb n‡Z cv‡i|  

mgm¨v 

mbv³KiY 

cÖ‡qvR‡bi 

eY©bv  

mieivnKvix 

AbymÜvb 

AW©vi iæwUb 

mywbw ©̀óKiY 

Kvh©µg 

chv©‡jvPbv 

wPÎ 4.10: †µZvi µq cÖwµqv 

 

mieivnKvix 

wbe©vPb 

cÖ Í̄ve 

msMÖn 

cY¨ 

mywbw ©̀óKiY  

wPÎ 4.9: e¨emvq †µZvi AvPi‡Yi Dci cÖfve we Í̄viKvix Dcv`vbmg~n 

 

cwi‡ek 

 

A_©bxwZ 

mieiv‡ni kZ© 

cÖhy&w³ 

ivR‰bwZK/ 

wbqgKvbyb 

cÖwZ‡hvwMZv 

ms¯‹„wZ I cÖ_v 

mvsMVwbK 

 

D‡Ïk¨ 

‡KŠkjmg~n 

KvVv‡gv 

MVb 

c×wZ 

‡µZv 

e¨w³MZ 

 

eqm, wkÿv, 

c`ghv©`v 

D‡Ïk¨ 

e¨w³Z¡ 

AMÖvwaKvi 

AvšÍte¨w³K 

 

cÖfve 

KZ…©Z¡ 

`ÿZv 

MwZkxj 
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2. cÖ‡qvR‡bi eY©bv (Need Description): mgm¨v kbv³ Kivi ci †µZv‡K cÖ‡qvR‡bi eY©bv K‡i Ges c‡Y¨i 

ˆewkó¨ Ges cwigvY wba©vi‡Y AMÖmi nq| aiv hvK- †Kv‡bv c‡Y¨i gvb Dbœqb A_ev †gvoK cwieZ©b `iKvi 

A_ev †gwkb weKj nevi Kvi‡Y Drcv`b eÜ i‡q‡Q welq wZbwUi Avjv`v nevi Rb¨ cÖ‡qvRb‡K wfbœ 

wfbœfv‡e eY©bv Ki‡Z nq|  A‡bK mgq cÖwZôv‡bi c‡¶ Zvi cÖ‡qvR‡bi eY©bv cÖ`vb m¤¢eci nq bv| †mB 

†¶‡Î AwfÁ wecYbKvwi e¨emvq c‡Y¨i †µZv‡K Zvi cÖ‡qvR‡bi eY©bv cÖ`vb mnvqZv Ki‡Z cv‡i|  

3. cY¨ mywbw`©óKiY (Product Specification): cY¨ cÖ‡qvR‡bi eY©bvi ci †µZv‡K c‡Y¨i KvwiMwi 

(Technical)  gvb I ˆewkó¨ wVK K‡i| cY¨ mywbw`ó Kivi Rb¨ †µZv KZ¸‡jv cÖ‡kœi gva¨‡g cY¨‡K 

mywbw`©ó K‡i hv wb¤œiƒc- 

 cÖkœ weeiY 

01. cY¨wU cÖK…Z e ‘̄MZfv‡e g~j¨evb wKbv? 

02. cY¨wU †_‡K cÖvß myweav Ges LiP AvbycvwZK wKbv? 

03. cY¨wUi mKj ˆewkó¨ wK cÖ‡qvRbxq? 

04. cY¨wU e¨env‡ii Av‡iv fvj †Kv‡bv weKí Av‡Q wKbv? 

05. c‡Y¨i †Kv‡bv cÖ‡qvRbxq Ask ¯̂í e¨‡q cvIqv hv‡e wKbv? 

06. cÖ‡qvRbxq †Kv‡bv DrK…ó cY¨ wK cvIqv hv‡e? 

07. h_vh_ hš¿cvwZ w`‡q wK cY¨wU ˆZwi Kiv n‡q‡Q? 

08. cY¨wU e¨env‡ii mv‡_ Ab¨vb¨ LiP¸‡jv wK Ges KZ? 

09. Ab¨ †Kv‡bv mieivnKvix wK Kg g~‡j¨ cY¨wU w`‡Z cvi‡e? 

10. Ab¨ †Kv‡bv cÖwZôvb wK Kg `v‡g cY¨wU wK‡b‡Q? 

G cÖkœ¸‡jvi DËi Rvbvi gva¨‡g f¨vjy we‡kølY K‡i †µZv cY¨‡K mywbw`©ó K‡i| G‡ÿ‡Î cÖwZôvb Zv‡`i 

cY¨ gvb wbw`©óKi‡Y wewfbœ wefv‡Mi mgš̂q K‡i _v‡K| 

4. mieivnKvix AbymÜvb (Supplier Search): †µZv Gic‡i m‡e©vËg we‡µZv ev mieivnKvix Luy‡R †ei Kivi 

Rb¨ †Póv Pvjvq| wewfbœ Drm †_‡K †µZv G mieivnKvixi AbymÜvb Ki‡Z cv‡i| †µZv cÖ_gZ e¨emvq 

cÖwZôv‡bi ZvwjKv ev †UªW wW‡i±ix †_‡K Zvi mieivnKvixi Z_¨ msMÖn Ki‡Z cv‡i| G‡ÿ‡Î Zvi mgq 

Ges Li‡Pi DfqB Kg n‡q _v‡K| GQvovI  B›Uvi‡bU,  †Uwj‡dv‡b A_ev mivmwi Ab¨vb¨ cÖwZôv‡bi mv‡_ 

†hvMv‡hvM K‡i mieivnKvixi Z_¨ †bqv †h‡Z cv‡i| e¨emvq c‡Y¨i †µZv‡`i me©`v mieivnKvwi‡`i Drm 

m¤ú‡K© Ávb ivL‡Z nq †hb cÖ‡qvR‡bi mgq mn‡RB Zv‡`i mv‡_ †hvMv‡hvM Kiv hvq| 

5. cÖ Í̄ve msMÖn (Proposal Solicitation): mieivnKvwi AbymÜv‡bi cieZx© KvR n‡jv mieivnKvwi‡`i wbKU 

†_‡K cÖ Í̄ve AvnŸvb| AbymÜv‡bi mgqB mieivnKvwi‡`i m¤ú‡K© e¨emvq c‡Y¨i †µZvi GKUv cÖv_wgK 

aviYv Rb¥  wb‡q _v‡K| †mB fv‡e wKQy wbe©vwPZ mieivnKvwi‡K AvbyôvwbK cÖ Í̄ve AvnŸv‡bi Rb¨ Avgš¿Y 

Kiv nq| G mgq mieivnKvwi cÖwZôvb Zv‡`i c‡Y¨i we Í̄vwiZ weeiY, K¨vUvjM BZ¨vw` welq e¨emvq c‡Y¨i 

†µZvi wbKU †cÖiY K‡i A_ev Zv‡`i weµq cÖwZwbwa †cÖiY K‡i _v‡K| weµq cÖwZwbwa cY¨ weµ‡qi wewea 

welq wb‡q mivmwi †µZvi wbKU Av‡jvPbv K‡i _v‡K| RwUj I e¨qeûj c‡Y¨i †¶‡Î †µZv mvaviYZ 

mieivnKvwii wbKU †_‡K AvbyôvwbK wjwLZ we Í̄vwiZ cÖ Í̄ve AvnŸvb K‡ib|  

6. mieivnKvix wbe©vPb (Supplier Selection): cÖ Í̄ve AvnŸv‡bi cieZx© c`‡¶c n‡jv mieivnKvix wbe©vPb| 

µq †K‡›`ªi m`m¨iv cÖ Í̄ve¸‡jv ch©v‡jvPbv K‡i Ges †mLvb †_‡K Zviv mieivnKvwi wbe©vPb K‡i| mvaviYZ 

mieivnKvwi wbe©vP‡bi †¶‡Î GKwU c¨v‡bj ˆZwi Kiv nq hviv mieivnKvwii wewfbœ w`K we‡ePbv K‡i 

_v‡Kb| mieivnKvix wbe©vP‡b wb¤œwjwLZ welqmg~n we‡ePbv Kiv nq- 

K) c‡Y¨i ¸Y (Quality of Product): †Kv‡bv GKwU cÖwZôvb gvb m¤§Z cY¨ mieivn Ki‡Z cvi‡j 

Zv‡K wbe©vPb Kiv n‡q _v‡K|  
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L) AwfÁZv (Experience): wbe©vP‡bi mgq AwfÁZvi welqwU we‡ePbv Ki‡Z nq| we‡kl K‡i wKQy 

RwUj c‡Y¨i †¶‡Î mieivnKvix cÖ_g ev‡ii gZ cY¨ mieivn Ki‡Q wKbv, Gi c~e© AwfÁZv Av‡Q 

wKbv, hw` _v‡K Z‡e wK ai‡bi AwfÁZv- we‡ePbvq Avbv nq| 

M) e¨emvq kZ© (Trade Term): †µZvi cÖZ¨vwkZ kZ© Abyhvqx cY¨ mieivn Ki‡Z cvi‡e wKbv 

†hgb- wKQy †µZv evwK‡Z cY¨ µq Ki‡Z Pvq, wKQy †µZv AMÖxg cY¨ †c‡Z Pvq| †h mKj 

mieivnKvwi †µZvi mvwe©K kZ© c~i‡Yi ¶gZv iv‡L Zv‡`i wbe©vP‡bi mgq ¸iæZ¡ †`qv nq| 

N) my‡hvM myweav (Other Facilities): ‡µZv mieivnKvwi wbKU †_‡K wewfbœ ai‡bi my‡hvM myweav 

cÖZ¨vkv K‡i| †hgb: cwieniY myweav, ¸`vgRvZKiY myweav, KvwiMwi myweav, Ae¨eüZ cY¨ †diZ 

myweav BZ¨vw`| G mKj myweav cÖ`v‡bi mieivnKvwii ¶gZv KZUzKz Zv we‡ePbv Kiv nq| 

O) Dchy³Zv (Appropriate): mieivnKvwii h_vh_ †hvM¨Zv Av‡Q wKbv cY¨ miiv‡ni Rb¨ †mB 

w`KwU wbe©vP‡bi mgq †`L‡Z nq| 

P) g~j¨ (Price): mieivnKvwi wbe©vP‡bi me‡P‡q ¸iæZ¡c~Y© Ges cÖavb welq n‡jv g~j¨| mieivnKvix 

mwVK g~‡j¨ gvbm¤§Z cY¨ mieivn Ki‡Z cvi‡e wKbv Zv we‡ePbv Kiv nq|  

Q) Ab¨vb¨ (Others): GQvov mieivnKvwi wbe©vP‡bi †¶‡Î e¨w³MZ m¤úK©, mieivnKvwii AvPvi 

AvPiY, mieivnKvwi cÖwZôv‡bi mybvg, Kv‡Ri g~j¨vqb, mieivnKvwi wbqš¿Y BZ¨vw` mKj welq 

we‡ePbv Kiv n‡q _v‡K|   

7. AW©vi iæwUb wbw`©óKiY (Order Routine Specification): mieivnKvix wbe©vPb †kl n‡j e¨emvq c‡Y¨i 

†µZv G ch©v‡q AW©vi iæwUb wbw`©ó Ki‡e| AW©vi wbw`©óKi‡Yi mgq AvbyôvwbK wKQy welq we‡ePbv Ki‡Z 

nq| cY¨kZ© Ges e¨emvwqK kZ©¸wj AvbyôvwbK fv‡e D‡jøL _v‡K| c‡Y¨i we Í̄vwiZ weeiY, we‡kl K‡i µq 

bxwZi cÖavb w`Kmg ~n †hgb- mwVK ¸b, mwVK cwigvY, mwVK mgq, mwVK g~j¨ BZ¨vw` welq¸‡jv D‡jøL 

Ki‡Z nq| GQvovI G‡Z Av‡iv wKQy welq D‡jøL _v‡K †hgb-wba©vwiZ mieivnKvwi‡K P~ovšÍ AW©vi cÖ`vb, 

KvwiMwi gv‡bi ZvwjKv cÖYqb, cY¨ cwigvY, †diZ cÖ`vb bxwZ, M¨vivw›U BZ¨vw`|  

8. Kvh©m¤úv`b ch©v‡jvPbv (Performance Review): AW©vi iæwUb wbw`©óKi‡bi ci †_‡K mieivnKvwi AW©vi 

Abyhvqx †µZv‡K cY¨ mieivn Ki‡e| G Í̄‡i †µZv mieivnKvwii bvbvwea Kvh©µg g~j¨vqb Ki‡e| we‡kl 

K‡i AW©vi wbw`©óKi‡Y †h mKj welq D‡jøL wQj Zvi mv‡_ mieivnKvwii Kvh©µg KZUv msMwZc~Y© †mUv 

g~j¨vqb Ki‡e; mieivnKvwii mieivnK…Z c‡Y¨i ¸bMZgvb wVK Av‡Q wKbv; mieivnKvwi mgqgZ cY¨ 

mieivn K‡i‡Q wKbv BZ¨vw`| m‡e©vcwi iæwUb AW©v‡i †h mKj kZ© wQj †mkZ©¸‡jvi †¶‡Î mieivnKvwi 

Zvi `vq `vwqZ¡ mwVK fv‡e cvjb K‡i‡Q wKbv G mKj welq g~j¨vqb K‡i †µZv mieivnKvwii mv‡_ 

wbqwgZ e¨emv Ki‡Z cv‡i, A_ev wewfbœ †jb‡`‡bi ms‡kvab K‡i e¨emv Pvjv‡Z cv‡i wKsev Zv‡K ev`I 

w`‡Z cv‡i|  

cwi‡k‡l ejv hvq †h,  e¨emvq c‡Y¨i µq-weµ‡qi †¶‡Î mvaviYZ D‡jøwLZ AvUwU Í̄i AwZµg Ki‡Z nq| †QvU 

cÖwZôvb Ges wbqwgZ mvaviY cY¨ µ‡qi mgq †µZv AwZµg K‡i bv Z‡e RwUj c‡Y¨i †¶‡Î mKj Í̄i AwZµg 

Ki‡Z nq|  

 

 

 

mvims‡ÿc:  

e¨emvq c‡Y¨i †µZviv wewfbœ ai‡bi µq wm×všÍ MÖnY K‡i _v‡K hv wbf©i K‡i e¨emv‡qi cÖK…wZi, bZzb cY¨ µq 

Kivi cÖ‡qvRb Av‡Q wKbv BZ¨vw`i Ici| e¨emvq c‡Y¨i †µZv‡`i wewfbœ cÖKvi µq wm×v‡šÍ aiY¸‡jv n‡jv- 

mivmwi cybtµq, ms‡kvwaZ cybtµq I bZzb KvR| µqKvwi cÖwZôv‡bi †h Ask G wm×všÍ †bq Zv‡K µq †K›`ª 
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e‡j| µq †K‡›`ª †h mKj m`m¨MY RwoZ _v‡K Zviv n‡jv- m~PbvKvix, e¨enviKvix, cÖfve we Í̄viKvix, 

wba©viYKvix, Aby‡gv`bKvix, †µZv I †MUwKcvi| e¨emvq †µZvi AvPiY n‡jv GKwU wm×všÍ MÖnY cÖwµqv, hvi 

gva¨‡g cªwZôvb Zvi cY¨ ev †mevi cÖ‡qvRb wba©viY, g ~j¨vqb I wbe©vPb K‡i _v‡K| e¨emvq †µZvi AvPiY 

Abyaveb Ki‡Z n‡j wecYbKvix‡K mieivnKvix‡`i Ae¯’v, wm×všÍ MÖnY cÖwµqv, µq wm×v‡šÍi Ici cÖfve 

we Í̄viKvix Dcv`vbmg~n BZ¨vw` fvjfv‡e Rvb‡Z nq| mvaviYZ bZzb ai‡bi cY¨ A_ev cÖwZôv‡bi cÖ_gevi 

e¨emvq cY¨ µ‡qi †ÿ‡Î †µZv AvUwU Í̄i AwZµg K‡i cY¨ µq K‡i _v‡K| †m¸‡jv n‡jv- mgm¨v kbv³KiY, 

cÖ‡qvR‡bi eY ©bv, cY¨ mywbw`©óKiY, mieivnKvix AbymÜvb, cÖ Í̄ve msMÖn, mieivnKvix wbe©vPb, AW©vi iæwUb 

wbw`©óKiY Ges Kvh©m¤úv`b ch©v‡jvPbv| 
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BDwbU DËi g~j¨vqb  

 

1. ÔGKB cY¨ µq Kivi mgq GKRb †µZv wfbœ wfbœ mg‡q wfbœ wfbœ AvPiY Ki‡Z cv‡i Õ- D`vniYmnKv‡i Dw³wU 

e¨vL¨v Kiæb | 

2. †fv³v AvPiY ej‡Z Kx †evSvq? †fv³v AvPi‡Yi g‡Wj Av‡jvPbv Kiæb wPÎmnKv‡i| 

3. †fv³v AvPi‡Yi g‡W‡j ‡µZvi eø¨vK e· ej‡Z wK ‡evSvq? 

4. †fv³v AvPi‡Y mvs¯‹„wZK I mvgvwRK cÖfveKmg~n Kx Kx- ms‡ÿ‡c D`vniYmn Av‡jvPbv Kiæb| 

5. †fv³v AvPi‡Y e¨w³MZ I gb Í̄vwË¡K cÖfveKmg~n Kx Kx- ms‡ÿ‡c D`vniYmn Av‡jvPbv Kiæb| 

6. Ôms¯‹…wZ ej‡Z mgv‡Ri ixwZwm× AvPiY‡K eySvqÕ| - ms¯‹…wZ Kxfv‡e †fv³vi AvPiY‡K cÖfvweZ K‡i 

D`vniYmn e¨vL¨v Kiæb| 

7. wewfbœ ai‡Yi `j †fv³vi AvPiY Kxfv‡e cÖfvweZ nq? D`vniYmn Av‡jvPbv Kiæb| 

8. Word of Mouth (WoM) Kx? 

9. GKRb e¨w³i wbR¯̂ ˆewkó¨ Kx †fv³vi AvPi‡Y cÖfve †dj‡Z cv‡i? - hyw³mnKv‡i Avcbvi gZvgZ Av‡jvPbv 

Kiæb| 

10. d«‡q‡Wi I gvm‡jvi †cÖlYv ZË¡ ỳBwU Zyjbv Kiæb| 

11. cÖZ¨¶Y Kx? wZb ai‡bi cÖZ¨¶Y cÖwµqv e¨vL¨v Kiæb| 

12. gb Í̄vwZ¡K Dcv`vb Kxfv‡e †fv³vi AvPi‡Y cÖfve †d‡j Av‡jvPbv Kiæb| 

13. †fv³vi µq wm×všÍMÖnY cÖwµqvi avcmg~n wPÎmnKv‡i ms‡ÿ‡c e¨vL¨v Kiæb| 

14. myeb©v `vgx GKwU †gvevBj‡mU µq Ki‡Z B”QzK- myeb©v Kx ai‡Yi ‡fv³v AvPiY Ki‡Z cv‡i? e¨vL¨v Kiæb| 

15. dwi` †ióy‡i‡›U `ycy‡ii Lvevi Lv‡e, Avcbvi g‡Z dwi` Kxfv‡e †ióy‡i›U c”Q›` Ki‡Z cv‡i? eywS‡q wjLyb| 

16. c‡Y¨i aiY Abyhvwq †µZvi µq wm×všÍ AvPiY cwiewZ©Z nq| µq wm×všÍ AvPi‡Yi aiY¸‡jv KxKx? wPÎmnKv‡i 

e¨vL¨v Kiæb| 

17. bZzb c‡Y¨i †¶‡Î †µZvi wm×všÍMÖnY cÖwµqv eY©bv Kiæb| 

18. E.M. Rogers cÖ`Ë bZzb cY¨ MÖnYKvwi wewfbœ `j¸‡jv Av‡jvPbv Kiæb| 

19. †fv³v I e¨emvq †µZvi g‡a¨ cv_©K¨¸‡jv wjLyb| 

20. e¨emvq †µZvi AvPi‡Yi g‡Wj wPÎmnKv‡i Av‡jvPbv Kiæb| 

21. µq cwiw ’̄wZ KZ ai‡bi n‡Z cv‡i? eY©bv Kiæb| 

22. e¨emvq µq cÖwµqvq AskMÖnYKvix‡`i f~wgKv Av‡jvPbv Kiæb|  

23. e¨emvq †µZvi Dci cÖfvewe¯ ÍviKvix Dcv`vb¸‡jv e¨vL¨v Kiæb| 

24. e¨emvq †µZvi wm×všÍ MÖnY cÖwµqvi avcmg~n Av‡jvPbv Kiæb| 
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