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Prerequisite: Marketing 

Subject objective 
The basic educational objective of the subject is to study customers in the function of marketing as a 

business discipline. Success of marketing activities mostly depends on the degree of knowledge about 

customers. Within this subject the customer is studied as an individual and a member of community who 

strives to satisfy his/her needs/wishes by purchasing and utilizing the product/service. By studying this 

subject students should understand customer behavior, as well as factors that lead to such behavior. The 

objective is to make the students perceive and understand the needs and motives of customers, customer 

behavior in different situations in purchasing, purchasing decision-making process, factors that impact 

and shape customer behavior, ways for understanding both needs and wishes of customers and methods 

for measuring satisfaction after performed purchasing and utilization of product/service. The 

understanding of above mentioned elements has essential significance for successful marketing 

management in organizations.  

Subject outcome   
Gaining the necessary knowledge for research, forecast of customer behavior influenced by various 

factors, understanding the impact of decisions made in organizations to the behavior and satisfaction of 

customers, which is particularly significant for marketing management. Developing managerial skills 

with students in order to prompt them make marketing decisions independently, design value for 

customers and influence the improvement of overall business performance of organizations. Gaining 

competences and developing managerial skills for customer oriented management.    

 

Subject content  
PART 1: Basic concepts on customer behavior, Reasons for customer behavior research, Development of 

customer behavior, Interdisciplinary feature of customer behavior. PART 2: Customer motivation 

process, Customer needs, Customer motives, Customer behavior (action). PART 3: Sociological 

determinants of customer behavior, Culture, Social class and social layer, Social role and social status, 

Relative and reference groups, Opinion leaders, Family, Lifestyle. PART 5: Psychological factors of 

customer behavior, Process for informing customers, Learning process, Personality, Customer attitudes, 

Motivational research. PART 6: Customer decision-making process, Stages of decision-making process, 

Types of decision-making process, Roles in purchasing process, Process of acceptance (diffusion) of new 

product.  

 

Theory lessons  

 

Practice lessons: practice classes, other forms of teaching, study research work   

 

Literature  

Maričić Branko, PhD, Customer Behavior, CID-Faculty of Economics in Belgrade, 10
th
 edition, 2011  

Number of active teaching lessons  Other lessons 

Lectures: 

 

60 

Practice 
classes: 

30 

Other forms of 
teaching: 

Study research work: 

Practical example 

Teaching methods 



Theory lessons  

Presentation of teaching units using PowerPoint presentations. Intensity and dynamics is adjusted to the 

significance and complexity of individual units.  

Practice lessons:   

Practice lessons are complementary with lectures. Forms of work in practice lessons include: presentation 

of additional information and practical examples from business practice on customer behavior, student 

discussions; individual and group work of students on resolving practical examples; additional 

clarification of more complex teaching units.   

Grading (maximum number of points 100) 

Pre-examination obligations Points Final exam  Points  

Activities during lectures  10 Written exam  
 

 

Presentations  
 

5 Oral exam 60 

Colloquium/a  25 ..........  

Semester papers     

 


