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Learning Objectives

6-1 Define the business market and explain how business markets differ from 
consumer markets.

6-2  Identify the major factors that influence business buyer behavior.

6-3 List and define the steps in the business buying decision process.

6-4  Discuss how new information technologies and online, mobile, and social 
media have changed business-to-business marketing.

6-5  Compare the institutional and government markets and explain how 
institutional and government buyers make their buying decisions.
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Business Markets and Buyer Behavior

Business buyer behavior refers to the buying 

behavior of the organizations that buy goods 

and services for use in the production of 

other products and services that are sold, 

rented, or supplied to others. 

The business buying process is the process 

where business buyers determine which 

products and services are needed to purchase, 

and then find, evaluate, and choose amongst 

alternative brands.
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Business Markets

What examples can you share 

of businesses that sell to other 

businesses ?



Business Markets

B2C
Business to Consumer

B2C & B2B B2B
Business to Business



Example: Nespresso

How does Nespresso’s marketing differ from addressing businesses vs 
consumers?

Product offer

Customer support 

Price



Example: Sebastian Professional

What challenges do brands face when selling both B2B and B2C?

Price

Advocacy

Grey market



Example: Nioxin

How can brands benefit from selling both B2C and B2B ?

Credibility

Endorsement

Awareness
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Creating customer value remains the objective => 

Brand positioning remains key ! 

Importance of:

PURPOSE (Why)

DIFFERENTIATION (What)

Business Markets



Haute école de gestion de Genève – International Business Management

A screenshot of a video game

Description automatically generated with low confidence

Example: Purpose

https://www.alstom.com/
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Example: Differentiation

Differentiation in positioning between different consulting firms who offer similar
services:

Growth strategies

Sustainability strategy

Brand purpose Organisational design

Risk management
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Learning Objective 1

Define the business market and 
explain how business 
markets differ from 
consumer markets.
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Business Markets

What do you think the key 

differences are when you 

market a B2B brand ?
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Business Markets

The main diifferences between consumer and business markets 

are in:

• Market Structure and Demand

• The Nature of the Buying Unit

• The Types of Decisions and the Decision Process involved
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Business Markets

Market Structure and Demand

Fewer but larger buyers

Derived demand

Inelastic demand

Fluctuating demand

Fewer but larger buyers:

Client loyalty and satisfaction 

is even more important than 

for consumer markets as a 

few buyers account for most 

of the sales!
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Derived Demand:

Demand comes from (is derived 

from) consumer markets (eg. 

Intel processors are only bought 

when consumers buy from other 

brands such as HP, Dell…). 

Business Markets

Fewer but larger buyers

Derived demand

Inelastic demand

Fluctuating demand

Market Structure and Demand
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Example GORE TEX

Advertise to final consumers

Advertise to final consumers

Final 

consumer

DEMAND CREATION FOR GORETEX PRODUCTS



Haute école de gestion de Genève – International Business Management

Inelastic Demand:

Demand for many business 

products is not affected much 

by price changes, especially in 

the short run (eg. unique raw 

materials, special machinery, 

regulated goods…). 

Business Markets

Fewer but larger buyers

Derived demand

Inelastic demand

Fluctuating demand

Market Structure and Demand
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Fluctuating Demand:

Demand for many business goods 

and services tends to change 

more, and more quickly, than does 

the demand for consumer goods 

and services (eg. changing 

technology, energy, specific fabrics 

for the apparel industry…) .

Business Markets

Fewer but larger buyers

Derived demand

Inelastic demand

Fluctuating demand

Market Structure and Demand
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Business Markets

The main diifferences between consumer and business markets 

are in:

• Market Structure and Demand

• The Nature of the Buying Unit

• The Types of Decisions and the Decision Process involved
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Business Markets

The Nature of the Buying Unit

Business buyers usually face 
more complex buying 
decisions than do consumer 
buyers.
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Business Markets

The Nature of the Buying Unit

Compared with consumer purchases, a business 
purchase usually involves:

• More decision participants & interactions

• Larger sums of money

• Technical considerations

• Longer-term relationships and dependency

• More formal agreements
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Business Markets

The main diifferences between consumer and business markets 

are in:

• Market Structure and Demand

• The Nature of the Buying Unit

• The Types of Decisions and the Decision Process involved
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Business Markets

The Decision Process

More complex buying decisions than consumer buyers:

• Longer

• More formalized

• More dependent on each other
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Business Markets

The Decision Process

Supplier development is the 
systematic development of networks 
of supplier-partners to ensure an 
appropriate and dependable supply 
of products and materials for use in 
making products or reselling them to 
others.
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• Walmart doesn’t have a “Purchasing 

Department”; it has a “Supplier 

Development Department.” 

• The giant retailer knows that it can’t 

just rely on spot suppliers who might 

be available when needed.

• Instead, Walmart manages a robust 

network of supplier-partners => 

provide the hundreds of billions of $ of 

goods sold to its customers each year. 

Business Markets

Decision Process – Example
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Learning Objective 2

Identify the major factors that 
influence business buyer 
behavior.
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Business Buyer Behavior

The main diifferences between consumer and business buying 

behavior are the:

• Major Types of Buying Situations

• Participants in the Buying Business Process

• Major Influences on Business Buyers
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Business Buyer Behavior
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Buying center (all 

people involved in the 

buying decision)

Buying decision 

process

In the buying organization, activity consists of 2 main parts: 

Influenced by internal and external factors

Business Buyer Behavior
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Business Buyer Behavior

4 Major Types of Buying Situations

Straight rebuy is a buying situation in which the buyer routinely reorders 
something without any modifications.

Modified rebuy is a buying situation in which the buyer wants to modify product 
specifications, prices, terms, or suppliers.

New task is a buying situation in which the buyer purchases a product or service 
for the first time.

Systems selling is buying a complete solution to a problem from a single seller.

R
IS

K
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Business Buyer Behavior

Straight Rebuy

Restaurants re-ordering the 
same products for their 
menu, especially the basics 
such as milk, flour, salt, 
sugar, pepper, eggs, etc. 
which are essential.
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Business Buyer Behavior

4 Major Types of Buying Situations

Straight rebuy is a buying situation in which the buyer routinely reorders 
something without any modifications.

Modified rebuy is a buying situation in which the buyer wants to modify product 
specifications, prices, terms, or suppliers.

New task is a buying situation in which the buyer purchases a product or service 
for the first time.

Systems selling is buying a complete solution to a problem from a single seller.

R
IS

K
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Restaurants can also 
modify their rebuy: they can 
change the supply of their 
fresh food depending on 
changes in the menu.

Business Buyer Behavior

Modified Rebuy
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Business Buyer Behavior

4 Major Types of Buying Situations

Straight rebuy is a buying situation in which the buyer routinely reorders 
something without any modifications.

Modified rebuy is a buying situation in which the buyer wants to modify product 
specifications, prices, terms, or suppliers.

New task is a buying situation in which the buyer purchases a product or service 
for the first time.

Systems selling is buying a complete solution to a problem from a single seller.

R
IS

K
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Example: SEB MAN new bottle 

• Considered stock bottle from new 

supplier but risk of solvency was 

deemed too high.

• Instead we developed a new bottle 

design and worked with existing 

suppliers on new tooling.

Business Buyer Behavior

New Task
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Business Buyer Behavior

4 Major Types of Buying Situations

Straight rebuy is a buying situation in which the buyer routinely reorders 
something without any modifications.

Modified rebuy is a buying situation in which the buyer wants to modify product 
specifications, prices, terms, or suppliers.

New task is a buying situation in which the buyer purchases a product or service 
for the first time.

Systems selling is buying a complete solution to a problem from a single seller.

R
IS

K
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Systems selling is buying a 
complete solution to a problem 
from a single seller vs. buying 
different parts from different 
suppliers

Management of thousands of assets 

across 19 theme parks

UPS doesn’t just deliver packages, but partners with its 

business customers to provide a full range of logistics 

solutions that help sharpen their logistics strategies, cut 

costs and serve customers better.

Business Buyer Behavior

Sytems Selling

https://www.ibm.com/uk-en/?lnk=fcc
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Business Buyer Behaviour

The main diifferences between consumer and business buyer 

behavior are the:

• Major Types of Buying Situations

• Participants in the Buying Business Process

• Major Influences on Business Buyers
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Business Buyer Behavior

Participants in the Business Buying Process

Buying center consists of all the individuals 
and units that play a role in the business 
purchase decision-making process:

• Users

• Influencers

• Deciders

• Purchasers

• Gatekeepers

Buying center (all 

people involved in the 

buying decision)
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Business Buyer Behavior

Participants in the Business Buying Process

Users are those that will use the product or service.

Influencers help define specifications and provide information for evaluating 
alternatives (eg. technical personnel, R&D).

Buyers have formal authority to select the supplier and arrange terms of 
purchase (cf. procurement).

Deciders have formal or informal power to select and approve final 
suppliers (eg. marketing).

Gatekeepers control the flow of information (eg. supply).
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Business Buyer Behavior

Participants in the Business Buying Process

The buying center concept presents a major marketing challenge given the 
varied groups involved in the decision. 

=> Who should the marketing address?

Who participates in the decision?
• Relative influence on decision by various participants

• Evaluation criteria used by various participants

• Informal participants involved in decision
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Business Buyer Behaviour

The main diifferences between consumer and business buyer 

behavior are the:

• Major Types of Buying Situations

• Participants in the Buying Business Process

• Major Influences on Business Buyers
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Business Buyer Behavior

Key Influences on the Buying Behavior

Business Buyers are 

subject to many 

influences when they 

make their buying 

decisions.



Business Buyer Behavior

Key Influences on the Buying Behavior

Some marketers assume that 

main influences are economic, 

driven by lowest price, best 

product or service.

But business buyers also 

respond to personal factors 

and emotions play an 

important role
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Business Buyer Behavior

Business buying decisions are affected by an incredibly complex combination of 

influences, but with an extra layer of organizational & interpersonal factors thrown 

into the mix.
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Business Buyer Behavior

Major Influences on Business Buyers

Environmental Factors

Demand for 
product

Economic 
outlook

Cost of 
money

Supply of 
Materials

Technology Culture

Politics Competition



Business Buyer Behavior
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Organizational Factors

Objectives

Strategies

Structure

Systems

Procedures

How many people are 

involved in the buying 

decision? 

Who are they? 

What are their evaluative 

criteria?

 

What are the company’s 

policies and limits on its 

buyers?

Business Buyer Behavior

Major Influences on Business Buyers



Business Buyer Behavior
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Interpersonal Factors

Influence Expertise

Authority Dynamics

Interpersonal factors are 

often very subtle.

Buying center 

participants with the 

highest rank don’t 

always have the most 

influence! 

Business Buyer Behavior

Major Influences on Business Buyers
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Business Buyer Behavior As for any person, the same 

individual influences as we 

saw with consumer buyer 

behaviour affect people in the 

business world.
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Individual Factors

Motives Perceptions Preferences Age

Income Education
Attitude 

toward risk

Business Buyer Behavior

Major Influences on Business Buyers
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Learning Objective 3

List and define the steps in 
the business buying decision 
process.
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The Business Buying Process
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The Business Buying Process

Problem recognition occurs when someone in the company recognizes a 
problem or need.

• Internal stimuli - Need for new product or production equipment

• External stimuli - Idea from a trade show or advertising
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The Business Buying Process

General need description describes the characteristics and quantity of the 
needed item.

Product specification describes the technical criteria.

Value analysis is an approach to cost reduction where components are studied to determine if 

they can be redesigned, standardized, or made with less costly methods of production.



The Business Buying Process

Supplier search involves compiling a list of qualified suppliers to find the best 
vendors.

Proposal solicitation is the process of requesting proposals from qualified 
suppliers.

Supplier selection is when the buying center creates a list of desired supplier 
attributes and negotiates with preferred suppliers for favorable terms and 
conditions.
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The Business Buying Process

Order-routine specifications includes the final order with the chosen supplier 
and lists all the specifications and terms of the purchase.

Performance review involves a critique of supplier performance to the order-
routine specifications.
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Learning Objective 4

Discuss how new information 
technologies and online, 
mobile, and social media have 
changed business-to-business 
marketing.
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New Information Technologies

As in every other area, the explosion of information technologies 

and social media has changed the face of B2B buying and 

marketing:

• B2B Social Media

• E-Procurement and Online Purchasing
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Example: Maersk
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Example: Maersk

Informational & 

educational videos 

detailing activities, 

services and 

people.

104K followers
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Example: Maersk

3M followers

Used for 

engaging a 

broad audience 

of customers 

and other 

stakeholders.
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Example: Maersk

Share customer 

and employee 

images and 

stories to help 

visualise the 

brand.
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Example: Maersk

Latest news & 

events creating 

conversation and 

buzz amongst its 

followers.

91K followers
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Example: Maersk

From captains & deck 

hands to truck drivers, 

employees post fun 

and engaging behind-

the-scenes.

115K followers
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Example: Maersk

Engage customers, 

opinion leaders and 

industry influencers 

who share information 

and discuss industry 

challenges.

2M followers
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Why do B2B brands 

such as Maersk 

use social media?
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Business Markets

Behind any business lie people.

B2B brands still need to create an 

emotional connection with their 

clients.

By reaching their clients where they 

are, as individuals, they can create 

that connection.



Business Buyer Behavior

Key Influences on the Buying Behavior

Some marketers assume that 

main influences are economic, 

driven by lowest price, best 

product or service.

But business buyers also 

respond to personal factors 

and emotions play an 

important role
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Business Markets
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Business Markets



Business Markets
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New Information Technologies

As in every other area, the explosion of information technologies 

and social media has changed the face of B2B buying and 

marketing:

• B2B Social Media

• E-Procurement and Online Purchasing
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E-Procurement and Online Purchasing

• Online purchasing

• Company-buying sites

• Extranets

New Information Technologies
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Advantages

• Access to new suppliers

• Lowers costs

• Speeds order processing and 
delivery

• Enhances information 
sharing

• Improves sales

• Facilitates service and 
support

Disadvantages

• Erodes relationships as 
buyers search for new 
suppliers

• Risk of over-simplification

E-Procurement and Online Purchasing

New Information Technologies
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Example: Wella App

Online orders make the 

process easy for stylists 

to re-order but reduce 

the need for personal 

interaction with the sales 

rep => 

impacts relationship 

building, new product 

presentation, education 

etc…



Haute école de gestion de Genève – International Business Management

Learning Objective 4

Compare the institutional and 
government markets and 
explain how institutional and 
government buyers make their 
buying decisions.
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Institutional and Government Markets

Institutional markets consist of schools, hospitals, nursing homes, and 
prisons that provide goods and services to people in their care.

Characteristics:

• Low budgets

• Specific needs (eg. food, sanitary…)
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Institutional and Government Markets

Often suppliers have 

separate divisions to 

serve these institutional 

markets (eg. General 

Mills, P&G). 
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Institutional and Government Markets

Government markets tend to favor domestic suppliers, require them to submit 
bids, and normally award the contract to the lowest bidder.

They are carefully watched by outside publics, ranging from Congress to a 
variety of private groups interested in how the government spends taxpayers’ 
money. 

Characteristics:
• Affected by environmental factors

• Non-economic factors considered:

• Minority firms or small businesses

• Depressed firms

• Transparent

• Moving on-line
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• Similar to consumer buyer behavior except the buying 

organization and buyer responses are different.

• Importance of emotion, purpose & differentiation remain true.

• Some B2B brands are great at using social media to connect 

and create emotion.

• Know the participants: users, influencers, deciders, 

purchasers and gatekeepers.

• Know what can influence buyers’ decisions.

• Impact of new technologies (social media, e-procurement) on 

B2B.

• Institutional and Government markets have different 

characteristics.  Make sure you understand some key 

differences.

Key Take-Aways
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