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Abstract

This research project aims to investigate changes in consumer behavior and customer expectations and
explore the implications for businesses in adopting a customer-centric approach. The project will use
Service-Dominant Logic theory, which suggests that customers actively participate in value creation through
their interactions with firms. The research will use a mixed-methods approach, including in-depth interviews,
focus groups, and surveys to gather data from both consumers and businesses. The findings will provide
insights into emerging trends and shifts in consumer behavior, as well as the benefits and challenges of
adopting a customer-centric approach in businesses.

Project Outline

The business landscape has been rapidly evolving, and consumer behavior and customer expectations have
undergone significant changes in recent years. As a result, organisations need to adapt and adopt customer-
centric approaches to effectively engage and retain their customers. This research project aims to
investigate the changes in consumer behavior and customer expectations and explore the implications for
businesses in adopting a customer-centric approach.

One marketing theory that can explain consumer behavior and expectations and support the adoption of a
customer-centric approach is Service-Dominant Logic (SDL) theory. According to SDL, customers actively
participate in value creation through their interactions with firms, therefore customer behavior and
expectations are shaped by their experiences and interactions with the company, and firms should focus on
understanding and fulfilling customer needs to co-create value.

The research will employ a mixed-methods approach, combining qualitative and quantitative methods to
gather data from both consumers and businesses. The qualitative research will involve in-depth interviews
and focus groups with consumers to gain insights into their changing behaviours and expectations. The
guantitative research will involve surveys and data analysis to quantify the extent of changes in consumer
behavior and expectations.

The findings of this research will provide valuable insights into the emerging trends and shifts in consumer
behavior, including their preferences, motivations, and expectations. The research will also uncover the key
drivers for adopting a customer-centric approach in businesses, including the benefits and challenges
associated with implementing such an approach.
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