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Comparing the behaviours and attitudes
of Australian marketers and consumers

AUSTRALIAN MARKETERS
THE TOP 3 CHALLENGES FACING MARKETERS

1

Reaching new customers

3

46%

Creating customer loyalty

43%

Generating new leads

35%

DISCONNECT BETWEEN MARKETING SPEND
AND CONSUMER BUYING BEHAVIOUR
There’s a mismatch between the channels that consumers use to make
their purchase decisions, and the channels that marketers invest in.

The top channel marketers are investing
in is social media, however the top source
of information for consumer purchase
decisions is search engine results.

Top channels marketers
invested in the past 12 months

Top sources of information for consumers
when making purchase decisions

54%

49%
Search engine results

Social media
49%

46%
Recommendation from friends / family

Brand website

32%

40%
Email marketing

TV advertising

Online advertising

Brand website

30%

37%

30%
Online consumer reviews

33%
TV advertising

28%
Letterbox catalogues

32%
Events / trade shows

AUSTRALIAN CONSUMERS
TOP 3 REASONS CONSUMERS BUY A SPECIFIC
BRAND BEYOND PRICE AND QUALITY

1

2

Trust the brand

3

Special offers/
promotions/ sales

67%

Loyalty program
points/ rewards

49%

36%

BRAND LOYALTY

WHAT DRIVES BRAND LOYALTY
AMONGST AUSTRALIAN CONSUMERS?
Reasons consumers continue

Activities marketers
engage in to foster
brand loyalty

(beyond price and quality)

51%

67%
Trust the brand

Great customer service
42%
Brand visibility (marketing / advertising / PR activities)

49%
Special offers / promotions / sales
36%
Loyalty program points / rewards

37%
Special offers / promotions / sales

34%

36%
Sponsorships (events, teams, individual, charity)

Like the brand personality / look and feel
30%
Great customer service

36%
Developing and promoting brand values

IN-STORE VS ONLINE

57%

Consumer
behaviours
when buying
in-store

56%

Go online to compare

Go online to
research product
information when
buying in-store

app when buying in-store

Consumer
behaviours
when buying
online

Search for
Search for retailers that
retailers that
offer different payment
offer free delivery options (e.g. PayPal, AfterPay,
Bitcoin, WePay, AliPay)

63%

Search for
retailers that
offer free returns

Search for retailers
that offer same or
next day delivery

41%

32%

45%

EVERYONE IS DISCOUNTING
HOW DO MARKETERS COMPETE?
Consumers continue to be largely driven by price
But there are ways to stand out
SALE

70%
On average, Australians
say that price counts
for close to 70% of their
purchase decisions.

Following their initial purchase, have a robust
nurture plan in place to encourage consumers
to come back to your brand:

Track them

Create
relevant
content

Provide a high
quality relevant and
personalised experience
on your website

RECOMMENDATIONS
FROM FRIENDS AND FAMILY
46% of consumers look for recommendations
from friends and family before making a purchase
2017

72

%
2018

46%

This is a dramatic shift from
last year, where friends
and family topped the list
with 72% of respondents
choosing to go to them
before making a purchase.

METHODOLOGY
The consumer study was conducted between 28 September – 1 October, 2018, while the marketers study was conducted between 26 September – 5 October, 2018.
The consumer sample comprises of 1,039 Australian consumers aged 18 years and older. Age, gender and location quotas were applied to the sample.
The marketers survey was based on 512 Australian marketers who are key decision makers in the marketing of products in businesses with 25 or more employees.

For more marketing insights,
download Salmat’s Marketing Report
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