Chapter 3 – Learning and Memory

The learning process
· Stimulus  Consumer Memory  Response
· (Below all leads into Consumer Memory)
· Behavioural learning
· Classical conditioning: incidental learning, not trying to learn, indirect, involuntary
· Instrumental conditioning: Goal-directed, shaped by anticipated rewards & punishments, outcomes reinforce response
· Cognitive Learning: purposeful, people as problem-solvers, deliberate
· Observational Learning: vicarious, watch others, note outcomes, model actions

Schools of Thought
· Behaviourism (Conditioning)
· Learning takes place as a response to external events
· Cognitive Psychology
· Marketers have a strong interest in consumer reaction to stimuli

The Learning Process
· Definition of Learning: Relatively permanent change in behaviour that is caused by experience
· Vicarious Learning: Learning by watching others
· Incidental Learning: Unintentional learning

Marketing Applications – Classical Conditioning
· Repetition
· Conditioning Product Associations: Music, celebrities, jingles
· Stimulus Generalization: Take advantage of the product’s positive effects
· Stimulus Discrimination: Encourage customers to separate your product from others (Why pick VW when you could have Audi)

Instrumental/Operant Conditioning
· Positive Reinforcement: Get rewarded for a positive action
· Negative Reinforcement: Removes something negative in a way that increases a desired response.
· Punishment: A response is followed by an unpleasant event
· Reinforcement Schedules
· Interval
· Fixed-interval reinforcement: After a specified time period has passed, the first response that is made brings the reward. 
· Variable-interval reinforcement: The time that must pass before reinforcement is delivered varies around some average.
· Ratio
· [bookmark: _GoBack]Fixed-ratio reinforcement: Reinforcement occurs only after a fixed number of responses
· Variable-ratio reinforcement: The behaviour of a person is reinforced after a certain number of responses, but they do not know how many responses are required.

Cognitive Learning Theory
· Definition: This theory stresses the importance of internal mental processes. This perspective views people as problem solvers who actively use information from the world around them to master their environment.
· Components
· Consciousness: Knowingly learning or attempting to learn something
· Observation: Learning by looking at someone or something
· Modelling (vicarious): In a way that is experienced in the imagination through the actions of another person

Role of Memory in Learning
· Acquiring and storing information to be used later
· Information processing approach

Memory Process
· External inputs: Use of 5 senses… smell of coffee in the morning or popcorn in theatre
· Encoding
· Brand names and product attributed
· Sensory meaning
· Personal relevance
· Storage: How do we keep this information in the memory?
· Retrieval: Sometimes needed to be reminded to trigger the memory

Memory Systems
· Sensory Memory: Received from the sense, can be temporary
· Attention
· Short-term memory: Stores a memory for a limited period of time
· Elaborative rehearsed
· Long-term memory: The system that allows us to retain information for a long period of time.

Storage of Information
· Knowledge structures: 
· Evoked set

Retrieving Information
· Retrieval:
· State-dependant retrieval
· Familiarity
· Salience
· Pictorial/Verbal cues

Factors Influencing Forgetting
· Decay
· Retroactive Interference: Stimulus-response associations will be forgotten if consumers subsequently learn new responses to the same or similar stimuli.
· Proactive Interference: Prior learning can interfere with new learning
· Partial-list Cueing

Factors Influencing Strength of Learning
· Reinforcement
· Relevance and Involvement
· Repetition

Measuring Memory
· Recognition
· Recall

Logo Design – How to aid in recall?
· Simple
· Recognizable
· Unique
· Tone
· Transferability
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