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Almarai Company Marketing Plan
Student’s Name
Institution


Product Description
Almarai is a company focused in creating “specialized” buttermilk that will be expertly produced with more than just “butter.” It is important to mention here that while many people continue to struggle with the misconception that buttermilk is basically high-fat milk, Alamarai is committed to show that this misconception is far away from the truth. Buttermilk produced by Almarai has no reference to butteriness that is insinuated in the word “butter,” but rather a product whose ingredients are derived from it. 
Alamarai’s buttermilk is produced to serve some dietary purpose. Due to its richness in lactose, the product provides nutrients that improve digestion while it also improves the immune system. Nutritionists explain that Lactose is an essential component that plays an important role in enhancing absorption of compounds like calcium among other minerals such as copper and zinc in the body. Therefore, the product has numerous benefits to the consumers.
Benefits to the Consumers
As noted earlier, there are many benefits that result from having Almarai buttermilk as opposed other processed buttermilk options. Almarai buttermilk is full of nutrients as it will be made in the old-fashioned way to allow accumulation of probiotics. Unlike other yogurts, Almarai buttermilk will be manufactured with cultures that also play a greater role in the introduction of gut flora that may have been chemically destroyed especially when people consume antibiotic regimens whenever they fall sick. 
It is also important to note here that probiotics are bacteria that enhance digestion and assist in nutrition. They also help in relieving discomfort when consumers are experiencing problems with their digestive system. In other words, the product has added advantages for soothing the digestive system. 
Mission Statement
In today’s society of increasing health issues, including obesity and heart diseases, more Americans are looking for ways to make changes, even small changes, in their lifestyle and diet. This has led to businesses particularly those serving in the food industry to offer healthier choices for consumers. Because of these lifestyle trends, Almarai believes that it can help consumers achieve their health goals by offering products that are mindful of their health, and the tagline is “Liquid Buttermilk with a purpose.” 
Company History
Almarai Company was established in 1977 in Riyadh, Saudi Arabia by three partners; Alastair McGuckian, Paddy, and Prince Sultan Bin Mohammed bin Saud to help people access long-life dairy products (Sadi, 2014). The history of Almarai has so far recognized improvement in people’s health and, thus, has set out on a mission to help even more people through its liquid buttermilk. Almarai’s mission statement is “to provide quality and nutritious food and beverages that enrich consumers’ lives every day (Almarai Company, n.d).” 
Competitive Advantages
Almarai Company offers a variety of dairy products and each selection has a purpose. All products are made with fresh dairy products that are sometimes supplemented with beneficial enhancers depending with the customer’s preferences and requirement for a healthy lifestyle. Almarai has several key strengths and this paper focuses on the top four, which are brand loyalty, affordable prices, flavors, and strong leadership. 
Brand Loyalty- Almarai Company knows how to satisfy its customers by providing healthy dairy products. Asad Sadi & Henderson (2007) noted that 66% of Almarai Company customers visit between eight to twelve times per month which is a clear indication of brand loyalty. As competition in the food industry continues to increase, creating a strong brand to which consumers can relate to means all the difference to Almarai Company. The company has been able to produce products that meet customer’s health needs. For example, when a customer thinks of a beverage he or she could take and one with little fat and sugar, Almarai’s buttermilk plays in their mind. 
Affordable Prices- Almarai caters for Saudi Arabia’s latest trends on beverages by providing tasty and nutritious products such as liquid buttermilk. Beverage industry has grown greatly in the last decade, and Almarai Company is less expensive compared to other companies doing business in a similar segment. Unlike any other beverage in the market, liquid buttermilk is expected to replace entire meals as its demand continues to increase for its richness in ingredients. 
Value Proposition
In an article written by David Khim (2015), he states that there are four questions to answer in a great value proposition: What are we selling? What is the benefit? Who is the target customer” What makes the offering different from competitors? To answer these questions, Almarai sells healthier liquid buttermilk. The benefit of Almarai is the complete customizability of the liquid buttermilk to the customer’s specific needs. The corporate target customer for Almarai is between the ages of 16-35 and skewed more towards households, restaurants, companies such as cake factories and schools just to mention but a few. Almarai liquid buttermilk will be different from competitors because Almarai produces the product right from the raw materials and with that has a lot of knowledge and experience when it comes to a more healthy and active lifestyle. 
Assessing Organizational Resources-The Company Environment 
(a) Industry Review
In today’s society where health issues such as obesity and heart diseases has been increasing at an alarming rate, many people are now trying to make changes in their diet and lifestyles. The need for a healthy diet has led many companies particularly those that have been doing business in the food and beverage industry to look for ways they can offer healthier choices to the consumers. One of the healthier choices consumers have turned to is to dairy products that do not have fats and sugars. As these two elements are mostly risk factors for heart diseases, obesity as well as diabetes. In this regard, Sloan & Hutt (2015) have reported that consumers have developed a conception that eating healthy is important. As a result of healthy eating habits, life expectancy has increased.
According to the Dairy Price Index, total consumption of dairy products in Saudi Arabia amounts to over 600 million liters consumed daily (Tetra Pak Dairy, 2015). In 2015, Tetra Pak reported that per capita consumption of liquid buttermilk is estimated to have grown from 43.9 litres to 44.44 litres (Tetra Pak Dairy, 2015). This is a clear indication of untapped business opportunity that Almarai seeks to fill by producing high-quality liquid buttermilk enough to serve the targeted customers. 
Almarai liquid buttermilk will be successful as more consumers will be purchasing it for its great taste and health benefits. Saudi Arabia dairy industry is growing. Alamarai is a part of a movement working to increase the longevity of its target market and beyond. It is working to bring communities together through health awareness and the benefits of dairy products when there is enough time. Saudi Arabia population encompass a generation of people that truly beliee in convenience because there is always something to do or one may want a delicious treat, those are the individuals that Almarai is seeking to cater. It is also important to note here that Saudi Arabia experiences a warm climate and people are always looking for a cold and refreshing beverage even if they are not into nutrition. Almarai have flavors that will fulfill their taste buds as well.  
(b) Consumer Trend
Consumer demand for on the go dairy products continues to grow and take hold. Snacking is a huge opportunity, especially in Saudi Arabia where 74% of consumers are attracted to liquid snacking between meals. 
Situational Environment/Analysis 
(a) Technology
In today’s business world, technology has been changing how businesses operate. ALmarai will integrate a business software that will help in centralization of all its business operations. For example, if  Almarai will ever open other new businesses in other counties , all their operations will be controlled from a central point. This helps in ensuring that resources are distributed evenly as well as ensuring that all business operations are run efficiently and effectively. 
It is also important to note here that technology is a catalyst that drives profitability in any business. It saves time and money by speeding up some businesses processes.  Since Almaria intends to be the best at Pittsburgh for giving the best customer service, the operating cashiers will be using technology to manage the purchasing processes. For example, they will be using Point of Sale machines to process receipts and to manage orders that customers has placed. This will have an added advantage as it will help in the management of inventories where available data will be used to know when to add items in the inventory based on the demand tracked by technology.  In other words, technology will be used to know when there are changes in the market and this will help the company plan well for possible uncertainty that may lead to a loss. 
(b) Social and Cultural Factors
Situational characteristics have a profound effect on consumer’s purchasing behaviors.  To ensure that consumers have developed positive attitudes towards Almarai’s brand, the company will focus more on how it will be handling products. This means that it will ensure cleanliness at all levels of its operation given that it is primarily seeking to help people live healthy lives. Contaminated products can affect consumer’s loyalty towards the brand in a negative way. 
The company will also try to close any existing gaps in the food culture by offering all products that are easy to blend in the American culture. Most of the products the company will be offering have no historical role in shaping various cultures. Therefore, a product like the liquid buttermilk is a beverage for all-anyone can take it. 
(c) Economy 
Macroeconomic factors are large scale economic factors that affect all businesses in the economy and include things such as unemployment, inflation, interest rates, and tax rates. Therefore, since Almaria wants to open a business that depends on consumer’s income, the current macroeconomic environment is important factor of consideration. If the majority of targeted consumers are unemployed, the company will not be able to make enough revenue as consumers will be reluctant to spend the little money they have on dairy products as they can survive without them. Research shows that businesses operating at a retail level continue to experience some challenges related to poor economy (Babin & Zikmund, 2015). Almarai will try to overcome possible challenges related to economy in a number of ways. It will put strategies for differentiating with customer experience where it will focus more on meeting individual needs. This means having something for every customer. It will also look for ways in which it will be adjusting prices especially when the economy is on inflation. 
(d) Competition
The location where Almarai will be located has numerous food and beverage stores. These stores are competing in a variety of products and Almarai will be successful because it will use a premium pricing strategy that will place it in a competitive edge. Also, by offering high-quality products ALmarai will stand competition and perhaps exceed sales other competitors have been making. 
(e) Laws and Regulations
This research/business plan involves four other team members who agreed upon forming an LLC partnership. LLC was chosen because it offers limited liability to the team members; in fact, the business is considered a separate entity from the owners, which is critical when operating a beverage business to protect its owners from potentially expensive and financially damaging liability. It also helps in easing the operations and most importantly no restrictions on how net income will be managed as it allows members to collectively determine the best way to disburse earnings. 
Before starting the business, business partners will ensure that all licensing, zoning, and other legal requirements are met. In Pittsburgh, food and beverage services are regulated by the country of operations and, therefore, the partners will be required to submit: 
· Food and beverage service application to the county health department
· Local business license (this will include zoning approval) and occupational tax application with the city of Pittsburgh for sales and use tax purposes. 
· Building code permit
· Sign application to Pittsburgh County 
Pittsburgh County website notes that zoning approval for the business will be a part of the business license review process and of course the partners will also need to provide building code permits in order to move forward with the build out of the selected physical space for setting up the business. Other requirements for the state of PA, as noted on the Pittsburgh County website, are the legal status affidavit, which has to be submitted for each of the business owners, private employer affidavit is required, once the business has hired more than 10 people on board or a private employer exempt affidavit if it hires less than 10 employees. And finally, the partners will need to acquire a Federal EIN, which can be obtained online at irs.gov. 
Operation Plan
There are various activities and processes critical to the business and, which will be performed to serve customers well every day. This includes both long-term, short-term processes, and the overall milestones the business must attain to be successful. Short-term processes include information on the production processes on how products will be made, how they will be delivered to the customers, and how services will also be rendered in a better way to ensure customers are satisfied. 
It should be noted here that Almarai will have the operational capacity needed to get if off the ground. Capacity needs for the business include convenient location, enough space, employee skills, and equipments required in dairy products processing. This is true because, if production capacity does not meet market demand, high costs, strains on business resources and customer loss may result. 
Operational Capacities Needed to Run the Business
· The kind and number of employees needed
· When additional employees will be required
Accurate forecast for the two capacities is critical to the planning and budgeting process. For the purpose of the three operation capacities, Almarai partners has noted the broader effects operational decisions may have on the entire business and, therefore, have decided to approach the business through the following operational strategies. 
Leading Capacity- there will be around 6 team members who will be working in the business to ensure orders are delivered on time and to meet market demand. For a start, the business will rely on the group members who will organize themselves to take on various business activities. 
Following Capacity- additional employees will be hired later once the business has gained its full capacity to finance the expansion and also to meet increased demand. 
Revenue generating activities are also of important consideration. Achtenhagen et al., (2013) explain that revenue generating activities are simply the tasks the business will be conducting and are directly related to getting clients or generating income for the business. The two types of revenue generating activities which Almarai focuses on are activities related to product delivery and service provision. Moving from what customers want to product development require particular skill set usually not honed by the group members. Product delivery operations will start with the training of employees how to make various products that will be offered in the business. However, the first step which will be taken to start the business is to ensure that all employees are trained on how to make liquid buttermilk. This step will ensure professionalism and production of high-quality products. 
Production Activities
Since dietary requirements are at the center of everyone’s eating habits, Almarai intends to adapt to this new consumption habit by meeting consumer’s dietary needs. According to Russel & Taylor (2008), businesses should develop a system of operation that delivers high-quality products. It is also important to note here that the production process will begin by the ordering of raw materials, development of a unique menu built around healthy dairy products and one’s that features franchisor’s dietary requirements. With a wide variety of products not listed in the single-product line the company intends to begin with, those responsible for the production process must be able to offer something for every consumer needs. 
Customer Service (Day-to-Day Operations)
· Cleaning the store
Cleaning any working place is extremely important to maintaining hygiene. One team member will be prompted to assist in cleaning equipments used in the production process, clean the floor, wipe the windows, and perhaps help in other day-to-day activist when not cleaning. Cleaning will be done daily where the floor and windows will be cleaned very early in the morning while other equipments will be cleaned before closing the business at 11.59pm. 
· Packaging of Products
Two employees will be required to help in packaging. Packaging activity is an essential part of the product production that should be done in every product offered in the store. Packaging is important because it helps in consolidating and protecting products from contamination. All fresh products will be put into plastic containers or cans to help in protecting them from going bad earlier or being contaminated. Other reasons for packaging products will include: making it easier for customers to carry products they have purchased.
Conveying information to the consumer-the law mandates companies to include pieces of information on labels they use on food packages. Thus, Almarai will provide this information on its own by including things like ingredients, nutritional information, the net quantity of the product, how to store the product, expiry date, health warnings and so forth on the labels used on the packages. 
Brand identification- packaging materials will resemble Franchisor’s packaging materials to ensure that the business stands out in the competitive marketplace. 
Promotion- packaging will also act as the silent salesperson. To do so, take home branded containers will be used to ensure that consumers go with the products whenever they want and perhaps by doing so; they will participate in business promotion. 
SWOT Analysis
Weaknesses and Threats
All businesses have weaknesses and they can be varied, be it with the business model, strategy, or management team. Almarai main weaknesses with the new product would be limited start up cash flow and limited offerings outside of the core product. The team would be required to request additional funds from would be investors to ensure that it has enough funding to cover the initial investment that include on-going expenses such as rent, payroll and inventory until the time the business will start generating enough revenue to cater for itself. 
Limited offering outside of the core product- Almarai core product (liquid buttermilk) will always be the focus and primary product, but as the dairy market grows, it will need to keep the consumers attention by offering different and varied options. Currently, Almarai Company in Saudi Arabia offers limited snack options but may need to consider additional options in the future to continue to compete strongly in the market. It is also important to note here that threats may be more severe than weaknesses because they are risks the business cannot control. It can only try to mitigate their effects through avoidance, transference or simply absorb them (entrepreneur.com, 2016). With that, the most significant threats will be increasing competition.
Increasing competition- Almarai is operating in a growing market for dairy products and where consumers want healthier beverage options. Therefore, it is plausible to reason that once the “first” of a kind business infiltrates a new market and proves its success, there is a possibility that competition will rise. Of course, if the area where Almarai markets its products becomes oversaturated, it is more likely it will eventually be squeezed out by competitors.  However, the best way for mitigating against this threat is to differentiate Almarai’s liquid buttermilk. It is important to note here that through differentiation is where marketing and customer experience becomes crucial. In the immediate market, rival companies producing a similar product i.e. liquid buttermilk will be the number one competitors and Almarai will look for ways it can play on their weaknesses to ensure that its product earns the largest market share within the shortest time possible. Most of the dairy products produced by rivalry companies are said to be of poor quality as they contain high levels of fat and sugar. Therefore, Almarai’s mission is to ensure that it differentiates its products by producing liquid buttermilk whose content level of fat and sugar is low to consumer’s satisfaction. 
Research has shown that 50% of small businesses fail within the first 5 years (Storey, 2016).  There are many reasons why a small business can fail and the number one reason appears to be poor financial management. Of course, dairy product industry is on average growing at a higher rate. While this is true, the rate of failure is even higher for businesses that gross less than $250k in sales (Jorden, 2014). Mitigation for these threats is to ensure proper marketing plan for Almarai products. 
In summary, the SWOTs for Almarai Company are as follows:
 (
Weaknesses
Limited start-up cash flow
Limited offerings outside of core product
Do not offer online ordering
) (
Strengths
Brand Loyalty
Proven and successful operating model
Strong leadership
Established brand
Minimal start-up costs
)








To fully evaluate the risk of the business venture, it is important to evaluate each risk with the aim of understanding priorities that need to be considered and this will also help in knowing where to focus. Not all risk is created equal, some are less likely to happen or the company is willing to live with the impact of said risks. Below is a preparation of risk management plan that evaluates Almarai’s business risks and offer plans to mitigate or optimize them. It is crucial to note here that the plan offers realistic solutions to very possible opportunities and threats that could have a significant impact on the business.  
	S.W.OT
	Risk Scenario (positives & negatives)
	Probability
(1-5)
	Impact
(1-5)
	Priority
(p x 1)
	Risk Mitigation or Optimization

	Increasing competition
	As competition increases this will require greater efforts from Almarai to ensure it does not lose market share and in fact continue to grow
	3
	5
	15
	Franchisees will ensure that the business model is executed appropriately by providing high-quality products. While the business continues to introduce new products demanded by consumers, an online ordering will be introduced. This approach will differentiate the franchise and secure customer loyalty while converting customers who are looking for great products.  

	Failure Rate within 5 years
	The average failure rate is driven by poor financial management within the business
	
	
	
	Franchisee management team will ensure that accounting and finance department controls and interprets internal and external trends to proactively manage cash flow in order to keep the company viable. 

	Liquid Buttermilk grown substantially in the last 5 years due to a change in lifestyle and a need for healthy diet.
	Plateau of market demand will result in missed sales goals and eventually consolidation of the market

	2
	5
	10
	Franchise should closely follow consumer and market trends to anticipate any changes in the market. This will help them create marketing strategies that will help the company remain in a competitive edge. To be on the safer side, the company will focus more on retail brand in order to survive through market plateau. 

	Limited Offering outside of core products
	If the company begins to offer additional offerings, it will stay ahead or on trend with consumer demand and, thus, increase sales
	3
	3
	9
	The company will begin by exploring consumer tastes and trends to begin the development and implementation plan of what will be the next “add-on” products in order to stay ahead of upcoming trends. 



Overall, the above analysis shows that the market and the proposed marketplace is in a great position for a dairy products business and Almarai is a solid business in which to invest.
The Target Market/Segmentation
The Almarai business will be located in Ross Park Mall, Pittsburgh, PA 15237, United States. The purpose of opening an Almarai franchise in this location is because currently there are only few companies offering dairy products in the area leaving much room for growth. There is a population of 303,625 in Pittsburgh (Pittsburgh, PA Demographics 2016). The density of the population in the city is 5,540 people per square mile (Pittsburgh, PA Demographics 2016). The location is also close to schools, restaurants that use buttermilk for food processing. Almarai products are known for their variety of nutritional and tasty combinations. The business would like to partner with other businesses in the food industry such as restaurants as well as schools to promote healthy drinking by supplying fat and sugar free dairy products used mainly for breakfast. 
In Pittsburgh there are many schools that include elementary schools, middle schools, high schools (Pittsburgh County Schools, 2016). Almarai will capitalize with this segment by encouraging families to use dairy products on those busy days of soccer, baseball, football, and other sport practices. The company will also sponsor sport teams, band, and auxiliary events having dairy products for the players that will be available for purchase at concession stands. Making available a variety of dairy products at events gives parents, who are also the target customers the opportunity to try the Almarai core product liquid buttermilk. The ultimate goal is to raise awareness by introducing the product and informing consumers of Almarai’s new location and retain them as customers. 
Almarai’s liquid buttermilk will be successful as it will be often purchased for its great taste and health benefits. Almarai will be in a prime area that houses many families that possesses many of the qualities of the company’s target segments. There are households who are upper middle class with a median income of $1485, 261. There is more upper scale living in suburban complexes ages ranging from 25-54 years. Primarily the income of people in this age bracket is above average and prefers convenience over price (Jacobs et al., 2014).
The stated segments show that Almarai will not only be located in a good location, but in an area where targeted customers have the potential to make purchases based on their incomes. The majority of the population is families who tend to have structured meals to promote good health and, therefore, their habits will likely be practiced outside of the home. To be specific, Almarai’s liquid buttermilk is a great meal supplement so those busy families will stop at their convenience to ensure they remain healthy. 
Marketing Mix
The 4P’s (Product, Price, Place, Promotion)
(a) Product
A highly nutritious and delicious expertly made liquid buttermilk that is developed with dairy milk and cultures to give customers a customized experience and a nutritional advantage in meeting their health goals. Almarai’s liquid buttermilk will be made purely from milk churned milk, which means that butter will be removed to ensure that the end product contains low content of fat. As explained earlier, culture will be used in the process to ensure the company achieves the quality of buttermilk that appeals to the consumers.  The company will focus more on:
Liquid Buttermilk
· Little or No Fat buttermilk
· Low Calorie buttermilk products
· Energy Enhancers dairy products
Other Alternative Fast Foods
· Healthy snacks
All these products will be freshly prepared to ensure the business sticks to its proposition (Healthy Dairy Products) more so to attract health conscious consumers. 
(b) Price
The average selling price for Almarai is not high. The company will use a premium price strategy to ensure that the cost of products is controlled. By so doing, the company will be able to appeal to all consumers both high-income earners as well as low-income earners. It is also important to note here that price will be used as a reflection of the quality and the immense time, health, and lifestyle benefits the company will be providing. The franchise will take an aggressive approach to “premium pricing” by establishing higher pricing in all product categories. The company will price at a premium for several reasons. First, the premium pricing is supported by the variety of product offerings that the competition fails to offer. Almarai has what seems to be an endless variety of options in the type of dairy products it will be offering and flavor. 
From a customer service and consumer experience perspective, knowledgeable expert staff will be required to assist in creating a personally developed experience for each customer. From a quality perspective, only the best 100% natural milk will be used to produce liquid buttermilk. These benefits are currently and will continue to be a focal point of advertising strategy. Almarai is not about offering refreshments, but seeks to serve a specific purpose in the United States. 
Because of an intimate understanding of its consumers, Almarai will be able to price at a premium without rattling any customer price sensitivities. This is all possible because of the added benefits and the perceived value company has successfully established in Saudi Arabia among other countries it has franchised its business. Almarai customers are motivated by the benefits they get from its dairy products, but not the pricing. Its psychographic is lifestyle oriented and the demographic is one with disposable income. A unique advantage of Almarai is the ability to touch both the innate health conscious and aspiring. 
From a cost perspective, margins are heavily dependent on the benefits consumers get from the product. The healthier and fresh the ingredients, the higher the cost of the products will be set. Considering the higher costs involved in fresh milk, premium pricing will help counteract the increases in inventory costs to ensure a industry standard profit margin which will help Almarai stay in a competitive edge. 
(c) Place
In the marketing mix, place is concerned with making products more available to the consumers or in simple words distribution of products. As explained earlier, the business will be located in Ross Park Mall, Pittsburgh, PA 15237, United States. This is a good place to establish the business because the location of the mall makes it even more unique. 
Factors that make Ross Park Mall unique for Business Establishment
· There is increased number of potential customers that are more likely to walk past the mall. This is important because the business will be relying on customers that make impulse buying decisions. For example, people walking on a sunny day may stop over for a cold liquid buttermilk to refresh themselves. 
· The presence of a variety of food stores, and a number of food options make the place even busier. Almarai will take advantage of this by running its business next to more established competition in the same area. 
· Ross Park Mall where the business will be located is located in the town center and along the main street. Businesses should consider transport connections when locating in a town center. One positive point about Pittsburgh is that there are some bus routes that terminate there, which suggest large numbers of customers are completing their journeys there. The most majority of these customers are likely to be thirsty and perhaps hungry, therefore, increasing the chances of the business thriving in the area. 
· The business also targets customers who mainly travel by car and in relation to that Ross Park Mall has a good parking lot at the back and Almarai  may take advantage of such customers as well. 
· Another advantage for locating our business in the South Point Mall is that customers like to shop around and compare what different food stores are offering. This means that customers will be attracted to areas where competing businesses are located. However, when locating close to competitive food stores, our business will be able to compete when compared with other businesses dealing with the same line of products as our business.
Besides all that, Almarai will also be dealing with physical distribution of its products to the end user. There are number of ways the company will do to ensure that its products reach the end user. For example, it will engage in what researchers call “direct distribution strategy.” Here, the company will be selling its products directly to consumers and this will be conducive enough depending on what the company will be trying to achieve. The other option is that the company will try to engage in the traditional retail model in which it will partner with other retailers or even schools where it will be selling its products in bulky. 
(d) Promotion 
Promotion is what Almarai will be using to create awareness of its products to the consumers. There are numerous ways in which the company will promote its products. First, it will use social media platforms such as Facebook, Twitter, Instagram, and other health based social networking sites. It is also important to note here that promotion includes other things like advertising, sales promotion, and personal selling. To advertise the products, Almarai will use mass media such as TV ads and radio to send impersonal messages to the consumers about health benefits associated with its products. 
The company will also do sales promotions which will typically be in form of discounts. Almarai will design sales promotions to persuade people to make immediate purchases. Researchers explain that sales promotion are important marketing because they help customers make informed decisions especially when they are evaluating what product to purchase in a given category (Babin & Zikmund, 2015).   
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