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ABSTRACT 


Retail environment and experience are two main factors involved in buying decision 

especially in fashion industry. Retailing has become more challenging as retailers need to 

offer something better than they have in the past to attract customers to come in. In 

today's retail environment, customers are expecting more from their shopping experience. 

This research project aim to study the customer' s experience in the aspect of shoe store 

environment. This research is conducted to determine the environmental factors that may 

enhance customer's shopping pleasure. The research will includes the study of design 

aspects in the context of CX(Customer Experience). 



ABSTRAK 


Persekitaran dan pengalaman kedai merupakan dua faktor utama yang mempengaruhi 

keputusan pembelian terutamanya dalam industri fesyen. Peruncitan kini semakin 

mencabar kerana pemilik kedai perlu menyediakan sesuatu yang lebih bagus dan seiring 

dengan peredaran masa untuk menarik minat pelanggan untuk datang ke kedai. Dalam 

persekitaran kedai pada masa kini, pelanggan menginginkan pengalaman yang lebih baik 

dari pembelian mereka. Projek penyelidikan ini bertujuan untuk mengkaji pengalaman 

pelanggan dalam aspek persekitaran kedai kasut. Kajian dijalankan untuk mengenalpasti 

faktor-faktor persekitaran kedai kasut yang boleh meningkatkan kepuasan pelanggan 

dalam membeli-belah. Kajian ini turut meliputi aspek reka bentuk interaktif digital dalam 

konteks ex. 



CHAPTER 1 

INTRODUCTION 

1.1 Introduction 

Competing in today's global market is becoming difficult from time to time. 

Directing a store's retail environment towards a memorable customer experiences by 

appealing to customers' senses, emotions and values may therefore seem a valuable 

approach for differentiating a retail store from competitors. Retail environmental design 

is actually a crucial aspect in retail management, but it still is an emerging discipline in 

the field of interior design, which focused on studying the relationship between the 

environment (space, lighting, furniture, etc.) and human behavior (Petermans & 

Cleempoel, 2010). 

Today's retail environments enable consumers to expenence the pleasure in 

aspect of consumption. Retailers are finding new ways to offer customers something 

unique or special in order to encourage visit to physical stores. People like to touch, 

feel, smell, taste, inspect, test and try on. It is an overall approach that involves both 

emotional and rational triggers (Meyer, 2006). A good retail environment has a 

potential to create a memorable visual and physical experience among customers. 



This includes everything from store design, customer engagement activities and the 

way products are presented for display and consideration (Lutz & Zell, 2018). 

1.2 Research Background 

There are many different approaches when it comes to retail design. Good 

overall impression of retail store are such as products availability in the store, the 

store itself and the experience they expect when shopping at the store. Thus the store 

image is actually a reflection of the overall customer to store environment. Store 

environment is an important element in retailing given that 70 percent of the 

purchase was an impulse buying or unplanned purchases (Underhill, 1999). 

Shopping pleasure is created from the interaction between customer perceptions 

of a retail environment and their emotions, satisfaction and behavioraL intentions 

(Andreu, 2006) which can be enhanced by experience. Through the elements that 

exist in the store environment, retailers can create stimuli that would trigger or drive 

customers to buy more stuff outside of their plan. 

The idea of retail therapy emerged as customers tend to engage themselves 

emotionally and physically in a retail environment for pleasure. An ideal retail 

environment experience is believed to be able to create enjoyment and excitement 

among customers. It can sometimes be explained as a hedonic motivation because 

shopping helps to achieve more hedonic goals, in particular, self-gratification and 

mood repair (Isen, 1984). 


