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Using Consumer Diaries to Understand Shopping Behaviour

The aeed o help retailerss oocderstand thelr costomers belter is an endering theme
of academie research Research canducted by the Cenree Foar the Smidy ol Fetailing in
seestland (CRRST is addressing this by moesing away from the more craditional susas
beelnagues v sy consuner diares as aoeans ol cellecting conlemporaneous data
regarding shopping experiences, which can be used t build detailed pictores of

TWET r}-‘—ﬁrm CENTHTY CHISNTeTA,

CERS 1w partivsslig aeog Ui poteersities ol Slivliog, Edinburgh and Seatholyde

[t wrzs esrablished m 2007, tunded by the Scanish Higaer Boducarion Funding Couneil,
e prewicde @ vesouree 1o aupperr and develop research in retailing in searland. The
privary purpose sl CSRS s we cobaues e koeseledpe aed uoderstandurg ol Seeland s
relail sector and each of the three universities is responsible for separate aspacts of

the research

Che Uversivy of Sty s cespostble for e cocaien and waccnanes of the
“Sooltish Retailing Bibliceraphy ', where a vast arvay of published material abouat
retailing in Seotlied has heen campiled ane consalidared. The Universitg of Ldinhirgh
is creating ard maintaining an integrated spacal database of realing i Seedand osing
GL;U:.,_{.".H)I'li,(_:rJI Toalesrn el v Sraluin l:'l._:]":"l. Tl CAIUL IO L Gl RS ok veedertalocn |:-';,-
the University of Strathelyde involves the establishmens of a consumer panel, w proeide
Iengimdinal dara regarding cnstomer boving parrerns and artitedes, partioalarly rewards
e Lanliiens retan] seeton The beoelios ol Qs researci wopetailees Le e gvalability o
current, relevant intormation on particalar consuimer groups thar goes bevond rend

avalysis and hoilds pictnres ol shappes gronps,

The Sradwdyde consner pach cotmprises particelae pronps of conswners who keep a
comsmnpiion diary lor specific bour week periods. These diaries detail which shops bave
beer wisited oy iteres porchased s well as pesitive and negative aspecte from eacl mrip,
hix echnicpe, based on the ides of "ericeal mcidems”, alloss e consamer, sacdher tian
e rescare b, o deternine wlal weas booportant loothem deving the slopping wip, They
are asked to desertbe not only what went well or badly during the mip, bot wooffer
snggestioms ahoar hess recailers conld adedvess the ssues. In-depth inrerviewes are then

cennducied wln resposidenns o order o Jelow up an dssaes rased e Qe disrics,
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Critcel incident rechmicque lies anestablished histery as a souree of detatled data abon
consarmers 1 s hased o the premize thay s mcicdent i "eritical” il the consumes
remernhers i aml comments npon W, Tnckdents are fen categorised and a ralyses
secordiny 1o boch the nanre of the neident and the Lonsumer's TeRpaTEe 10 1, The alm
i 1o develep o darabase Ll i act as a respearch resource and which can be analysead
v vnrdersaand the shopping processes of Sculiish consumers and Ueir atitudes Towards
Fralion brands ane retilers, and o idenmtity the marnre sl changes in consnmer

b fiavtens T the Felion seoton This daa ser wall poovicds a consimer aherpping
liehavicnr reserrie lor vetailers and rescarclicrs, The research i fescusel i the fira

iastanee o e feshiom seetor and may be extended 1o oilier retail sectars in rhe Tulur:,

T dase the panel mermbers base incuded seomer wal families smidens arnel young

[EEl
SF i ineideils have been analysed ol which 549 were classdicd as positive {rhe

sl disaliod consuwmers, rerived Conswners ael erhical comsumers, A torzl

comsuner veis satisfied s and te remainder were nogalive {the consmer was unhappy
witly thisir experiences ), In additen a relaned siehy, sormsored by Barclaycard, focnsed
o the shepping bebasionr of men and womens shapping respetlier and separaely ' The
ke tasnes (uay have ansen cenir: artsanel the retail emvireinenl, cuskemer servive ancd

hargam huating

Ratail envirchment

e retarl creironment was mentoned mest Trequently by all responcent grougess 4
My 4 229 separare incidenes were reported, Tlus aspect contribnited e par licipans’
pegative percepoiais Bl a shoppivg mip o Jran to their posicye perceptions. This
category typically cluded invidenues sacl as cronveding and cramped conditiens 1o
RIOTCS, USUEs and displays, The wanperaturs i Siores wes renrring thema wentioned
b all comsumser gronpms as sontributing ey their pegative pEpETieTLe. Hespondents [elr
wneamfrerahly i stores that weere oo liust and many reperwed i they had to leave
shaps bufor they nard fonnd wha ey wanted Indecd, an overheated o sty
prveronnens was the single most reporied negavse wcident, Cleaichy stores wore
ancther aspect of e retail envirnmment e fase coatri buted 1o all groups’ negative
pxperiences, The mess’ in some s10res wds mentioned with regularity and frequently
lad an wnact an the respondent’s image of rhe stone For exammpie, 4 mamber ol shops
weore deseribed as mussy, unddy and divey’ Tius untidiness, sueh as dlothies ling o the
Loy, weas parcicularly distressing forr disalbded consarmers, as wlwelcbaie vsers Tovmd

they had lo either plck sverything up or rell over therm,

The Lot of srares was also impartant o evaluating the esperience. Lughy, airy stores
with plenty of space between merchandiss lrequently addded Lo parlicipants’ positve
accenrts, wlile caamped shops were repeatedly mentioned as contribnring e thie
Megalive Bxperionces, Cerlailn groups even felt excluded from these crappes siores,

lar esample, othicrs with prams or higges, anel wheclehair users would not enrer
some stores a5 Lhere was ot enaugh room 0 manaeuyre, Buill groups repried
withliolding pamansge from cortaie sores due o thus problem. Men i particular were
W illing to sarronise shops whese they fell merchandise swas difficuly w locate or
over snndfed’

[Cantivned o page S0
BLUE SKY' / CONSUMER TRENDS



BRC 2005

Finaly wasuitable acevss and alack of facilities contibated significantly o the vegative
experience of mothers shoeppuog wich ehildeen, ane the disabled, These problems
acenrred frequently and cansed consilerable disress far hese groups, so an wriby

al i, Wheatisable aeceas o stoves, such as heavy doors or roken antomatic doors,
nen lifes, steps stead of ramps, erc, all conrribured o esclude dsabled consimers and
women shepping with child e Again this resalred I svoidance of Cerlain swones hy
buads prowps. Several instances were reporied ol disabled envrznces loeazed at the rear ol
pablic busildugs, which led o feelings of madequacy and discrimination that disahled
reeple were not allowees] e cer threugh the same door as everyeie clse. Glven recen
changes iv the Lo vegarding <iscnmuation agrainan the disabled, these conmnens are
prrpertant, s notenengn o have the facilives, ey must be accessible Disahlod
consumers ato reporied bad signpesting making Lacilities dulliculi 1o find, the locaricn
ot facilivies ar the very end ul shopping cenrres, ar Tieilities used as SLEAVL S
ity therm umnsahle wirhout assistance, These caperiences preanored leeling: of
Madequacy and parovipants f2l diserminated againss twir exclusion Ted m negative

Impaets on theiv sell-wortl and weeth a9 0 consmer,

Customer service

Service Dsmues were i conaistent Dherme amass the consunmer pronps. I general service
fesnes weere mentioned s g posiive aspecr, with aver 100 mcicens reported of sl
service comipared o beweer than 50 exanplos of negative esperiences, althoogl sisdens
annel tie disabled weere paviienlady ericical of il atudes wavards thers Diries
combain repeatiad relercnces w saff wha speak to @ wheclchair user'’s comparion instead
aif directly 1o them and disalsled consame s heing trestec as i o physival dsaialicg is
nevessarily an indicarion of a lack ol il ligenee. Similarly, student diaries contan
instances ol slall weavmg them as i ey could ot aflond wens and rherefore as bing
undeserving of service, srobloans with remrning goods dus o sl Ly reluerant o
believe theis reasons for doing so, and penerally a failiuee e provide good seroce,
Given Wl spending poswer of both students and e disabled, these anitndes AL
short sighted. T is, hoswever, mdicarive of a broader thenwe drsughour this researck
that it s the tendency of retail stall’ o make assimprions about thein custoners based

it appearance and 1 adjost the level ol servior sccordingly:

Fosizive service inodents woene Fi"-:*f]ﬂr*ﬂ'.l:,' aamociaten will |:|,;} vdividuals who were
prepaved o nse initiative o help o whe demonsrared high levels of aerpersenal shills
i eimnunicaring with consumers as of Vivy carcd” wehar e onleome af the exc e
s, Participants reporwed nmmerons exampies ol iocidents e bad the potential o b

Regative but were redeaied by belpfol sraft soting on thelr iniiaie

Bargain hunting

All pasticipant wroups recorded delignr an finding "horgaiins and 50 positive incidenrs
fornsed an either finding a4 barsain or an tem thar was oa sale o chivaper s they

thsught they wonld heve to pay foe i Whils, price CRpreranions were not specilically

exoored o e diaries, ezl £ reding anitenn oy fk!g.{.'"-].i_'(_; s h,:_]'g;qin was a key

rontrthntor wod positive esperiene, This idea of a bargain = norelason w perceived
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prive satier than zemal priee, i e, pardeipans sekiiowledped spending mare on o
percedved Bargain thaw dey womld have o g simila Fall-price item: This mensd toweards
hargain and sale shopping was also seflecred moeonsimers sl decided w defir prmelases

vl they ssere reddneed o o Seeail o che sales' tacher rhan by Fall price s,

The aim ol this research s 1o bild & commprehensive pature of the Seottish consumer
b allerwing them to indicale what was impariant o them durisg a shiapping trip.
Tiitial resules sngees thar, comtrasy 1o paplar belief, conmmmers are genecally sausficd
with the cusloaner service they receive md in gencrd shopping experiences are
positive, Analysis ol oo dat snggesrs, Sonvever, that shupping is a stressful acrivits
with the majorisy of Consnmens PELLEILN AT A swrse meod zhan el ey so1 o
Wi i partienlar ser ant on shopping trips with high expectations aned SO Dl e
anel mated Lhoemnselves as more arressed and 12 worse mood wlen |]1E'_‘:rf renmemed

regardiess of their porchase,

Tl |:er1;£;1|.=.-;>|1.& foor rerailers of this curren: artalvais are thar environment insies,
freparticular croveding, the wemperane of shops and malls ad the avzilzhility and
aceessibilivy of facilities, are of I0SL CONEEET I consumers, Cusloier sorvice e

weere generally al less concern, in parl because serces in gereral 1s perceived Lo L
H ; |

mproved o the last fve years and alsa because vonsumers foel that they are more
dernanding of seveice and willing 1ospeak up for themselves wlien thimgs go wrang
The main enstormer service ssues reporied o dare have focused oo e wartabalivy of
services wilh comsumers acroes the diary wroups Deeling char stall make too many
judgements abuul sutable’ cusiemess based on their appearance. Male consemers in
particnlar menzicmed the diflizence in service they receive according 1 how they dress.
IL ax the resulss snggest shopping is nol a mood-enhaneing esperience lon vither sex,
managing e langible aspeciz of the environoenl and cngorraging staff 1o care aboul

the oteonme ol & purchiase csperience are essenrial.

Dictanles analyeiz ol the dizries, Dolere s and three relared SUTVEYS D0 GO

shopping acliviues are available threngh the CSRS weelwiue: wmw cors ac uk



