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13.14: Design and the Shopping Experience

Explain how store design can create a positive shopping experience for customers

Before we even start talking about store design, we should go over a couple of customer behaviors that inform those designs.
Mainly,

Shoppers walk counterclockwise. Every time you enter a mall, a supermarket, the corner store, you will veer to the right if
you’re able. It’s just what people do.
Shoppers avoid upper and lower floors. In fact, shoppers really enjoy staying on the same floor they started on when they
entered the store.
Shoppers hate narrow aisles. In most cultures, that is. If customers have to pass each other at an uncomfortably close distance,
they won’t go down the aisle.
Shoppers need to “orient” themselves. Referred to sometimes as the “transition zone” or “decompression zone,” this is the
area where a customer gets used to the idea that he or she is in a store. It’s where they stop to see which way they might go.
Usually there are shopping carts and welcome signs in this area, but not much else, because customers aren’t yet ready to focus
on the shopping experience.

If your store design were to go against the grain of those customer idiosyncrasies, you’d already be at a disadvantage.

A store layout will show the size of each department, any permanent structures, shelving and other fixtures, and even customer
traffic patterns. Let’s talk about a couple common layouts we see retailers using today, and how they affect the shopping
experience.

Grid Layout

The grid store layout maximizes retail space and allows for the use of the walls, corner spaces,
and any purchase retail displays. New store owners will often start with a grid display for their stores because it’s also the most
economical choice—it makes use of everything in your store.

The grid store layout can be found in drugstores, like CVS and Walgreens, because they can pack a lot of products into the space.
The drawback of the grid plan is that it usually interferes with a customer’s line of site, which is why you’ll often see aisles
numbered and signs hanging from the ceiling, indicating which products can be found. On the other hand, the grid format doesn’t
have to be used to “pack products in.” In fact, Apple uses the grid format to display their minimalist product line . . . and to great
effect.
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Angular Layout

An angular store plan is best used for high-end products and a minimal inventory, because the
display itself takes up a lot of space. Curved fixtures are set up in different areas of the store and show off only a few of a particular
kind of product, sending the message to customers that it’s the last one of the bunch and they should “buy now!”

Jewelry stores and high-end clothing stores are most likely to use an angular store layout.

Geometric Layout

If “hip and trendy” is the message you’re trying to convey, or if Millennials are your target
customers, then the geometric store layout may be the answer to your prayers. You can get an interesting, not-so-ordinary effect
without breaking the pocketbook.

Most of the time apparel stores are going to use the geometric store design, positioning fixtures at odd angles to achieve an
interesting affect.
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Other layouts

Diagonal Layout

In a diagonal layout, a retailer can still maximize wall space to display product the way he can when he sets up in a grid layout, but
this solves some of the line-of-sight issues the grid format poses. Upon walking in, the customer can actually see a lot more
product.

Racetrack (or “Loop”) Layout

In a racetrack, or loop, layout, the customer enters the store and follows the path around the
store, eventually returning to the front of the store to check out. Borders Books, now defunct, used the racetrack layout in their
stores, which is not uncommon in large book stores. Bed, Bath and Beyond uses a racetrack layout very effectively. Often,
department stores will set up each floor in a racetrack format, allowing customers to visit different departments along the way.
Sears has a definite racetrack loop in most of its stores. This layout can also be used effectively in smaller, more high-end stores.
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Forced Path Layout

This is usually not a customer’s favorite kind of layout because it does not allow for customer-
driven shopping decisions. Every once in a while, though, a retailer uses the forced path layout to its maximum potential.

Perhaps the most prominent example of this layout is IKEA; while the stores are often massive, there is a prescribed path that takes
customers through every part of the store (with helpful arrows on the ground!).

Mixed (or “Free Form”) Layout

Suitable for almost any retailer, mixed layouts allow you to borrow the best from all of the layouts to highlight your products. This
can be especially effective in stores that offer different types of products.
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Target is an excellent example of a store using a mixed layout—grid in their grocery area, but geometric and angular in others,
depending on the product being displayed.

Which to Use?

Each one of these layouts sends a different message to the shopper and promotes a particular kind of shopping experience. A
retailer has to consider the type of product being sold and the amount of inventory being displayed, the target demographic, and the
budget he has to work with before he can determine which is the correct layout for his store.
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