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Experiential Retail
• "Retail today is no longer about selling goods... it 

is about offering experiences"
• .... but what does this actually mean?
• ... and does it contribute to the bottom line?

• For retailers
• For property owners
• For place-management organizations  



Examples of "Experiences"
• Restaurants and food halls
• Entertainment venues
• Yoga / fitness studios
• Rotating vendors and pop-ups
• Cooking classes
• Product experimentation
• Futuristic technologies
• Instagrammable moments



Experience as Buzzword 
• "Authenticity"
• "Sense of community"
• "Telling a story"
• "Curating"
• "Engaging / interacting with the brand"



Experience, in Plain English
• A store (or a place) where...

• "... stuff happens in addition to selling, and 
shoppers do things besides buying"

• "... people walk in and say 'wow'"
• "... visiting feels like an event"
• "... consumers buy a memory"



This Is Nothing New...  
• My mall growing up (in the 1980's)... 



This Is Nothing New...  
• Yes, that is Robert Downey Jr. and Patrick Dempsey (circa 1987)

• They were at the mall to do other things besides shop...



This Is Nothing New...  
• Food and entertainment 

• Started appearing in malls during the 1970's



This Is Nothing New...  
• The era of the "wow" department store 

(1880's to 1920's)



Faulty Premises
• The "pre-experiential" consumer who was... 

• Strictly transactional
• Driven solely by convenience and price -

which e-commerce now does better



Faulty Premises
• The "pre-experiential" consumer who was... 

• Buying without thinking (i.e. "retail therapy")



We Have Not Changed... 
• What wows us has...

• And it will keep doing so...  



But Does Experience Sell? 

• Experiences alone do not pay the rent...
• Cost more money
• Make less efficient use of space



Experience That Sells

• Limited empirical evidence on what kinds of experiences 
actually grow product sales

• What retailers are thriving today, with "scale-able" experiences?
• Low-cost, across entire store fleet (versus expensive flagships)



Experience That Sells

• Selling goods through experiences that trigger the 
most basic of human emotions

• Not experiences (gimmicks) instead of goods



Experience That Sells
• Triggering the most basic of human emotions

• To discover hidden treasure



Experience That Sells
• Triggering the most basic of human emotions

• To feel a sense of belonging



Experience That Sells
• Triggering the most basic of human emotions

• To feel reassured



Experience That Sells
• Triggering the most basic of human emotions

• To reimagine oneself



Experience That Sells
• Triggering the most basic of human emotions

• To feel "right"



Experience That Sells
• Experience is "the thing that gets us to the thing"

• Not the thing itself... 



Translation To Your District

• Which basic human emotion(s) does or can it tap?  
• What is the "thing" that it gets us to?  
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