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Where do you buy shoes?



In the past…



Today

Globalisation

Pure

players

Online

marketplaces

Direct-to-

consumer

initiatives



Physical stores under attack



City centers under attack



Physical stores

=

no future?

Big questions

City centers

=

dead?



Academic 

study: 

Future of 

physical 

stores







Review > 25,000 online announcements 

(Edge Retail Insight)

Thorough secondary search (literature 

review, consultancy reports, business press)

Qualitative interviews with retail experts from 

around the globe



Reasons 

customers 

visit physical 

stores

Shoppertainment
•Active

•Passive

Discovery
•Technology

•Frontline Employees

•Product

Convenience
•Access

•Search

•Possession

•Transaction

Community
•Active

•Passive

Customization
•Retailer

•Customer

•Co-created



Physical stores allow 

consumers to discover 

(information about) 

products, using five 

senses

Discovery



Projection to the city 

center

Discovery

Interesting 

Want to visit
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Convenience

Physical stores allow 

consumers to make 

shopping tasks easier, 

faster, and/or less 

effortful



Convenience

Projection to the city 

center

Easy

No barriers to visit
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Customization

Physical stores allow to 

adapt the shopping 

journey or a product 

more closely to

customers’ individual 

needs.



Customization

Projection to the city 

center

Personal & local

Unique to visit
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Community

Physical stores help to 

build social 

relationships and 

develop a sense of 

belonging.



Community

Projection to the city 

center

Blurring

Multiple 

purposes to visit
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Shoppertainment

Physical stores can 

provide entertainment 

while still directly or 

indirectly encouraging 

consumers to shop.



Shoppertainment

Projection to the city 

center

Fun

Nice to visit



Physical stores

=

no future?

Future looks bright but different



City centers

=

dead?

Should be evolving (make it interesting, 

easy, personal/local, blurred and/or fun)



In summary



• Physical stores are (still) 

an important touchpoint

• Physical stores have 

unique strengths

• But it will be crucial to focus 

on customer (benefits)

• City centers can be vibrant

• City centers need to evolve

• And there too it will be crucial to 

focus on customer (benefits)
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