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Comparative Case Study of Vitalizing Strategy for Large
Complex Shopping Malls in Korea and Japan

Paik, In-Yeol*, Kang, Wooseong**

ABSTRACT

The commercial spaces play increasing roles in consumers' life by providing places for enjoying
their leisure times. Especially, the complex shopping malls, which combine retail shops with food &
beverage and entertainment elements, offer ‘Urban Leisure Space’ for citizens to spend leisure time
conveniently. The modern history of domestic complex shopping malls began with the introductions of
Coex Mall and Central City. These complex shopping malls brought many changes in consumers'
consumption behaviors.

Given these importances, the purpose of current study is to investigate the vitalizing strategy for
complex shopping malls to attract customers who simultaneously enjoy leisure and free time, in
addition to simply buying goods and service. Based on extant literature, we first developed a

theoretical model to understand the strategic process of the complex shopping mall (see Fig.l).

among

p N 7 . TRTEN B
Customer’s Retail STP V|tal’|fz?:t;i;1pﬁ2itors
Expectation Strate .
_EXP ) ay | Shopping Mall )
Location Market Accessibility 5 <
At " Merchandising @ =
mosphere : @
P Selection of 5 Tenants Mix o |l %ﬁ
Product / Price| |Target Market CRM Activity o 9
o Advertising c o}
Mutual Activity Market Promotion g =
Service Positioning Entertainment o L
\_ J \ Event /
N N
Difference

nation

<Figure 1> Theoretical Model for Vitalizing Strategy of Shopping Malls

* PhD student, Dongguk University-Seoul, First author
** Associate professor, Dongguk University-Seoul, Corresponding author
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The research methodology we adopted is a qualitative approach using case study method. We
examined existing shopping malls in both countries and selected representative yet comparable two sets
of shopping malls. Then, we collected comprehensive information about them, combined with series of
interviews. Specifically, we conducted series of in-depth interviews with industry experts in Korea and
Japan, who have more than 15 years of experience each. With this approach we are able to draw
managerial implications by investigating the marketing activities of managers in complex shopping mall
to satisfy their customers. In doing so, we emphasize the commonalities and differences between
Korea and Japan's complex shopping malls.

The research found that the key vitalizing strategy for complex shopping mall consists of two
factors: physical factors and operational factors. The physical factors contribute to the success of
shopping mall in tangible perspective, including architecture and the flow of human traffic. Examples
include choosing high-potential location in planning stage, offering easy accessibility for customers, and
achieving economy of scale in size. The operational factors can be further categorized into two
factors: direct marketing factors and indirect marketing factors. Direct marketing factors affect the sales
directly (e.g., diversification of MD, attracting key tenants etc.), whereas indirect marketing factors
affect the sales indirectly by increasing store traffic (e.g., event, entertainment etc.).

Both Korean and Japanese experts acknowledged that the physical factors and direct marketing
factors are crucial factors in vitalizing the complex shopping mall. However, they are dramatically
different in utilizing the indirect marketing factors (see Table 1). First, Japanese shopping malls have
‘Town Management’ team to manage the entire brand from the beginning. This team can be extended
to ‘Area Management’ to connect with local society and government agency. These teams can be
expensive to maintain but are very important in vitalizing the complex shopping malls. Second,
Japanese shopping malls build a consistent business system across functional areas and many times
achieve vertical integration as well. This helps long term cooperative relationships and high quality
service, thereby offering positive credibility to customers. Since each new service the shopping mall
offers is indeed a new product, the vertical integration combined with the town management team is
very effective in new product development process. The third difference is the collaboration with local
society and government. They acknowledge that the shopping complex itself is a part of local society
and participate in many social services, which provide customers with more experience and pleasure
than simple consumption. These activities might not be relevant for short term performance of the
mall, but are the future direction for the organization. In Korea, since the future competition will be
intensifying as more complex shopping malls and outlets continue to enter, the existing complex

shopping malls need to take into account the indirect marketing activities to win the competition.
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<Table 1> Comparison of Vitalizing Strategy for Shopping Mall in Korea vs Japan

Factors

Korea

Japan

1) Physical
Factor

1. Location, transportational convenience
2. Construction plan for shopping mall
3. Moving convenience both inside
and outside of mall
4. Consideration for the flow of human
traffic and mobile traffic
5. Large floor space
6. Facilities for the customer.
Children's play room, etc.

1. Location, transportational convenience
2. Construction plan for shopping mall
3. Regular renewal of retail shop
5. Essential facilities (Observatory, Museum)
6. Facilities for the customer.
Children's play room, Emergency room, etc.

2) Operational

1. Configuration and periodic replacement of
merchandise design
2. Selection of key tenant in marketing

1. Replacement stores with low sales figures

Factor perspective 2. Development various campaigns to stimulate
(Direct 3. Sales promotion event and appreciation sales

Marketing event 3. Introduction and managing membership system
Factor) 4. Activation of membership system

5. Searching attractive retail for customer
including famous restaurant, etc.

1. Pulling in customers using events

. Operating professional marketing team

- Promotion, marketing, operations, etc.

3. Performing various activities which is
carried out in conjunction with local

N

1. Implement various performances

tional
3) Operationa (Art, song, magic, etc.)

Factor . communities
. 2. Co-work with tenant brands . .
(Indirect 1 . .. . - Street cleaning, volunteering, etc.
. 3. Providing convenience via information oy . .
Marketing . . Building a consistent business system
center, guidebook 1 . o
Factor) . Providing clean environment and hospitality

4. Service training for the employees .
Green outer environment

. Preparation evacuation system for emergency
. Installing information center and distributing
guidebooks and monthly publication

IR NEVN

Our study also offers the following managerial implications. First, in the middle of increased
opening of capital markets and deepening globalization, more and more private equity funds and real
estate developers are entering into commercial real estate development business. For this reason, our
study shed lights on vitalizing strategy in the perspective of domestic and foreign retail firms and real
estate developers. Second, we also offer key success factors of complex shopping malls for the
developers, potential tenants, and other stakeholders. Finally, we notice that Japanese real estate firms
are indirectly entering the domestic markets via consulting firms or joint investment, especially in

commercial and business facilities. And, Korean real estate firms are considering to invest in Japan as
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well. Our study can help the mutual understanding of both markets by investigating the commonalities

and differences of two countries.

Keywords : Complex shopping mall, Vitalizing strategy for commercial facility, Town management,

Comparative study between Korea and Japan



