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Abstract

Introduction: With the expansion of technology in the areas of production and distribution of goods, there is an intense competition
between malls and retailers to attract customers, especially considering the diversity of customer tastes, the importance of marketing, and the
competition for sales. Meanwhile, the increasing number of shopping malls and commercial complexes in Tehran and other Iranian cities
has made customer attraction to such centers a major concern that calls for attention.

Purpose: The purpose of this phenomenological study was to identify the atmosphere (space) of shopping malls, as a lesser-known
phenomenon, and the customers’ shopping behavior from multi-purpose shopping centers/malls. In general, the purpose of this study was to
explore the meaning of the atmosphere (space) of shopping centers from the perspective of participants (subjects).

Research Methodology: This study followed a qualitative approach with a phenomenological method. The population of this study
consisted of 12 mall experts and customers who were selected by the purposive method with snowball sampling. The data were collected by
the deep interviews guide. All the interviews were recorded and transcribed. In the data analysis phase, by the descriptive phenomenology
method, initial codes (descriptive), sub-themes, and main themes were extracted. Data analysis was done by Atlas.ti ver.8 software.

Results: The results of the study showed that the atmosphere of shopping centers/malls included seven themes of external variables
(external design and atmosphere of a shopping center/ mall), internal variables (internal design and atmosphere of a shopping center/mall),
visual merchandising, human variables, tenant mix, consideration of noncommercial spaces, and multiple senses. The mall evaluation had
five themes of self-congruity, functional congruity, customers’ interpretation, the effectiveness of environmental factors, and social
responsibility. Also, the customers’ shopping behavior from shopping centers and malls included six themes of the sense of hedonic
shopping, utilitarian shopping, mall patronage, customer experience, comprehended risks, and finally mall promotion and advertising.

Discussion: The atmosphere of shopping malls/centers influenced the behavior of customers and their evaluation of shopping malls. The success
of these centers and increasing customers’ loyalty depended on attention to the atmosphere of the determinants of shopping centers.

Keywords: Phenomenology Study, Lived Experience, Mall Atmospheric, Customers’ Shopping Behavior.
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1. Footfall
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