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Abstract

Impulse buying behavior is a significant aspect of customer behavior and a crucial concept in the
retail environment. Currently, this behavior has garnered the attention of retailers and wholesalers,
particularly chain stores, as it substantially impacts their sales and profits. To address this, retailers can
design a pleasant and relaxing atmosphere for customers, providing a soothing and attractive
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environment to evoke their feelings and perceived pleasure. The primary purpose of this research was
to examine the model of situational factors influencing customer’s impulse buying behavior. The study's
statistical population comprised all customers of Shahrvand chain stores in Tehran. Using Morgan's table,
a sample size of 384 individuals was selected through stratified random sampling. A standard questionnaire
was employed to measure the variables and the instrument's diagnostic, convergent, and divergent validity,
as well as its reliability using Cronbach's alpha coefficient, were evaluated. The research model was tested
using the Partial Least Squares (PLS) method and the Smart-PLS 3 software. The results of data analysis
indicated that physical factors, including music, lighting, and color, had a significant effect on the
consumers’ emotional responses, while the layout effect was not confirmed. The significant influences of
social factors, including the seller and the crowd, on the consumers’ emotional responses were also
confirmed. The mediating role of consumer's emotional response in the impacts of physical (excluding
layout) and social factors on impulse buying behavior was supported. However, demographic factors
(gender, age, and income), psychological factors (stimulation and self-esteem), and situational factors
(available money and time) did not have a moderating role in the relationship between the consumers’
emotional responses and impulse buying behaviors.

Introduction

In the world of marketing, physical and social factors of the store environment are aspects that can
influence customers' positive emotions and, consequently, their impulse purchases. If a store provides
more comfort and pleasure to its customers according to their target market, it will likely build a loyal
customer base (Dewi & Karolina, 2023). On the other hand, situational dimensions, including available
time and money (Huo et al., 2023), psychological factors, such as self-esteem and irritability (Pacheco
et al., 2022), and demographic factors like gender, income, and age (Ali et al., 2022) can moderate the
relationship between customer’s emotional response and impulse buying behavior. Therefore, the
primary research question was whether effective situational factors had a significant impact on the
customers’ impulse buying behaviors in the chain stores of Tehran metropolis. Conducting this research
in the city's chain stores could help create a pleasant store environment for customers, increase their
spontaneous purchases, and ultimately improve profitability of the stores.

The physical environment of a store includes music, lighting, color, and layout, while the social
environment encompasses salespeople’s behavior and crowding level. Each of these factors can
stimulate positive emotions in customers. Music is an important element in the store environment as
fast-paced music can encourage impulse purchases (Pinto et al., 2020). Appropriate lighting for the store's
interior can help attract customers' attention and enhance their enjoyment of shopping experience. The use
of different colors in the store can also trigger physiological stimulation and cheerful moods in customers
and efficient arrangement of items on the shelves plays a crucial role in customer satisfaction (Kholis et
al., 2023). Additionally, the behavior of sales personnel is effective in customers' evaluation of the store's
social dimensions as customers, who receive high-quality services, are more motivated to make purchases
compared to those, who receive low-quality services (Husnain et al., 2019). Lastly, customers' perception
of store crowding can also impact their impulse buying decisions.

Materials & Methods

The research population comprised all customers of Shahrvand chain stores in Tehran and the sample
size was determined to be 250 based on Cochran's formula. A stratified random sampling method was
used to select the sample and a questionnaire was employed to collect the data. The research model was
estimated and the hypotheses were tested using the Structural Equation Modeling (SEM) method with
the Partial Least Squares (PLS) approach facilitated by the Smart PLS software. It is important to note
that SEM consists of a measurement model and a structural model and the variables in the model are
classified into two categories: latent variables and observed variables. In the measurement model, the
validity (including construct, convergent, and discriminant validity) and reliability (composite reliability
and Cronbach's alpha coefficient) of the questionnaire were examined. In the section of the structural
model, the degree of correlation between the constructs and their relationships were assessed.
Research Findings
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Assessment of the measurement model's fit via the SEM method was based on several criteria,
including validity (construct, convergent, and discriminant) and reliability (composite reliability and
Cronbach's alpha coefficient). The construct validity was tested using confirmatory factor analysis and
the results indicated that factor loadings for each observed variable were highly favorable, exceeding
0.7. Furthermore, the values of the convergent validity criterion or the Average Variance Extracted
(AVE) were above 0.5 and the Cronbach's alpha coefficient and composite reliability values were also
above 0.7 for all variables. These findings suggested that the questionnaire had good validity and
reliability. Regarding discriminant validity, the square root of the convergent validity of each construct
was greater than the correlation values between the other constructs, indicating that the questionnaire
had good discriminant validity. Concerning the structural model, the output, including path coefficients,
determination coefficients, and factor loadings, as well as significant t-coefficients, revealed that all
hypotheses were supported, except for the hypothesis regarding the effect of layout on customer’s
emotional response. The 6™, 7, and 8" hypotheses were also supported.

Discussion of Results and Conclusion

The purpose of this research was to test the model of situational factors affecting the impulse buying
behaviors of customers in Shahrvand chain stores in Tehran. Regarding the confirmation of the 1%
hypothesis, which examined the effects of physical factors (music, color, and lighting) on the customers'
emotional responses, it is recommended to use calm and lively music, warm and attractive colors (e.g.,
red), and cool and happy colors (e.g., blue) in the stores. This is because paying attention to these factors
significantly influenced the arousal of the customers' emotions and made the experience enjoyable for
them. However, lighting had to be reasonable as both too high and too low lighting could reduce or
increase their impulse buying behaviors. Furthermore, confirmations of the 2™, 3™ 4™ and 5™
hypotheses, which addressed the mediating role of the customers' emotional responses in the relationship
between the physical and social factors of the store environment and their impulse buying behaviors,
suggested the importance of attracting active, creative, and knowledgeable sales personnel to the
marketing management, especially in the area of consumer behavior. Such personnel are capable of
designing the physical or objective aspects of the store, establishing friendly interactions, providing
quality services, and consequently influencing customers towards impulse buying behavior. Their
sufficient knowledge and experience play a crucial role in this process.

Keywords: Physical Factors, Social Factors, Consumer Emotional Response, Impulse Buying
Behavior.
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Figure 1: Conceptual model of research
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Table 1: Composition of specific questions of the questionnaire
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Table 3: Results of construct validity (confirmatory factor analysis) and reliability
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Table 4: Evaluation of the divergent validity of the measurement model
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Figure 2: Value of path coefficients related to the first to third hypotheses



VFoy ‘)Lﬂ-.' (b") U’J,l:.; é)LQ-:‘ Ld}‘ OJLQ.:: AV.AJJLG?. JL» ‘U’-"}'; ‘!L_“)UL CJLL_.E;J/?F

angikhtegil | angikhtegi2 = angikhtegi3 lezatl
musicl '\ X
L "\'\
37112 o474 59791
50.206 .
music2  4—31.104 — 51.650 \
25.426
music3 ol 5.519
el
rehanaid
2.940
roshanail

roshanail 4.608

40500
4—62.457 —
25335

«—

rang?

chidemanl
chideman2
chideman3
foroshandel

116963 ___
foroshande2 4—90.353 —

lezatd lezat3

7

39.817 33195

lezats

/

38.910

barnamerizil
|

58381 barnamerizi2

3124 talghini2

wadawvaril

mahzl

—y ezdehaml

22145

57.653
—+ ezdeham2

@

mls sl

(95 BBl :xiw) paw b J9l (Sd4d $ 4 b g9 30 Sodguin! t 5 loT (sl ylundo ¥ I
Figure 3: Values of Student's t statistic related to the first to third hypotheses

Wl 0l 0315 OLET O J g 55 S sl éé,bTLgu)lqbléalf@H%b_@@u

Pow B Jol Sdeo $ Og03T @mlizo Joo
Table 5: Test results of the first to third hypotheses
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Table 6: Test results of the fourth and fifth hypotheses
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Figure 4: The initial model of the research in the path coefficient mode in the presence of the
excitability moderator variable
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Figure 5: The initial model of the research in the mode of significant coefficient in the presence of
the excitability modulating variable



PV 1 OKes 5 Goboar 5 5il5 ol [0S s me S 5 1, 5 S3e fmds Jalse dobe 05037

angikhtegil angikhtegi2 angikhtegi3 lezatl lezat2 lezat2 lezat5

= N U B,
0.788 o853 0856 0819 g7gg barnamerizil

music2 44— 0.804 0.835_0.844 / 0.801 )'
4f_,[].?!i»{i 0427 e barnamerizi2

music3 o
h 2 el mahz2
rchanai 709
0871 -0.203 ; . —
roshanail +“4—0.882 . : talghini2
roshanai3 yadavaril
mahzl
rang2 —
ezat
chidermanl
ezat3
chideman2 4—0.870 Moderating Effect
0.925 1 cratd
chiderman3
ezath

foreshandel
0932

» erdehaml
foroshande2 4—0.923

0.778
0594y

ezxdeham2

SRABl 1 aw) Wi 3e Khoxi wiio 3959 Tl o 1O pwn o yo Sl 50 B9 R Wel Jow I I
(93
Figure 6: The initial model of the research in the path coefficient mode in the presence of the self-
esteem modulating variable
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Figure 7: The initial model of the research in the case of a significant coefficient in the presence of
the self-esteem modulating variable
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Figure 8: The initial model of the research in the mode of the path coefficient in the presence of the
available money modulating variable
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Figure 9: The initial model of the research in the case of significant coefficient in the presence of
available money moderating variable
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Figure 10: The initial model of the research in the mode of path coefficient in the presence of the
available time modifier variable
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Figure 11: The initial model of the research in the state of significant coefficient in the presence of
the available time modulating variable
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