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Toward Improving the Interface for Online-shopping
—Suggestions from the Analysis of Real Shopping Behavior

Hiroxko SHOJIHit and KoicHI HORIt

Analyzing protocol of communication between customers and salesclerks in actual purchase
activities, we have found that appropriate information given by the clerk in a timely manner
often causes the customer’s focus to be changed to lead him/her to make a decision on what
to buy. This, so to speak, “leap in thought” phenomenon is similar to one often observed in
creative activities such as designing or concept formation. Therefore, the effect provided by
the creativity support systems can be expected to play a similar role also in online-shopping
system interfaces. Features for assisting customers’ decision making may enable the construc-
tion of online-shopping system interfaces which are useful for customers without clear image
of what they want. This paper will describe these hypotheses and an attempt of experiment

to verify them.
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Fig.1 Customer’s decision-making process and advisor’s
role.
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Fig.2 An experimental system for online-shopping.
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