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Abstract of Master’s Thesis Academic Year 2011

Detecting Mechanism for Indecisive Customer’s

Behavior in Brick and Mortar Store
Summary

The advancement of information technology provides customers various ways to pur-
chase products, and large number of customers are buying products online rather than
buying them at brick-and-motor stores. In spite of that, customers are stimulated to
purchase products at brick-and-motor stores through the use of QR code and digital
cash. It is said that customers will be more encouraged to buy products at brick-
and-motor stores by adapting new technologies, such as RFID and electronic device.
In consequence, firing clerks and less jobs being required are resulting in less com-
munication between customers and clerks. Communication between customers and
clerks increases the chance of customers purchasing products, and enables customers
to the choose most desired products. Thus, in order to improve the convenience of
brick-and-motor stores, it is important to encourage clerks to have communication
with customers. Although, there is a proper timing to wait on a customer, and there
is a great chance of making customers feel uncomfortable as a result of wrong timing
or way of service. In order to solve this problem, we aim to assist customers and
brick-and-motor stores by detecting customers’ “indecision” when purchasing prod-
ucts. We propose an algorithm which detects customers’ indecision based on field
study at brick-and-mortar stores. We implement a system which has two features:
1) leverage security cameras to detect if a customer is indecisive based on the time
standing in front of the shelves, and 2) utilize RF-tags attached to the merchandise to
acquire the type of indecision according to the number of times customers picked mer-
chandise up. By using the implemented system, stores are able to analyze customers’
indecision, thereby, clerks can meet a customer at appropriate timing.

Keyword:
1 indecision phase 2 Cyber Phisical Service 3 Brick and Mortar Store =~ 4 RFID

5 monitoring camera 6 location information

Keio University Graduate School of Media and Governance
Takayoshi Araki
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