


The project

Logan is a rapidly developing area between 
Brisbane and the Gold Coast. The client, a major 
private retail centre developer, is planning a 
15 thousand square meter expansion of an existing 
shopping center. The new centre will be developed 
into a retail, dining and entertainment centre. 

The retail landscape in the area is crowded, 
with many competitors upgrading or building 
new centres in the vicinity. The centre must offer 
something different to customers to be competitive.
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Opportunities

The developer engaged us to understand the 
opportunities for the project from a customer 
experience perspective. Understanding and 
engaging with the community before and during the 
design process ensured the project would truly meet 
customer needs and achieve better commercial 
outcomes.





Approach
We conducted in-depth place and customer research 
across a 15 kilometer radius from the mall. This meant 
up-front synthesis of existing user and customer 
data, a segmentation analysis as well as place and 
competitor research across 25+ malls and venues. This 
was followed by 30+ hours of one on one in-home 
interviews with customers to identify their habits, 
routines, needs and aspirations around retail, dining and 
entertainment as well as a gap analysis of the area. 

This data served as the basis for a strategy document 
outlining the suggested design, tenant and experience 
strategy for the mall
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Outcomes
• Tailored design and tenant mix specific to the area and 

its customer base
• Innovation in the user experience by layering in a retail-

as-service component and considering the center from 
a perspective of brand, technology, place and service

• Better community and retail outcomes by fostering 
collaboration between developer, local government, 
social enterprise and retailers



We look forward to your feedback and next steps -
 you can reach us here:

Lena +61 432 978 261
Edward +61 412 407 770 

hello@publicresearch.design
www.publicresearch.design

@publicresearchdesign

Speak soon


