Interview Transcripts 

Kingston Department Store 


Research aim:


Understand the reasons why people use KDS.

Interview Questions:

How often do you shop at KDS?
- prompts: weekly, monthly, twice a year 

Why do you shop at KDS?
- prompts: buying/browsing; range of / quality of products; convenience - parking; product range/quality; transport links; staff - knowledgeable, polite/helpful; goods - price / variety / quality; other aspects of shopping e.g. till queues, café, lifts, toilet etc. facilities

Are there any other reasons you shop here?

How long do you normally spend in the store? 

What do you typically buy / come to buy at KDS? 

Are there any products/ranges currently stocked that you never consider buying from KDS?  Why? 

Interview No: 1
Middle aged lady (daughter and grandchild).  Jan 5th 2005, 10.30 am.

How often do you shop at KDS?
- prompts: weekly, monthly, twice a year 

Well it varies quite a lot.  Sometimes I may come in three or four weeks running, Christmas time you know.  Other times maybe not for a month.  I suppose perhaps 20 odd times a year, could be more I try not to count!

Why do you shop at KDS?
- prompts: buying/browsing; range of / quality of products; convenience - parking; product range/quality; transport links; staff - knowledgeable, polite/helpful; goods - price / variety / quality; other aspects of shopping e.g. till queues, café, lifts, toilet etc. facilities


Ooh that's a difficult one….. Well I think it probably the best store in town, quality I mean, you're made to feel as though you're important.

Can I ask what you mean by quality?

Products, you stock the better names, but price is important as well.  I suppose what I mean is value for money.  I don't mind paying a bit extra as long as I feel there is value.  Not only quality of products though, the staff are nice as well, helpful - well usually, some seemed to be a bit fed up just before Christmas.

Are there any other reasons you shop here?

I know that I can usually find what I want here - I don't have too much time to trail from shop to shop so if I can get most of my shopping in one place it helps.  I also like to be able to park my car close by and the car park is good.  As you can see I have my grand-daughter with me and it's nice to have undercover parking with the spaces big enough to get the pram in and out of the car.

What else… well I do like to be able to have a cup of tea!

How long do you normally spend in the store? 

A couple of hours unless I've just popped in to pick up a specific item - it was curtain rings once, I didn't buy enough the first time I came in.  So it depends - sometimes I get some things in here then pop over to xxx to check it out, just to be sure you're not charging me too much

What do you typically buy / come to buy at KDS? 

Things for house, bedding, curtains.  We just re-decorated our bedroom and you had a much better selection of curtain fabrics here.  I did go up to town but I didn't really see anything I particularly liked and everywhere was so busy and by the time I'd put up with London transport I was pretty fed up anyway - it made it such a long day.  I also look at clothes, don't always buy, I think you aim for the young and older market and forget that people of my age want style without being too 'with it' but we are not quite ready for the granny look yet.


Do you also look elsewhere for the things you have come here to buy?

-prompts: internet use; rival stores - reasons for choosing.
 

This question not asked as already covered.

Are there any products/range of products not currently stocked that you would like to see introduced in KDS? 
- prompts: (as Why)

Well as I just said I think your fashions for mature working women needs a bit of an overhaul but other than that about right - oh there is one thing, my other daughter is getting married and you don't have a complete bridal service, dress, veil, shoes, underwear. 

 Are there any products/ranges currently stocked that you never consider buying from KDS?  Why? 
- prompts - similar


Large electrical goods, I do come here to look them over but then I order from the internet, the price is usually better and I've used one company that will give a very specific time-slot for delivery.  There is nothing that annoys me more than being told Tuesday but no idea when on Tuesday.  Shops seem to forget that most of us go out to work or have other commitments.

Other things if you have what I want I buy it.

Interview No: 2

Middle aged lady.  Jan 5th 2005, 11 am.

How often do you shop at KDS?
- prompts: weekly, monthly, twice a year 

Every week, Saturday afternoon, I make it an outing, my husband watches the football on the television and I enjoy the opportunity to have a good browse, try things on.  He gets fed-up if he is with me and expects me to make instant decisions.

Why do you shop at KDS?
- prompts: buying/browsing; range of / quality of products; convenience - parking; product range/quality; transport links; staff - knowledgeable, polite/helpful; goods - price / variety / quality; other aspects of shopping e.g. till queues, café, lifts, toilet etc. facilities


I like being able to wander around without having to go outside - I hate having to wear a heavy coat and I can come in wearing something fairly light if I drive and park in here.

You say that you like to browse, do you usually buy something as well?

Almost always, something takes my fancy - I suppose I'm a bit of an impulse buyer.  If I see something I like I try it on and if it fits and isn't too dear then I'll buy it.

Are there any other reasons you shop here?

I like to feel I pay a fair price, the stock changes quite frequently and as I'm a bit on the large size I'm pleased that you stock things for real women not just the skinny ones!  The changing rooms are nice and the staff don't 'pounce' on you, they give you time to look around.

How long do you normally spend in the store? 

All afternoon, I usually have a snack in the middle, sometimes a friend meets me in the coffee shop and afterwards we have a look round together.

What do you typically buy / come to buy at KDS? 

Mainly clothes or presents for the family.  If it household then my husband likes to be involved and he prefers out of town shopping - he'd rather buy a sofa from a specialist shop.

Why do you think that is?

Probably so he doesn't have to look at anything else!


5. Do you also look elsewhere for the things you have come here to buy?

-prompts: internet use; rival stores - reasons for choosing.
 

Depends on my mood, if the weather's nice I'll have a wander around the other shops and I hate waiting for anything.  If something is out of stock I can't be bothered to order it so I'll try XXXs. Then sell similar things.

As that is the case can you tell me why you shop in KDS in preference to X?

Xs is always a bit of a muddle and the spaces between the rails are very narrow so I always feel crowed, it's much more spacious in KDS.

Are there any products/range of products not currently stocked that you would like to see introduced in KDS? 
- prompts: (as Why)

Not really, your wide range is one of the reasons I shop here.

7.   Are there any products/ranges currently stocked that you never consider buying from KDS?  Why? 
- prompts - similar


Only if I know can get it much cheaper elsewhere, anything big I always check on the internet.

Interview No: 3

Middle aged lady.  Jan 5th 2005, 11.30 am.

How often do you shop at KDS?
- prompts: weekly, monthly, twice a year 

Every couple of months, I'm not a shopaholic - I only go shopping when there is something I really need and I really prefer to buy from a catalogue or online so that I can avoid the crush.  

Why do you shop at KDS?
- prompts: buying/browsing; range of / quality of products; convenience - parking; product range/quality; transport links; staff - knowledgeable, polite/helpful; goods - price / variety / quality; other aspects of shopping e.g. till queues, café, lifts, toilet etc. facilities


I'm most inclined to come here if I need advice about something.

Can you give me an example of the sort of advice you require?

If it’s a major project, like refurbishing the lounge, I like to be able to talk to someone about the quality of the various makes - someone who knows what they are talking about.  I also like to be able to put things together to see how they go -a bit of curtain fabric against the upholstery.  We did this last year and I found the staff really helpful, they didn't make me feel as though I was being a nuisance or try to rush me into a decision.  We bought most things for the room from here and I would do that again.

Are there any other reasons you shop here?

It's always tidy, you never see things left lying around, the toilets etc are nice.

How long do you normally spend in the store? 

Unless it something like the lounge then in and out as quickly as possible - no more than an hour.  I hate queuing, some stores there always seems to be delays at the till - sometimes I've put thing down and left.

What do you typically buy / come to buy at KDS? 

Household, clothes.


Do you also look elsewhere for the things you have come here to buy?

-prompts: internet use; rival stores - reasons for choosing.
 

As I said I look on the internet etc and I sometimes go to specialist shops but this is my usual choice for a department store.

Are there any products/range of products not currently stocked that you would like to see introduced in KDS? 
- prompts: (as Why)

No.

Are there any products/ranges currently stocked that you never consider buying from KDS?  Why? 
- prompts - similar


Toiletries - Boots is better and I can collect a prescription at the same time.

Interview No: 4

Middle aged lady.  Jan 5th 2005, 1.30 pm.

How often do you shop at KDS?
- prompts: weekly, monthly, twice a year 

Not often. I only come here when I need to buy something. I’m not one of those people who’re constantly buying things. I have better things to do with my time.

do you remember when you came in last?
That was just before Christmas. I’ve come to return something that I don’t need now.
Why do you shop at KDS?
- prompts: buying/browsing; range of / quality of products; convenience - parking; product range/quality; transport links; staff - knowledgeable, polite/helpful; goods - price / variety / quality; other aspects of shopping e.g. till queues, café, lifts, toilet etc. facilities

I can’t really say. I suppose because I used to come here with my mother. It was such a nice place in those days – a classy shop where the staff knew how to treat you properly. So I suppose it’s a kind of habit, though I wouldn’t normally say as such.

is there anything that strikes you now about the shop compared say to other shops?

Well … - as you can see there’s rather a crowd; lots of young women with small children crawling around. A bit noisy, almost like a market place now. And the café is always full – it’s so difficult to find somewhere quiet to rest these days when you’re out shopping.

what about other aspects of the shop – the goods, the staff, and so on?

There’s not the variety there used to be when I was young. These days you can only find the same things wherever you go unless you go up to the West End of London that is. And even that’s becoming rather cheap these days. But its useful when you’re in a hurry and not too particularly about what you want. I came in before Christmas to get a last minute gift for my niece – a nice hat with lacy trim – you see showing the hat. Then I found she’d got an identical one already – bought in on the internet her man-friend said. You see what I mean about the same things turning up everywhere. So I’ve come to see if they’ll take it back as its not been touched.
How long do you normally spend in the store? 

Only as much or as little as necessary – there’s not much here I would like for myself you see.
What do you typically buy / come to buy at KDS? 

[question 4 omitted as irrelevant in this context]

Do you also look elsewhere for the things you have come here to buy?

-prompts: internet use; rival stores - reasons for choosing.
 

Well as I said before I don’t normally come in here, and I only came in in a hurry just before Christmas. If I was buying a hat for myself I would almost certainly not come here. I would go to the West End, or perhaps to Kensington – there’s a lot of nice little boutiques opening up there, though they do close soon with depressing frequency. 

why in particular would you choose those shops?
The quality and styling of the garments in those kind of shops is far superior to anything you can get around here. And for the most part the staff are extremely polite and courteous – they treat you like a lady, not just someone else in the queue as they do in most of the shops. Then the staff are often more experienced, unlike the young girls in here who only seem interested in polishing their nails, or talking across the counter to each other.
Are there any products/range of products not currently stocked that you would like to see introduced in KDS? 
- prompts: (as Why)


Are there any products/ranges currently stocked that you never consider buying from KDS?  Why? 
- prompts - similar
[questions 6 and 7 omitted as the answers are self-evident]

Interview No: 5

Middle aged lady.  Jan 5th 2005, 2.30 pm.

How often do you shop at KDS?
- prompts: weekly, monthly, twice a year 

Well I usually come in here two or three times a week, though to tell the truth I don’t always buy anything. There’s nothing wrong in that is there? I sometimes have a tea if I feel like it. Then sometimes I come in with my friend – she’s gone off on holiday this week, to Majorca. We go round the store looking at all the new things, and at what people are wearing.
apart from shopping at the café, can you remember what other kinds of things you might have bought here recently?
I sometimes buy a little smoked salmon from the food counter – I’m very partial to smoked salmon, and they seem to have a good quality variety here. I think I bought a handbag last year, though that might have been over the road at BHS. This one you see – do you think they would have sold this kind here? No. I thought not. But I might have bought it here. If my friend was here she would have been able to tell you. Then I came in just after Christmas, for the sales – its always a good idea to come here as soon as you can for the sales, though these days the sales start long before Christmas don’t they? I bought one of those German Christmas cake things, I think, and some nice crackers that’ll do for next Christmas – I’ve put them in the cupboard under the stairs. My friend bought a new transistor as her’s had been stolen last month, and she bought some new shoes to take on holiday.
Why do you shop at KDS?
- prompts: buying/browsing; range of / quality of products; convenience - parking; product range/quality; transport links; staff - knowledgeable, polite/helpful; goods - price / variety / quality; other aspects of shopping e.g. till queues, café, lifts, toilet etc. facilities

Well its very convenient – I live just round the corner you see. I’ve lived there all my life, it was my parent’s house as well. Especially when it’s cold it’s nice to come in here and keep warm. I used to go to the Library but now its not so warm as it used to be – cuts in the Council funding they said. And there’s always lots of people about – its nice to see young mums with their children running about at weekends. It’s quieter in the weekdays you see – more people like myself, except at lunchtimes when all the office people come in. And the staff are always very nice and polite – there’s Rose on the tills in haberdashery, she always says hello, and Robert in the kitchen store always smiles. Once though I had a nasty shock when a new security man thought I was trying to steal things – I’d never do anything like that and the manager knew I wouldn’t so the young man was told off and I think he left soon after. I could tell them a thing or two about how people steal things – with being here so much you get to see all sorts of things you don’t normally notice.
what about other aspects of the shop – the goods, and so on?

Oh the goods here are all fine quality, certainly for the area. This used to be a very high-class shop you know – my mother and I would walk past it, but we never went in. Then a few years ago it was renovated, and now it’s a much more friendly place to go to. The prices are quite reasonable too, though if I’m shopping for food I generally go down to the market. Sometimes if you come in late you can get a good bargain on the meat counter as they have to sell things off. 
How long do you normally spend in the store? 

Well it depends what else I’ve got on in the day. My husband’s retired you see – had to stop work early, but then he usually goes out playing golf. So when he’s out I generally come in here. It I’m just shopping for something and I’m in a hurry then of course I don’t spend much time.
What do you typically buy / come to buy at KDS? 

Well as I said, I bought some nice cake in the Christmas sale, and I probably bought this handbag here. I nearly always get a cup of coffee. Nothing regular you see – just odd things when I need them, and its convenient. You see if I need some biscuits, or some vegetables, and the market’s closed, or it’s too wet and windy, then I pop in here even though it might be cheaper at the market. I get the odd present, but that’s not often, for my aunt – she likes nicely scented soaps, and there’s usually a good selection here that’s not too expensive.


Do you also look elsewhere for the things you have come here to buy?

-prompts: internet use; rival stores - reasons for choosing.
 

Well like I said, I shop around, usually in the market. I’m not a big shopper, - cannot afford it for one thing, living on a pension and my savings. I’ve heard you can get things cheaply on the internet, but I wouldn’t know how to go about that. Someone at the Library said they could show me, but there’s always these youngsters on the computers there.

Are there any products/range of products not currently stocked that you would like to see introduced in KDS? 
- prompts: (as Why)

I can’t think of anything. There’s always a lot of choice here, though some of the things are a bit on the pricey side. The staff are very helpful though. 


Are there any products/ranges currently stocked that you never consider buying from KDS?  Why? 
- prompts - similar

Well I wouldn’t ever buy any furniture – there’s a good little second-hand shop on the other side of the river where we’ve always been able to find a good bargain. Its wicked what some people throw out – the quality of some of the things we’ve got there, and it only takes a bit of new cloth or some polish to make it good as new.
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