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Iguatemi incorporates  experiential elements  into its  properties . Image credit: Iguatemi

 
By SARAH JONES

LISBON, Portugal Remaining relevant in today's retail environment revolves around creating convenience and
experiences for consumers, according to the CEO of Brazilian shopping center chain Iguatemi.

Now more than half a century in business, Iguatemi is building environments that cater to today's more demanding
consumers, allowing them to have a variety of experiences at its  properties. At the Cond Nast International Luxury
Conference on April 19, the executive explained his vision for Iguatemi to keep shoppers coming to bricks-and-
mortar stores in an increasingly digital retail environment.

"We understand more and more the customer is the one who is dictating the game, and if you want to be part of the
game, you want to fulfill their needs," said Carlos Jereissati, CEO of Iguatemi.

Experiential environments
Iguatemi's properties aim to translate the sunny, outdoor Brazilian lifestyle to retail. Wanting visitors to feel at home,
its malls allow them to go about their day on-site, with fitness clubs, movie theaters and eateries.

The mall owner also differentiates itself through a sense of place, mixing both local and international luxury
brands. For instance, in So Paulo, brands including Cartier, Bottega Veneta and Chanel mingle with Brazilian
footwear label Alexandre Birman and jeweler H.Stern.

Expanding on this quest to make its centers places for more than shopping, Iguatemi has hosted events such as
Herms' current "Leather Forever" exhibit.
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A post shared by Herms official account (@hermes) on Apr 6, 2018 at 10:06am PDT

Mr. Jereissati sees technology as a means of augmenting the in-mall experience. For instance, artificial intelligence
could be used to deliver suggestions to shoppers' cell phones, alerting them to experiences.

Innovations could also be integrated to ease frictions or eliminate nuisances in the shopping process, such as
checking out.

Brazil's  young population is quick to adopt technology, making omnichannel services even more beneficial.
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Iguatemi's Carlos Jereissati with International Vogue's Suzy Menkes. Image credit: Cond Nast

While today retailers have recognized that consumers are precious, moderator and International Vogue editor Suzy
Menkes noted that Iguatemi adopted this approach from the start.

Mall makeover
Shopping malls are not usually considered centers of luxury retail, but recent research shows that mall owners are
pouring money into redesigns and renovations to be more accommodating to different types of consumers and
communities.

Over the last three years, malls in the United States have poured more than $8 billion into renovations with an eye on
turning the mall experience into something more upscale with options beyond the usual shopping mall fare. This
research comes from real estate management and investment firm JLL in a report outlining the future of the new
U.S. mall (see story).

Along with updating the physical environments, malls are investing in technology.

Mall owner and manager Simon is delivering personalized assistance to shoppers at its  208 North American
locations at scale through a chatbot concierge.

Launched on Aug. 8, the mall chain's chatbot connects consumers with real-time information pertinent to their
particular location through Facebook Messenger. Increasingly, malls are creating ways of bringing digital
experiences to the bricks-and-mortar environment to ease consumers' searches (see story).

"If you are true to your customer, if you realize that you're really there to serve them well, you will always be
relevant," Mr. Jereissati said. "You will find that way to make that connection."
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