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Communication Management of Modern Retail 
Business Identity: A Case Study on Central 

Department Store and Tesco Lotus Hypermarket*
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Abstract

 �J�B�H�EB@K��LJ�È��H��KHJBCB��?FJFGHMHJB�L��?LKH�J�IHBFCA�ª@ECJHEE¦
�� ¥FEH� NB@K�� LJ� ¥HJB�FA� �HOF�BMHJB� NBL�H� FJK� �HE�L� ­LB@E� ¯�OH�MF��HBÊ�
�FE� @EHK� �@FACBFBC�H� �HEHF���� MHB�LKLALG�� BL� GFB�H�� CJDKHOB�� CJ�L�MFBCLJ�
F�L@B��L�OL�FBH�CKHJBCB��MFJFGHMHJB�EBF�BCJG���LM��@CAKCJG�FJK�MFJFGHMHJB�
O�L�HEET� ��H� IHEHF���H�� GFB�H�HK� CJ�L�MFBCLJ� ��LM� CJDKHOB�� CJBH��CH�E�
KL�@MHJB��HEHF���HE�FJK�FAEL�JLJDOF�BC�COFJB�L�EH��FBCLJE�BL�MF�H�CJ�L�MFBCLJ�
FJFA�ECE�BL��H�ML�H��LJ��HBH�FJK�E@�EBFJBCFAT���H�H�F�H�B��HH�MF´L���LJ�A@ECLJE�
CJ��HAFBCLJ�BL�B�H�EB@K�CJG�L�´H�BC�HE¦

� �3	 45�	 6789�8;<	 �=	 >��?��@B�	 C��;B8B�	 �=	 D����;	 E�B@89	 67�8;���	®JKH�
CKHJBCB��EB�@�B@�H���HBFCAH�E��CB��KC��H�HJB�B�OHE�FJK�JFBCLJFACBCHE��F�H�E�F�HK
B�H�EFMH��LJ�@��HJB�CJ��HAFBCLJ�BL�B��HH�MF´L��LOOLJHJBE����C���F�H�¨EEHJ�H��
¥L�H��KHJBCB���FJK�¨�BHJKHK��KHJBCB�T���H�L@BEBFJKCJG�L��¥HJB�FA��HOF�BMHJB
NBL�H� FJK� �HE�L� ­LB@E� ¯�OH�MF��HB� �FE� �HHJ� �H��AH�BHK� B��L@G�� B�H� ��C�H�
KCMHJECLJE� L�� ¨�BHJKHK� �KHJBCB��� �LMO�CECJG� �L�OL�FBH� �@AB@�H�� �L�OL�FBH�
�H�F�CL@���MF��HB��LJKCBCLJE�FJK�EB�FBHGCHE��O�LK@�B�FJK�EH��C�HE���LMM@JC�FBCLJ�
FJK� KHECGJET� ��CE� CE� F� �HE@AB� L�� B�HC�� F�CACB�� CJ� ��HFBCJG� B�H� KCEBCJ�BJHEE� CJ�
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¥L�H��KHJBCB�����C����LM�CJHE�MF��HB�OLECBCLJCJG�FJK�OH�ELJFACB���FE��HAA�FE�
CKHJBC��CJG�B�H�¨EEHJ�H����C����LJECEBE��L�H�O@�OLEH�FJK��FA@HE��B�FB�F�H�CJ�ACJH�
�CB��B�H��@ECJHEE�OFBBH�JT

	 ,3	 45�	C��;B8B�	D@;@<�F�;B	�=	D����;	E�B@89	67�8;�����J�L�KH��BL�MF�H
B�H��H��F@KCHJ�HE��H�LGJC�H�F�L@B�B�H�̈ EEHJ�H����C����FE��HHJ��@CAB��FEH�LJ��L�H�
O@�OLEH�FJK��L�OL�FBH��FA@HE���B��H�@C�H�FOO�LO�CFBH�BLLAE�CJ�MFJFGCJG��L�OL�FBH�
CKHJBCB�T�̄ L�H�H���KHEOCBH�B�H�KC��H�HJB�CJ��@ECJHEE��F��G�L@JK���L��CJG�O�CJ�COAH�
FJK��@ECJHEE�FK´@EBMHJB�BL���CB�CJ��CB���LJE@MH���H�F�CL�E����C���F�H���FJGCJG�
�H����@C��A����LB��¥HJB�FA��HOF�BMHJB�NBL�H�FJK��HE�L�­LB@E��F�H�E�F�HK�B�H�
�LMMLJ�BLLAE�L��HJ�FJ�CJG�CKHJBCB��MFJFGHMHJB�CJBH�JFAA����LMO�CECJG��LKH
L�� �LJK@�B�� EBF��� B�FCJCJG�� H�HMOAF��� AHFKH�E�CO�� FJK� O�HEHJBFBCLJ� �L�MFBT
�KHJBCB��MFJFGHMHJB�H�BH�JFAA�����C���F�H�L��H�CJG�O�LK@�B��F�CHB���LJHDEBLO�
EH��C�H��GLLKD�F�H�EBF����FJK�FBB�F�BC�H�O�LMLBCLJET

	 .3	 >��?��@B�	C��;B8B�	>�FF7;8G@B8�;	D@;@<�F�;B	�=	D����;	E�B@89	67�8;����
�L�MF�H�FAA� BF�GHB� �H�HC�H�E�@JKH�EBFJK� B�H�¨EEHJ�H�FE� CJBHJKHK���� B�H� B�L�
MLKH�J��HBFCAH�E��FAA��LMOLJHJBE��CB�CJ�B�H��LMM@JC�FBCLJ�O�L�HEE�D�EHJKH�E��
MHEEFGHE�� ��FJJHAE��FJK��H�HC�H�E�JHHK� BL��H��HAADL�GFJCEHK�� ECMOA���H�F@EH�
�LMM@JC�FBCLJ�MFJFGHMHJB�CE�MHFJB�BL�E@OOL�B�FAA�B�H�MFJFGHMHJB�BLLAE�L��
�L�OL�FBH�CKHJBCB��CJ�L�KH��BL�KHAC�H��B�H�̈ EEHJ�H�BL�B�H�BF�GHB��H�HC�H�ET��B��CAA�FAEL�
��HFBH�B�H�EFMH�@JKH�EBFJKCJG��HB�HHJ��L�OL�FBH�FJK�HMOAL�HHE�FJK��HB�HHJ�
�L�OL�FBH�FJK��@EBLMH�ET


��
�����	¥L�OL�FBH� �KHJBCB��� �KHJBCB��?FJFGHMHJB�� �KHJBCB��¥LMM@JC�FBCLJ��
� IHBFCA
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