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Abstract: The intensive use of digital technologies in the twenty-first century greatly increases the
need for digital marketing in every business sector, including retail, which in turn makes it interesting
to see what emotional impact digital marketing has on retail customers.

The paper examines emotional impact as one of the important factors influencing retail consumer
behavior. One of the fundamental models for the study of consumer behavior is the "stimulus-
organism-response” model. According to the model, the emotions experienced by the consumer are
part of the "organism" and play a major role in both the purchase decision and the formation of a
loyal customer. Therefore, the paper focuses on the emotions experienced by retail customers, as well
as on the means of direct emotional impact.

Retailers are spending more and more energy and resources to make an emotional impact on the
customer. In many cases, emotional influence on the consumer's decision-making process has a
positive effect, but negative consequences are also common. The article analyzes the positive and
negative emotions experienced by retail customers, their causes and possible consequences.
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BOBOMWOo 39dbmemyogdol LHMsx0 4963005690005 s 308G Jo63930baol
399myabgdoll BOom, 30093 MBOM  JgLsIRbg30  JobS  Logswrm  35FM@MdOL
dmdbdsMgdegdol 396 dogh Asbzowo gdmEowm®mo Hgdmddggds. ImabIs®mgdEgdo
GOBOMo 356039300  LOMPIOMBOLIL  2ob0E0sh  Lbgsslbgs  gdmaosl,
OMQMO0E: 3099gMmB0gds/930594MmB0egds, 2900B0sbgds/ 10sdm3bgds, Loddzowy/
5093905, IMY300JOIMDS/ITMI0EIOIMWGds © 5.0. 98mEome bydmddggdsl
15305M© OEO 93e9bs 593l IMIBAsMGOEIOL BodME MM 3859MmBOGdsDY. ol O
39309bsll  9bgbl, Mmam®E JmbsMGOOL bmdsby, sggg LsdMmEMmm© dob
WMOSEO  3Yo39Wo®©  BMM300MgdsDyY. 9030909  9mddggdl, OHmymO3
M3om@© BsEdXrm IM35FMoL Jog godmygbgdwo 30x30WEo d5M39EH0bY0, S1939
bbgs dmIbIsmgdEgdol sDBMo dob doge Tgbosdsdolo sObgdol  godmygbgdslimsb
©5393d06M9gd0ms3 (Molinillo et al., 2020; Alescanco-Llorente et al, 2023).

90m3om©o Bgas3wgbols Imbgbols 3Bgdo s LsgsMsrm 890gagd0

9030600  BH60ggMgd0 sOOL  3md3MmbgbBHgdo, GMmIwgdoz  dMIbBIsGdEgddo
50d6Ms3L  gMdbmdgdl, MmO Losgowm dm3zs3moL, sBY39 yo3oL  3MHMEILOL
80356OHm. s1gmo 3m33mbyBEJOOL 39600 Foo0m0s LELOLIMbBM A5MgIM Fo0sbosdo
(Molinillo et al., 2020). Lsob@gMglmUbs, G5 990dgds ogml ImIbIsMgdolm3z0L Sbgmo
G®039Mg00  30x8OWwo  FoM39BH0b0L  499mygbgdololi?  BmIbIsMgdgdoLsm30L
3600369035605 ol 2MdbMdYd0 s 236300, MMIGLsE 390306 Lsgswme
dm353M0L  bbgossbbgs 30x3OWWo 856 3930bawo sOGbol  godmyggbgdolisl. slgomo
3M3bmdqd0 F90dgds 0gml Bogswm dM353M0oL LeEosW MO 890, 390 239M©OL
UEwAOMBOLOL FMILTsMGIOlL Fog 356TMboMmdols s LosdM3bgd0L OABMS,
HMIg03, Igboderms, godmfzgo ogml 339MHOL OBs0bol sbzgfomdoms s
909%039wMmdom. oo 3600369wmds 960Fgds 0dsLsE, 0v), M3 SJ3m
dmIb3sMgdgdl Bodmogds, gMmMABIPL oM HBOIOMD F90MEPOWGdS s 0©JJdO. g
dmIbdsMgdgdol 353008 3EOGHRBMOTBMID 300093 MBOM  534s6gdlL, 30650056
15399090 3530L FodMmbsB30L FglodwrgdEMds, 9OHM-9MHMO Y439wsdg d60d3z69wmgzs60
99m30IH0 POMYOMEGOSS. QIWPII0MO JAMFO0VIM0 LOMYOMEIGdS 3O 393Gl SHBL
dmdbdoMgdeol  doge  3OMmEYdaool  dgdgbolsl. mMbs  5©0obodbml,  M™J
3°90yg9b69000mmds s gIMEoMMHO VoMW 3OMEYJEBHOoL Fgdgbolol  gGo
3600369035605, 3000609 LEOEOsW YOO VoMmYdMEgds (Hall-Phillips et al, 2016; Shi et
al, 2022).

LOEIWME  M35FMHOLIM30L  LobogmEbamE  MEOEdgwos  dMIbTSM9d9W D
903060 353006001 ©5TYsMGds  5FobOM30L  FgBO©  3ModBHozmos  BHodu@Py
5531996900 Bo@dMmGHJOol  459mygbgds, dobo  9BIJBH0BMdOL  AsTM.  Sbgmds
LAHOSGHIF0METs  29PY39BH0Edsd  Fgodegds 8600369 m3bo oo MdLML
dmIbIsMgdol 25dMm300¢90s, 00MJdgEML 30594MB0EGdSHY S ITMI0WJOIIGdOL
bosmolbbbg. bdmgsbo dm@GHgdo 30 93wgbgb  MbBo®L, Fgobs®BMbmb gdmaomGo
B0 mds,  dmdbdsMgdgwms  gdmE0g00L  4999d0ls o  BsbBY  909339GHMEMO®
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0953060900L ybom(Rohit et al, 2024). bgermzbm®o 0b@Egargd@GHol bdmgsbo sbolidgb@o
533060905 dMmdbToMdol 9dmEogdl s 9965e0BYOL Aol AmIbIscgderol bdol
&99060L 39039Mmd0m, MoE 1FNSEIYdIL 593l LI ME dM35FMY) 0L, LomO30LME
3990g4gbmb dm3nbEHo s dmIbIsMxdgel LHmEM ML LHim®o J90535Hgds dosHmmb
(Blut et al, 2024). 6mEbsg YOMOYOHNHMds  dmdPqd0sbo s  gIME0ES©
Dodobocoligdgeos  Imdbdo®mgdeolmgol, 3ol I©Idomo  gobfiymds  Bbgds
bgwm3zbm®o 0bEgargdBHoom doGomero  bdmgsbo  sLolEGIBEGHOL d0dsMm. dwogho
90m30M6O0 35300600  bgemgbmm  06@9wgdBHomsb,  Lsdmemm  xsddo, BOHOL
dmdbdsm9gdeol doge LbsdMIsgem dobo 2sdmyqbgdol dsbLL (Guerriero and Loureiro,
2023).

LOEIME dM35FMOL F0ge 30MEHMOIMHO MJoeMdOL 259MYygbgds O@ o3 gbsL
bbbl  ImAbIsm9dgDg. 30OGHMOMOO  MgoMds  IMJdggdL  IMIbAsMgdEOL
90m30M6  9aMIsMgmdsbg, dob  J3939%g, dMgboL  Imfmbgdsls s FgMbgzol
36OmaglHg. sl sbg3g dgmderos, Fg33oml  IMABAsMGJOEOL  EFMIOYOMEYDY,
9030900 s 3963300930 BMYSI© 3HYIbMWMY0gdol JodsOmsg 3o. VR 850sBos
390d@gds 0gml Ggomo FosBool MdMSEMm 080@s30d b FMm0sDBMmYdEIL WRO™
900039 LsTMILsOYOM  bEgbs®l.  LHimGg, o9  goblibgogzgdmeds o
3oLOM3M53S 1B39bs®Ts Fgodergds s0dEMls AMAHBAsMYIJEO MROM TYEO© 0TROJOHML
3505D0o0ol gotgdmby, Mg d9Jdbol I0ge356m9d0L, LosdM3bgdoLs s Lbgs bgarlisyMger
3M3bMdOL  (sbg0s, YOO, 309YMBOGdS, BgEB0YMYds), o3 DAoL VR
9505D05d0  30P0EHOL  @OML  AoBbMOE30ggdME  JdggdgdL. yzgws gu  MTd
Bo®oremmds  0fjgg3l  dmdbdo®mgdgerms  2mbgdsdo  @sdMBgdol 96 Fo®sBools
9309965300l bLyHzowb (Loureiro et al, 2019; 2021).

Dmax9gh  300FMOOH0  Imgdggdgdo o393l Lbgoslbgs  gdmEogdl, dodu,
290M5Hg0sL, BoBEL, TFMmErMmEPObL s 83.  9ME0EdY0s,  FmbEIL  OMAMEOS
Q©O©JO0MO, 3939, wYOMHYMBoMO  GIME0JOOL 239035¢00lfobgds,  MHMYMOOEGSS
95290mMs© dMBo. Mbs 900boTbML, M™I ol dmIbTsMgdol doge Qsbzowo
9ONYOMNO 439y 360d369cmz560 Moymzomo gdmEoss, MHMIgeoa dgboadhbgz
393@9bols  9bgbl, Mmam®E  yozoL  Tgbobgd  25oY39BH0wgdsbY,  S1Y39
99dHOMbMmo  Bg3o0o 300960353008 3930 EI9d5DY. LBogowm© dm3F0MH9gdds
4996500005 ©96s 805gd30mb dmdbdscndeols oligo gdmEogdLsE, MMM, Losdsyg
@5 965850l a™dbmds. Losdsgyy JMMN30MMIBMWOE  IWIOOMOE  5©0JdYdo,
oyo0 OHMEs Imdbs®mgdge0o, Logswm 8m3zsFMgbmsb MOHMOIOHPMIOM 5dogmdl, ol
WMO5IH0 JIbToMGOJO(355 O ©1930096E0sLE MFI3L LBZS Logswm 35FMHMdOL
M009dBL. M55 999b905 BITool AMIBMOSL, ghmo dBMOZ 0l 500dd9gds, HMYME3
MOMYMBoMo  9gdmEos, ®mMIEs, dmdbdsmgdeol doge  gobEowds  @sbsdsrerols
3M3bmdsd Jgodmgds ©OYd0MOE Tg335¢ml dobo yo3zoL dgbobgd dowgdIro
390050Y39¢0egds (Blut et al, 2024; Kranzbiihler et al, 2020).
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4030l Fgbobgd LEdMW MM 255HY393H0EgdoL F0MgdoL 3MM(39bd0 dmMABTsMgdEOL
9096 256300 9dmE0g00 FoblozMmMgdME HMEWL 15359MdlL. 5d0@MI  LsEowwm
9353609900 (3000Md96 30RO Fo639GH0bAoL  LodmsEgdom dmIbIsMgdgE DY
doduodoserMo  9gdmEoMMo 203w 9bol  dmbgbsl.  dmIbIsMgdgbg  dmddggdl,
OMAMO3 M3MSmE  G0BOo  356393H0byMmo  Logmdmbozsgom s®bgdo, 1939
obog, 099, O®MYME 3505005 FTomMmdl MOMMIME0 FoMRS60, Bro 2obLsIMMNEMGOV)™
3009090L LOZsBMBL s 3. 5006l AsMzs¢obfiobgdom, FoBsbIghmbowrs
909358605 89000930 FMbIBEOGOJIOL BsTMYSE0dIdY:

e ByBHOMG900 LMORS® s 9B9JEH0565 FMJBxIdOL BoTsEgdsl 0dEg3Y;

e bdmzgsbo dm@Hgdo s BgwmzbmMmo 0bEGHgwgd@ol bdmgsbo sboldgb@gdo
55650 gdl  dMIbToMmgdol  gdmEon®  gobfigmdol s,  3MMaEsdol
5OBYOdMBOL J98mbgzg3580, IMIHTsMGOIL LEogsHMAL oligm Tgsg35HYOI,
Mmdgwogs 35JL0T>E MO 53Y569d90 dols 99m30O
9003 gMdLM6;

e LmEosMo  d9od S  3993390©Jd0 09305000  godmygbgdols
LodsMGH030ms @S LOLOsAM3bM  EOBsobom 039396 dMABT>MdEGdTO
©O5©Jd0m 9dm3090U;

*  300FMOMMO  MgoMmds  IMIHTsMgOgl  Bodwmoegdsl  5dErg3L, 930
50049358 dmomm@  LOE3IMm 35FMHMOOL Mmd0gdEBHdo s FoduodoErMEe©
0L059m3bmU, 300093 MROM sbgzghol Tgdmbgzgz5d0 30 0YmMl 5> MBOMICPME
530D032)M0 350sDBoOL 0805309, 56599 19365 9@0.

dmIbdsmgdgwms J;3939Bg goblogmmemgdom dmddggdl osgdomo gdmogdo,
MMIwgdog 9d0dagdL o0 3MHMmEYJ3ool dgdgbols s sYdoMO  Fgx3sligdol
393900900L5396. 9939, MEFOLIOI0S YOMYMBOMO JIMEFOJOOL FomM35¢0LH0bYdS .
5003™3 LoEswrm© IM35FMgd 56O bs ©s030(yml dMIbTsMYIJWMS LYSMYMBOMO
99M 30990 5 35JL0TOEMEOS® G39ML FoU godmbrmMgdsl.
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