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The Effects of Consumers' Perception of Omni Channel on the
Attractiveness of Channel and Continuous Use Intention

Wang Chun Yan*, Seon Mi Jung**, Jeong Eun Park***

ABSTRACT

Purpose: With the development of technology, consumers can shop through a variety of channels. And
consumers are increasingly intent on using various channels because they seek optimal consumption. In
particular, due to the development of Internet, smart devices and ICT, the boundaries between online and offline
have collapsed and the integration of communication means has brought about an era in which consumers can
shop easily anytime and anywhere. The electronic payment system, delivery service, It can be said that Omni
Channel is a type of channel that can satisfy consumers' demand more.

In China, the preference for Omni Channel is increasing due to population, region, diverse cultures, etc., and
distributors are also expanding their Omni Channel communication strategies optimized for such changes.
However, retailers' response rate is slow compared to the rate of change in purchasing behavior of consumers, and
diversified research is needed on the recognition of Omni Channel and Omni Channel strategy for consumer
benefit. There are a few studies on Omni Channel, but mainly case studies. There is a lack of empirical research
on consumers who use Omni Channel to identify the causal relationship between consumer perception and
persistent intention to use Omni Channel. Therefore, the purpose of this paper is to identify the causal relationship

between consumers' perception of omni channels and their intent to use continuously.

Research design, data, and methodology: 4 Hypotheses were proposed and the research model of this study is
presented in <Figure 1>. To test this research model, the suthors distributed and collected the questionnaires to
Chinese consumers who have used Omni Channel. Of the total 380 questionnaires collected, an empirical
analysis was conducted using the final 294 questionnaires, excluding 86 questionnaires that had missing values or
were answered insincerely. To conduct the analysis, analysis tools SPSS24.0 and AMOS21.0 were used and

analyzed for normality, reliability, validity, model fit and hypothesis test.

* Graduate Student, Ewha School of Business, Ewha Womans University, First Author
** Assistant Professor, Department of Business Administration, Dong Eui University, Co-Author
*** Professor, Ewha School of Business, Ewha Womans University, Corresponding Author
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Results: The analysis results as <Table 1> supported hypotheses Hla, H1b, Hle, H2, H3. On the other hand,
Hlc and H1d were rejected. Omni Channel's decision-making convenience, access convenience, post-benefit
convenience, price fairness, and personalization characteristics have a significant impact on perceived omni
channel attractiveness. On the other hand, transaction convenience and benefit convenience did not significantly
affect omni channel attractiveness. The attractiveness of Omni Channel, which consumers perceived, has a

positive effect on the intention to Continuous use Omni Channel.

Conclusions: This study presents the following theoretical implications. First, based on previous research
related to various types of online and offline distribution channels and omni-channel commerce, the
characteristics of omni-channel were extracted and the influence relationships between each factor were
identified through empirical analysis. Second, this study attempted to verify the impact of detailed convenience
on the attractiveness of a channel by taking a multiple approach to the previously studied concept of convenience.

The practical implications are as follows. First, this study will help establish better marketing strategies not
only for existing companies but also for new companies that want to establish omni channels by identifying how
the characteristics of omni channels affect the attractiveness of omni channels.

Second, with the results from the Chinese consumers’ response to Omni Channel, a marketing strategy that
increases the attractiveness of the channel by establishing not only convenience but also fairness and

personalization is necessary for Korean companies' overseas expansion.

Keywords: Omni Channel, Continuous Use Intention, Omni Channel Attractiveness, Convenience, Personalization, Price

Fairness



