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Abstract

The retail industry has been affected by advanced technology: Different channels have been connected to offer a
seamless customer experience, leading to a shift from a multichannel to an omnichannel strategy. Both academia
and industry have focused on this phenomenon in order to serve customers effectively. This study aims to explore
the impact of omnichannel capability, customer service, and value on customer experience. In order to collect data,
an online survey was administered to consumers who have experience buying from retailers via online and physical
stores. To test the research hypotheses, structural equation modeling (SEM) was employed. Our findings indicate
that customer service and value have a direct and significant impact on customer experience. Furthermore, it is
found that omnichannel capability plays no significant role in customer experience.
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1. Introduction

Retailers have been forced by technological advances to adopt new business strategies. If retailers are to convert
the experience of using a single channel into a total retail experience, they must make more effort to deliver
unified, consumer-focused technology (PWC, 2014). To offer customers the newest retail experience, retailers
must implement an omnichannel strategy. (Li et al., 2015; Picot-Coupey et al., 2016). As a result of radical change
in the retail business, a new paradigm has emerged which moves retailers’ strategy from a multichannel to an
omnichannel model (Kuhn, 1970; Piotrowicz & Cuthbertson, 2014), which offers a seamless and integrated
channel experience (Palmatier et al., 2019 ;Truong, 2021; Verhoef et al., 2015). Multi-channel retail strategies are a
response to changes in consumer buying behavior, in terms of whether they prefer to buy in-store or through the
Internet (Palmatier et al., 2015)while the omnichannel strategy refers to managers rethinking “their service
delivery to cater for the needs of a ‘connected’ customer (who often interacts) with several channels at the same
time to make purchase decisions” (Akter et al., 2021, pp. 567–568). According to Beck and Rygl (2015), retailers
usually employ data to lead consumers to purchase across all channels as part of their omnichannel strategy.
However, retailers face challenges in applying an omnichannel strategy, as it requires the efficient use of
capabilities and multiple resources as well as the management of interactions (Ye et al., 2018).

Digital technologies have implications for consumers’ lifestyles in terms of shopping behavior, as well as for
companies in terms of increasing complexities in the market environment. Dynamic capability theory (DCT) is
used to explain the impact of omnichannel capability, customer service, and value on the omnichannel
experience. DCT extends the resource-based view (Barney, 1991; Wernerfelt, 1984), which reflects how firms can
compete in terms of dynamic changes (Eisenhardt & Martin, 2000) and suggests that they have to be able to
know, recognize, and combine their resources and capabilities in fast-changing environments.

Enhancing customer experience is considered to be the main goal of omnichannel retailing (Kang et al., 2019).
Since many studies have investigated omnichannel management (Beck & Rygl, 2015; Murfield et al., 2017; Yurova
et al., 2017), more studies are needed on customer perception ( Mishra et al., 2021; Manser Payne et al., 2017;
Hüseyinoğlu et al., 2018).

This study therefore reflects on the omnichannel customer experience from a consumer viewpoint and explores
the following primary question: Which factors related to omnichannel retailing lead to a positive customer
experience within the context of the grocery retail sector in Saudi Arabia? The main contribution of this study is
to explain the impact of omnichannel capability, customer service, and value on the customer experience.

This study is organized as follows. Section 2 presents the literature review and hypothesis development. Section
3 presents the research design. A discussion of the result is then reported, and implications are pointed out in the
final section.

2. Literature review and hypothesis development

2.1 Dynamic Capabilities Theory

DCT is considered to be a complement to the resource-based view of the company, which emphasizes that
companies’ resources are unique, valued, rare, and non-substitutable (Barney 1991). Teece et al. (1997, p. 516)
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were the first to define dynamic capabilities, stating that they consist of “the firm’s ability to integrate, build, and
reconfigure internal and external competencies to address rapidly changing environments.”. According to
Eisenhardt and Martin (2000), the main element of DCT is that it recognizes those capabilities that support a
company to modify its resources to maintain its competitive advantage in a sustainable way in a rapidly changing
environment. Moreover, DCT looks to understand why companies can perform differently even within the same
industry (Zott, 2003).

2.2 Omnichannel Capability

Omnichannel capability is defined as “the ability of a retailer’s marketing channels to provide the same level of
service, assortment, notification (informing), return and delivery options from the consumers’ perspective”
(Hüseyinoğlu et al., 2018, p. 1201). Hence, customers who experience omnichannel journeys will use different
combinations of channels, such as websites, physical stores, and mobile apps (Li et al., 2015). Retailers have to
own a number of capabilities in order to apply omnichannel management (Akturk et al., 2018). In our study, we
use on three elements of omnichannel capability: channel consistency, cross-channel, and social media
(Hüseyinoğlu et al., 2018). The first of these, channel consistency, means offering in each channel the same price,
availability, delivery performance, and product assortment (Picot-Coupey et al., 2016). Moreover, when
consumers use more than one channel when making a single purchase, it reflects cross-channel integration (Cao
& Li, 2015).Social media are another form of omnichannel capability which offers an attractive strategy in terms
of involving consumers with retailers’ touch points (Friedrich et al., 2019). According to Gatautis and
Medziausiene (2014), social media are a vital part of people’s lives because they connect people’s experiences,
facilitate shopping, and help merchants reach customers faster, so they are considered an important tool (Bell et
al., 2013). Thus, we hypothesize:

Hypothesis (H1): Omnichannel capability positively affects the omnichannel experience.

2.3 Customer Service

Customer service reflects the set of activities provided by retailers and is an important key to profit and sales, if
effective. Customer service can be defined as “all aspects of easing the shopping and purchase process for
end-users as they interact with commercial suppliers (for business-to-business purchases) or retailers (for
business-to-consumer purchases)” (Palmatier et al., 2015, p. 40).

There are many aspects of service, such as credit and payment transactions, merchandise assortment and
support, call centers, and problem-solving (Zeithaml et al., 2002; Park & Kim, 2003). It is found that the quality of
perceived customer service can impact satisfaction significantly, which, in turn, influences customers’ future
purchase intention (Norizan & Abdullah, 2010).

We expect that customer service is related to the customer’s judgement of the support services provided by the
retailer at all stages of the customer journey on any channel. Thus, the next hypothesis is as follows:

Hypothesis 2 (H2): Customer service positively affects the omnichannel experience.

2.4 Value

Value is a complex concept (Woodruff & Gardial, 1996) and can be interpreted in many ways (Van der Haar et al.,
2001). Many scholars have defined value as the comparison between what is received and what is given (Rust &
Oliver, 1994; Zeithaml, 1988; Monore, 1990).

According to Woodruff (1997, p.142), “Customer value is a customer's perceived preference for and evaluation of
those product attributes, attribute performances, and consequences arising from use that facilitate (or block)
achieving the customer's goals and purposes in use situations.” Hence, value in our study can be defined as a
“customer’s evaluative judgment of the appropriateness of the retailer’s product assortment and pricing across
any channels” (Rahman et al., 2022, p. 18).

Thus, we propose the following hypothesis:

Hypothesis 3 (H3): Value positively affects the omnichannel experience.

2.5 Customer Experience with Omnichannel Retailers

In order to provide customers with a smooth shopping experience across channels, retailers should ensure their
omnichannel strategy operates in several online and physical channels with synergy and integration (Lee et al.,
2019; Lynch & Barnes, 2020). Today’s consumers prefer to shop across channels during their purchase journey
rather than use a single channel (Lynch & Barnes, 2020). Consequently, the omnichannel experience can occur
during customer interaction with various of a retailer’s channels (Verhoef et al., 2015). For example, a customer
may search for a product on the internet and buy it from a physical store or look for a product in a physical store
and buy it online (Flavián et al., 2019). Therefore, in omnichannel retailing, it is important to consider the offline
and online customer experience at the same time and how it can impact a customer’s behavioral and
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psychological response, as retailers can gain a competitive advantage by providing a superior customer
experience (Gao et al., 2021).

It is agreed by researchers that customer experience is subjective and context-determined (Becker & Jaakkola,
2020). However, several studies have underlined that during the customer’s purchase journey, companies should
provide a great customer experience that can be considered multidimensional and holistic in nature, and they
can do so by highlighting sensorial, cognitive, affective, behavioral, and social responses (Becker & Jaakkola,
2020; De Keyser et al., 2020; Manthiou et al., 2020).

Reason and emotion are the key drivers of customer experience (Lemon & Verhoef, 2016) and can be measured
by two generally documented and well-validated variables: customer satisfaction and customer emotions
(McLean et al., 2018). The concept of satisfaction is considered to be a rational comparison between customer
expectations and actual performance (Lemon & Verhoef, 2016). Customer emotions have been recognized as a
vital dimension of the customer experience in many retail settings, such as physical stores (Das & Varshneya,
2017), e-retailing (Rose et al., 2012), and omnichannel retailing (Lynch & Barnes, 2020). Emotion is defined as a
“mental state of readiness that arises from cognitive appraisals of events or thoughts; has a phenomenological
tone; is accompanied by physiological processes; is often expressed physically (e.g., in gestures, posture, facial
features); and may result in specific actions to affirm or cope with the emotion, depending on its nature and
meaning for the person having it”( Bagozzi et a.,1999, p.184 ).In our study, therefore, the operationalized construct
of the customer experience has two dimensions, namely positive emotions, and satisfaction with the experience.

3. Research Methodology

3.1 Research Model

This study will be based on the following proposed model

Figure 1. Research model

4.2 Research Hypotheses

H1: Omnichannel capability positively affects the omnichannel experience.

H2: Customer service positively affects the omnichannel experience.

H3: Value positively affects the omnichannel experience.

3.3 Data Collection and Sample

Consumers in omnichannel retailing are more likely to evaluate the integration across channels effectively, so this
study was organized to collect data on the research constructs from a consumer perspective (Sorkun et al.,
2020). The questionnaire included a filter question to select only those omnichannel customers who use both
online and physical stores to complete their purchasing process. A pilot test was run in order to ensure content
and face validity due to the translation of survey items into Arabic, which is the respondents’ native language.

We obtained 168 useable responses to the questionnaire. After checking answers to the filter question, we
excluded 16 responses from the analysis, leaving a final sample size of 152 respondents. The omnichannel
concept is a relatively recent phenomenon, so it is suggested that young people feel more comfortable with it
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than older people (Liebermann & Stashevsky, 2002). The sample in this study supports this suggestion, as 28.9
percent were under 40 years old, and 27 percent were under 30. Most respondents were females (69.7%), in
alignment with a suggestion by Kimbrough et al. (2013) that women tend to make more purchases than men,
both physically and online. Table 1 presents the demographic characteristics in detail.

Table-1 Demographic characteristics

N= 152

Gender

Female

Male

69.7%

30.3%

Age

18–22 years old

23–30 years old

31–40 years old

41–50 years old

>55 years old

13.2%

27%

28.9%

15.8%

15.1%

The highest degree of education completed

Master/PhD

Bachelor

High school

18.4%

71.7%

9.9%

Income

< 5000 SR

6000–10000 SR

11000–20,000 SR

>20,000 SR

7.2%

9.2%

41.4%

42.1%

3.4 Methodology and Measurement

In order to test the research hypotheses, structural equation modeling (SEM) was employed. In the measurement
models, constructs are operationalized with multiple indicators to decrease measurement error (Kline, 2015). A
structural model tests the direct relationships between constructs.

All items were taken from prior studies. The omnichannel capability consists of three constructs: channel
consistency, cross channel, and social media, adopted from Yumurtacı Hüseyinoğlu et al. (2018). Customer
experience, a multidimensional construct which consists of satisfaction with experiences, was measured by three
items, while positive emotion was measured by ten items taken from Le and Nguyen-Le (2020). Value and
customer service constructs were measured by four items taken from Rahman et al. (2022).

3.5 Construct Operationalization

Channel consistency, cross-channel, social media, customer service, values, satisfaction with the experience,
and positive emotions were designed as first-order constructs. They were operationalized with the items of the
survey scale listed alongside the studies consulted in Table 2. The constructs “omnichannel capability” and
“customer experiences” were operationalized as second-order constructs. Omnichannel capability consists of
three constructs: channel consistency, cross-channel, and social media, while customer experience consists of
two constructs: satisfaction with the experience and positive emotions.

Table-2

Construct Source Adapted items

Omnichannel capability
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Channel consistency
Source

Yumurtacı Huseyinoglu et
al., 2018

OCC1: I can purchase the products from the retailer’s online
stores which are available at its physical stores.

OCC2: I can complete my shopping without difficulty
regardless of which of the retailer’s marketing channels I use.

OCC3 All the retailer’s sales channels (physical and online
stores) are equally effective.

Cross-channel source Yumurtacı Huseyinoglu et
al., 2018

OCC4: I can collect the products purchased online from the
retailer’s physical stores.

OCC5: The order I place in online stores can be delivered the
same day to the retailer’s physical store for collection.

OCC6: I can purchase a product from the retailer’s physical
store which I ordered from the online store.

Social media Yumurtacı Huseyinoglu et
al., 2018

OCC7: The retailer uses social media effectively to promote
its products in all marketing channels.

OCC8: The retailer uses social media effectively to notify
customers of current discounts on products in all marketing
channels.

Value Rahman et al., 2022 VALU1 XYZ has a good selection of products across all
channels.

VALU2 XYZ offers competitively priced products across all
channels.

VALU3 XYZ offers good deals across all channels.

VALU4 XYZ has a wide variety of products across all
channels that interest me.

Customer service Rahman et al., 2022 CSER1c XYZ provides courteous customer service across all
channels.

CSER2 XYZ provides helpful customer service across all
channels.

CSER3 XYZ has knowledgeable customer service
representatives across all channels to answer my questions.

CSER4 XYZ’s customer service across all channels is prompt.

Customer experience

Satisfaction with
experience

Le & Nguyen-Le, 2020 Satisfaction with experience

(1) I am satisfied with the shopping experience at X.

(2) The shopping experience at X is exactly what I need.

(3) The shopping experience at X has worked out as well as I
thought it would.

Positive emotions Le & Nguyen-Le, 2020 (1) I feel frustrated when shopping at X. (R)

(2) I feel confident when shopping at X.

(3) I feel assured when shopping at X.

(4) I feel confused when shopping at X. (R)

(5) I feel optimistic when shopping at X.
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(6) I feel uncertain when shopping at X. (R)

(7) I feel disappointed when shopping at X. (R)

(8) I feel relieved when shopping at X.

(9) I feel doubtful when shopping at X. I

(10) I feel satisfied when shopping at X.

3.6 Data Analysis

The reliability and validity of the measures were verified with confirmatory factor analysis (CFA). Survey items
OE4, OE6, and OE7 were removed as their factor loading was <.4 (Hair et al., 2017). Then, the data were analyzed
with respect to suitability, reliability, and validity (Table 3). In order to test convergent validity, the indicators’
loading and average variance extracted (AVE) should be applied. A CFA shows that the weights of all items are
acceptable, which means they load significantly on their constructs with standard loadings greater than 0.5 (Hair
et al., 2017). The AVE from all constructs is greater than 0.5, verifying that convergent validity was achieved. The
composite reliability (CR) of all constructs exceeds 0.7, which indicates that the scale items are internally
consistent (reliable) (see Table 3).

Table -3

Factor name Items Factor
loading

Composite
reliability

(CR)

Average variance
extracted (AVE)

Channel
consistency

OCC1 0.683 0.748 .50

OCC2 0.694

OCC3 0.737

Cross-channe
l

OCC4 0.832 0.845 0.646

OCC5 0.784

OCC6 0.794

Social media OCC7 0.922 0.906

OCC8 0.899

Value VALU1 0.65 0.873 0.636

VALU2 0.843

VALU3 0.877

VALU4 0.801

Customer
service

CSER1 0.859 0.923 0.75

CSER2 0.876

CSER3 0.87

CSER4 0.859

Satisfaction
with
experience

CE1 0.926 0.94 0.84

CE2 0.93

CE3 0.893

Positive
emotions

CE5 0.738 0.861 0.47

CE8 0.689

CE9 0.669
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CE10 0.641

CE11 0.73

CE12 0.67

CE13 0.656

Discriminant validity was applied as the next step of data analysis, which indicates that a construct is different
from other constructs by empirical standards. The AVE for each construct should be greater than the shared
variance between other constructs. The square root of each of the seven constructs is greater than the
correlation of other constructs. The values are provided in Table 4

Table-4

Channel
consistency

Cross
channel

Customer
service

Positive
emotions

Satisfaction
with experience

Social
media Value

Channel
consistency 0.497

Cross channel .686 .821

Customer service 0.692 0.517 0.816

Positive
emotions 0.413 0.303 0.434 0.617

Satisfaction with
experience 0.58 0.326 0.638 0.708 0.872

Social media 0.518 0.396 0.537 0.34 0.37 0.814

Value 0.71 0.473 0.669 0.548 0.624 0.542 0.72

4. Results

In order to test the research model hypotheses, an SEM technique was applied. The results of the hypothesized
relationships in this study, reported in Table 5, supported H2, that customer service positively affects the
customer experience, and H3, that value has a positive effect on the customer experience. However, no support
was found for H1, that omnichannel capability positively affects the customer experience.

Table 5 Hypotheses’ Test Results

Hypotheses Hypothesis Path Standardized Estimate P (***p<0.001)

H1 OC----> OE 0.097 .518

H2 CS----> OE 0.089 .002

H3 Values----> OE 0.08 .000

5. Discussion and Implications

Research on omnichannel retailing has increased in order to understand the antecedents of its successful
application as a channel strategy. In this regard, some studies have examined the relationship between
omnichannel capability, operational logistics, and satisfaction (Sorkun et al., 2020).

This study contributes to a better understanding of omnichannel capability, customer service, and value effects
on customer experience. First, the conceptual model tested whether the omnichannel capability, together with
customer service and value, leads to an enhancement of the customer experience. The findings indicate that
customer service and value play a significant role in improving customer experience, supporting previous studies
that highlight the positive effect of omnichannel retailing, as part of providing customer service, on customer
experience (Quach et al., 2020; Verhoef et al., 2015). However, the results confirmed that omnichannel
capabilities do not affect the customer experience. Prior research has examined how omnichannel capability
leads to customer satisfaction (Sorkun et al., 2020), and other papers have studied the impact of logistics service
quality on omnichannel capability (Yumurtacı Huseyinoglu et al., 2018).
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The findings of this study provide useful practical insights. Managers of retailers should emphasize customer
service by ensuring it is courteous and helpful across all channels. Moreover, value should be considered as a
valuable factor that enhances the customer experience, and therefore a variety of products should be provided
at competitive prices.

Furthermore, practitioners can promote an omnichannel strategy, which ultimately enhances the customer
experience, by using the differences between the loadings of survey items. The pattern of item loadings shows
that items with lower loadings represent omnichannel shoppers’ taken-for-granted practices. Product availability
at both physical and online stores (OCC1 and OCC2) is essential for an omnichannel strategy, and providing a
variety of products across all channels (Value1) is important to enhance customer experience.

6. Limitations and Future Research

This study used a survey based on consumers’ perspectives on omnichannel strategy; therefore, retailers’ views
should be considered in future research. Moreover, other constructs could be added to the framework as the
outcome of customer experiences, such as word of mouth, loyalty, and trust in the retailer. Finally, the framework
was tested in the grocery store industry, so future studies should be conducted in other contexts, such as fashion
retail.
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