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. . The present study aimed to examine the transition of customer experience from
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Extended Abstract

Introduction:

Customer experience is crucial as a strategy for differentiation in a highly competitive global marketplace
where customers have increasingly more options and the cost of switching is low. Furthermore, the quality of
the experience influences customers’ omnichannel purchase intention. In the context of customer experience,
both multichannel and omnichannel models involve interacting with customers across multiple platforms.
However, the two models differ significantly in how these channels are integrated and managed. The
multichannel approach allows customers to use multiple channels, such as websites, social media, and physical
stores, to interact with a brand, but these channels often operate independently and without close integration.
In contrast, an omnichannel strategy integrates all channels to deliver a seamless and coordinated customer
experience, such that customers can move seamlessly between different touchpoints. As part of the digital
transformation process, going omnichannel requires managers to completely rethink their company’s approach
to customers and ultimately expand the perspective to the entire business ecosystem. Knowing that technology
is no longer a barrier, the question is how and where to start? How to achieve a customer experience-centric
approach? What else is needed besides integrated channels? In this context, stakeholders each approach
omnichannel management from their own perspective. In this study, a customer experience-centric approach to
omnichannel management in the service context is adopted. The aim of the study is to gain a deeper
understanding of the process of transitioning from multichannel management to omnichannel management for
service-based companies.

Methodology:

This study is an applied research in terms of its purpose and based on the data collection method, it is a mixed
exploratory-survey type. In conducting this study, a mixed approach (qualitative and quantitative) was used. In
the qualitative part, the content analysis method was used, and in the quantitative part, the structural equation
model was used. The statistical population in the qualitative part included senior managers of service
companies, information technology specialists, and customer experience experts. The research data was
collected through semi-structured interviews and purposive sampling with 16 people to reach theoretical
saturation. In the quantitative part, the descriptive method and a researcher-made questionnaire were used to
collect data. The statistical population in the quantitative part included service sectors (banks and financial
institutions (private or public banks); insurance companies (life, auto, health insurance); technology and digital
services companies (subscription service providers, online educational platforms); retail and customer service
companies (chain stores or logistics companies)). The purposive sampling method was used. Companies that
had successful or unsuccessful experience in moving to omnichannel were selected. The quantitative sample
size is 150 people. Validity in the qualitative part was carried out through validation by experts. In this way, the
specialized and empirical opinions of experts in the relevant field were collected and analyzed to ensure that
the extracted data and concepts were valid and relevant to the research topic. In the quantitative part, content
and construct validity indices and questionnaire reliability were calculated by calculating Cronbach's alpha.
Cronbach's alpha coefficients were higher than 0.7, which indicates the appropriate reliability of the
measurement tool. Accordingly, the results of Cronbach's alpha indicate high reliability of the research
questionnaire.

Discussion and Results:

To reject or confirm the hypotheses of the present study, the structural equation model was used using SmartPLS
software. Structural equations test the model in two modes of significance and standard. In the meaningful
mode, the factor loading between the variables must be greater than 1.96 to confirm the hypothesis, and in the
standard mode, the amount and intensity of the effect between the variables are examined. In the case of
significance, the t-value (path coefficient in the case of significance) must be greater than 1.96 for the
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relationship between the variables in question to be significant. The path coefficient also determines the
intensity of the relationship. Given these conditions, all research hypotheses were confirmed. The fit of the
outer model using the common criterion, the fit of the inner model using the validity index of the overlap or
redundancy, and finally the overall fit of the model using the GOF index have been examined. The average
validity index of the common is 0.388 and the average validity index of the redundancy is 0.359, which are
positive and greater than 0.2, which also confirms the appropriate fit of the structural part of the model. The
value obtained for the GOF index is 0.456, which indicates the good power of the model in predicting the
endogenous latent variable of the model.

Conclusion:

The main objective of the research is to identify the enablers, challenges, drivers, and contextual factors of the
transition process from multichannel to omnichannel customer experience in service-based companies. The
enablers of the transition process from multichannel to omnichannel customer experience include overarching
themes (technology integration, data systems; employee training programs, leadership support, collaboration
with partners); the challenges of the transition process from multichannel to omnichannel customer experience
include overarching themes (high implementation costs, asynchronous operations, resistance to change, data
privacy concerns, ROI measurement); the drivers of the transition process from multichannel to omnichannel
customer experience include overarching themes (customer expectations, competitive pressure, technological
advancements, increased engagement potential, revenue growth opportunities); and the contextual factors of
the transition process from multichannel to omnichannel customer experience include overarching themes
(market dynamics, cultural adaptations, regulatory environment, economic conditions, technology
infrastructure). Next, in order to fit the model, a researcher-made questionnaire was developed and distributed
among the research population. In the quantitative phase, based on the research method, the correlation between
the variables of the initial model and the coefficients of influence of each in the process of transferring the
customer experience from multichannel to omnichannel customer experience were determined, focusing on the
challenges and coping strategies in service-based companies. Considering the identified themes, it can be said
that many studies conducted in this field are in line with these themes.

Keywords: Customer experience, Multichannel, Omnichannel, Service-based companies
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