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Abstract

Research purpose: In adopting omni-channel strategy, one of the most important things is
the omni-channel intensity, which includes two subcategories: ‘“consistency” and
“seamlessness”. Therefore, the purpose of this research is to identify the items of these two
subcategories through the phenomenological approach.

Research Method: This research has been conducted using a qualitative approach and the
interpretive phenomenological method with a framework approach. The participants in this
research were customers with an omni-channel shopping experience and were selected
through purposeful sampling. Based on the concept of saturation, 40 interviews were
conducted with customers belonging to two generations “X” and “Y”. Data analysis has been
conducted using the NCT approach and the Atlas.ti software.

Results: Based on the findings of the research, a total of 9 items were identified. Six items
fall under the concept of "perceived consistency,” while the remaining three are associated
with "seamlessness.” The remarkable thing was that the identified items were similar in both
generations.

Conclusion: Although there is very little research related to omni-channel intensity, the
results showed that customers of omni- channel brands expect consistency and seamlessness
from this type of brands. Therefore, the omni-channel intensity is one of the most critical
factors for customers to differentiate between omni-channel and multichannel strategies.

Key Words: Omni-channel Shopping Value, Omni-channel Intensity, Perceived Consistency,
Seamlessness.
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* omni-channel shopping value
® Perceived Consistency

® Seamlessness

" Omni-channel Intensity
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! omni-channel
2 Brand-Consumer Interplay
* Multi-Channel
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2 Seamless experience

* Integration quality

* Channels & touchpoints



0 42)LSo JUB 5l a2 G551 0 Fige gadS Jele S plgie 4 4z LG JUI a5 Ll g asllas

el gl S JU iy S, FaS
Mf}ud &5“’; oS d)..a.a Yyyv ST )Jm o
5 S ol sle o Judow g asim ol
5 &yl SYolee oL Jow 3l eolaiul b g Lo
95w @l Gy b ol PLS 3l 05
szl "ol w )'L,,s" ool BasS Gyae
oS JUIS 00 aloli (S oz 4 slase
OA) wisle las

L (VA plen g slégl fpnn bang iy
Stz Sloas oS 56 psle KT lgie
ous pledl "4.?)@5\3 JU sleell , sllee
Al JUS okl (LSQ) St loas
Jis slacobE" eplie oLl gl !
POV FSo [ ] ERE SO LR I CSL S SN
JU cobls s lzel 5 a3l oByre jslae
5 shole Jlow 5l aalllas s b (050 5 4z LSS
loaidl, ol oolaiul g lisle Yol b Jow
as 1) Max LSS LS eubls” Masl 5l eolail
5 ablie JUS da JUIS Saler yaie aw Jols
P oOmzed 0,5 wol 1) cul claixl slaaila,
YY) o )Liiﬂ)',;s ax LSS JU ol

Olere L ogs im0 (Y A) ) Kan 5 4 Bun
30 4z LS JUI (Lbg 8 00,5 @ilge g oS e !
JUB (93 03,5 &lye g S om0 (quyp "o
GBSz a5 ggog0 (| S0 g Canl 0 Az LSS
Jod Jsb jo 1y 095,15 5 S 5l al eS8
Ol S s ax LSS LS 09,8 08,5 Ay A
00,5 3l |, JlisST (68,50 asllas 0,55, dslllas

'

03,5 4 b had sl wyp ln g ol
So Sligy (h,8 00,5 g0 az LSy JUI (o558
9 aS ol las adlas ol assly o8 lie e
B a ]y Folite slagiliwl jo5de Gig,8 00>
ol a4 1) coddge I palisne Ol g wd S
2 ol 5 lacals adlas ol o wxalis

Al ails azx LSS JU L oS slay o s Cannd (1 s
el (65699555 5l ool b Lag e aS s g0 gl |,
e )0 oo (S 2l 63,15 5 Az Lo JUS ane
GRS Ay o plyie STl e g ba S
2 olie & gadse ol (V) 4z )LSe JUB wloas
as ‘;Jbl.o.ib pas u"’315 0 ,> Sl LngJuf O
0,55 5 VU Caeal 0SS a,ms Canl saims 5l
JUS aey y0 Wb a5 (69,lse dax 1 .(V)
U ae 50 ((YYVAY ) g8 5l e Slacia g
ot Alns K el ol o8 it 4 LS
stlie Jalge wluly (39,8 00> alize sla JUIS
Ol g wed bulr ey 9 Jpame plakglsl (92
e Oyt sl At G5k @ ) Jpammo (5ln
00> ide G JUS sblie 51 plojen jsbo 4 oS
w00yl el arg BB S5 oy oy 98
03,5 by Wy o855 ol g lyiie gl az S
Ll oleg,d 00, (VPAANVYYYY) caol g,
O o, Alal b as aab lidse dlue (ol 4 s
Sloyos a5 auS oo by |y lulid ol 093 sla JUIS
S g 4 JUS Gl gt Cote b e
Shsl a4 5l ab og,8 00,5 cplplo (YO) ol Jlal
Obaabl alize sl LIS Lo o bools xalds
30 G Oloyzd 5l oMbl o Ole 4y S Jol>
ol g S U S S s Ko sla S

(YY)

ST Glye cod ptmgly (VoY) o8 5 SHL -
43 5 5ol etz LS, Slass 5 Sl
JUS 008 Gymn opdy Jl3, 5 (NFC) csblis
oy aadllas ol 5l Gas ol pll Max LSS
5 42,k JUU (B asS Bpae Spdy 2ad Blse

Spas (Sazd L_'?L‘z’a;;iﬁ 6 <5i'5i" by



VEF 50l 1 2A o lads | oL ,I5L o ppae alxs

ol yesals plowl andls o Sie (T g,
5 a>las g caslice g adgl ool mlie 51 imgss
lgze Jalows el o o0littl 4yl gulie (yvizeod
Syze B8l e b sl e g s Ojgo 4 e
3 i el @l il el a8
3 ol o A e JUIS &y J 5 ol 00,5
3 e JolSS Joe 0 a5 o caisS L5 0
b et 4355 ed (g 42 )LSo JUB 4 dUS wax
anlp Jsb o Geizmen el (e (Jyov
DR aLes 93 0 ES 0L 69, e s Ml (JsS
ol 5 sl s b e slogtlly 5,5 oo
5l ped g Jol dlpe ;0 iy 4 a5 Ay b Lo
V) 2o 518555 2 6 YL ool
Geos S0 Baa L (Y4V9) )L 5 Suguws> —
L ax LS JW slasilin! Son (S8 5l 5
JESl " e cox amgd od Jlsws sasay
e LSS U g8 00,5 sl sl ] G 4
ol 5o il esls Syge 1) M g S Jow oBass
31 eols Lcwl oals bl a8 0,0y, iesh
WGk 5l wad sl per asliiny Bk
L o295 Som g (o898 005 w4 jl o550
Ly Wosls cpl abad ools mul ab)l olnas
o)l 5 oSl dacole oy oleSl
0A »)Lef.“u.a Se )LP FUERA W) J.»Ai’ UJMJ]
Slp ) am aw g 0p5 0 0 ) (S Olalllae
9 00,3 )5 5 S oo 4y jel i Jli]
5l Ol a5 canl 00,8 7ilae ax LS LS
pleal Jelod 5 41528 o (5 0k0 42,150 229
(V7)) Fgo Sl 5 (o5 050235 5 00
JUE aie) 10 (gourio Sladss ax Sl asds b a
)5S o 5 pte 3 (S0 Lol el 485 & jg0 ax LSS
5 Moad Sy (Sulea” plie az)lSy JUI Gy
50 el W G il la JUST ol "‘;.?)L;S.l"
ol gl ol Sluls ol coeal B> asil ams
a5 JUIS gl (glansyy b yiice ol o Gabo a5
979 9 Wbl Wp (S 5 (Sales ouias (lis
Ol 3B Slzse ol e 4 g 4z, slas by

5 oS 9 4 9550 Bloe izes 5 S 2
oolitl 45 ol lis amdl, xS 15 avlie
e a5, ol 5 sl 5l ezt
Slojle o pde 9 Std 9 5ol 0 02 (S l3L
S 4 )L JUB (g8 03,5 LS sl sl
OF) el

CA#A.:S" Olgre i 095 imgh 0 (Y01) loges
4 oad S oyl g ax LSS JUS (6,lasSL plés]
g_é).a.n é)bLé 9 9 wLa) LSLQ’J)"‘“ Q‘y'.c
pleol cuteS s alaly (28 oy p 2 " F RS
JU 5l eas Sy syl (1Q) ax LSS JUS
w3 e )y 5 ol (PV) azilsy
) osls 6)51 foact 6‘)‘? | wlof Lg)LSSaL)
185 (5 e YAB (gl ol yy Sid oS alllas
deeal Bk 5l s 0 )l L cde (655 5
Judo 5l ools Ld=s g au 30 jelaie a0l o)
sl Vol b Jae o lassl Ll
pleal oYL coaS mls bl ol ool ool
oad S5 b)) 4z bSe JW shle )l s
wasoe glpl 1 ar LS JU 1 ok e
oal Sy )l Ol e abaly S rires
T N T N e e R
alaly 5 )1s 0425 ax LSS UK s (6,laSL o)
aldy 5 S JUIS plisl EuS plon siste
Sl b Ol oo onl g opdle ol ST 5 g e
arbSe JUB @l o lasSl e gie cols,
V) ol ali8l 55 1) (6 i (g,l0l8g

Olpe b chegn (V417) o Ses 5 (05 58y
S Sl ol o8 jslie a4 JUS ST
Sy Ban g Jels a5 Wil sols pll 1) " oL i
Oy s 0> &S b la (pw)n Jol Soe
OBl g ol il plRen plSin (Siig 2S
Gon s e axlse o] b ax LSy JUS Lt
ol ale ln See laoly Sl (20, ped
e & 4 S JUIS (sl b e Lo el
@ gl @lp Bans 0sd L2l sl codbee
03,5 Sy )3 Geoe (Job aslllae S g SYlse



v 42)LSo JUB 5l a2 G551 0 Fige gadS Jele S plgie 4 4z LG JUI a5 Ll g asllas

oS ol ouds oslinul aill, SWS L 5w o 0,500,
iS5 Dlaghos o o8 Col S g g9l S g Lol
args Sl el slahy, alS yo bl aie au
Wlin i) bosls sl ;o a5 ol 550 onl ;Slo
500,5 aseia |y Cool azgi o o5 4zl (o u8y o
a2 gt Canl (S Lol 5 i anlllae b oS (5 )L
03,5 Iy "B a5 ol (60,50 e 45 258 (935
Ofen b g auS 6,l0505 b ples cow 1) o 5 il
Slge o5l 90,2 aS WS iy yad ) gae oS S Col
alie gloosls (gyglo 5 4 Djgo o 40 05T o,
Sypa 30 Sa5 gl 550 bog ols smlys aslsl 5 i
2 Lol sleassezen; plas a5 05 g oL
el wld Jsb plos o s walys 5 lel 98 5
oS sl elio U 28k w5l (281 plSn 4z
SeS 093 sae 5l bl Lo basgeme s (ol arwgi b
Ol slaluly b oS (23 JLss 4y o5 (slSan g o 250
SRl 5 (TY) oS S5 iy b 5 e baosls
059 sl 5 bl osls Judow g sad ool
Gl slo)lome 5l gl cal CudsS 251l o]
ol oa ooliiul ) Ses 5 IS (LoS Lawgs oa

(FY)

oe9R slaaisl
Siolea (V7)) ol )5en 5 (995 ©oSn Ry &b
Liug ool Sy pladl "l el Oyle sol Spo
Doled bl g8 00,5 atil 5 iSO e
A e 5O MMl 5 cd gy aib)
OhSes 5 gle Sl eluly (S Lo e
5 So2y9 9 (T017) (len 5 (255 ©oSn (V4)F)
5 309 Olo, 5 Sl ™ 5l cwl @le (Y410) o Ken
JUS a4 JU Sy 5l e8> pllan glse 0525 pue
S ol magy easl el ANYNA)" S
4z, bSe JUB shls slassyy byt Slopas (e

90 )b | oéy "6‘5" 9 "L}ﬁ&."' J.MJ 99 a4 La,l.t.;do

1

NCT (Noticing things, Collecting things and
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