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Retaining Customers with the Experience of Using Mobile Phones in Omni channels:
The Moderating Effects of Product Information Overload and the Attractiveness of
Alternative Products

* Erfan Dadashzadeh
** Hormoz Mehrani
sk Karim Hamdi

Abstract

With the advancement of technology and digitalization, various communication channels such as the Internet,
mobile phones, social media and physical stores are available for customers to communicate with retailers,
but these channels are independently managed and It leads to the mismatch of data and information in
different channels, and in order to achieve integration in different channels, it is necessary to change to an
all-round approach.This research deals with "investigating the retention of customers with the experience of
using mobile phones as tool of omnichannel with regard product information overload and the attractiveness
of alternative products”. The research is applied, descriptive and survey. The population of brands restaurant
customers in Tehran is a sample of 384 people who were surveyed by stratified sampling method. The data
collection tool is a 43questionier, and hypotheses were tested with structural equations and pls software. The
results show that the experience of connection is on access integrity, the experience of integration is on the
integrity, the experience of flexibility is on the integrity, the experience of personalization is on the integrity,
the experience of personalization is on the information richness integrity, access integrity customer retention,
and information richness integrity has positive effect on customer retention. The experience of continuity of
use on the integrity, the experience of connection on the information richness integrity, the experience of
integrity on the information richness integrity, the experience of continuity of use on the integrity of
information richness, and the experience of flexibility on the information richness integrity do not have a
positive effect. Information overload is a negative moderating role in the impact of connection experience on
access integrity; and the effect of connection experience on the information richness integrity. The
attractiveness of alternative products has negative moderating role in the effect of the connection experience
on the access integrity and the effect of the connection experience on the information richness integrity.

Key Words: omnidirectional distribution channels, customer experience, product information
overload, attractiveness of alternative products, customer retention.
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