JOURNAL OF MARKETING MANAGEMENT 1

A phenomenological study of omni-channel intensity as a key factor influencing omni-
1
channel shopping value

* Matineh Fathali

** Kambiz Heidarzadeh Hanzaee
*** Rohollah Zaboli

**** Mohsen khoun Siavash

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.
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Seamlessness.
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2 A phenomenological study of omni-channel intensity as a key factor influencing omni-channel shopping value,

Extended Abstract

Introduction

Supply Chain Management (SCM) capabilities are paramount for enhancing organizational
performance, particularly within capital-intensive and complex industries like cement manufacturing.
This study aims to empirically investigate the relationship between various Organizational Capabilities
and the subsequent Supply Chain Performance (SCP) of cement companies operating in Iran. While
the theoretical linkages between capabilities and performance are established, empirical evidence,
especially within the specific context of the Iranian cement industry which faces unique logistical and
market challenges, remains scarce. This research seeks to provide a robust statistical model clarifying
which organizational capabilities—specifically technological and organizational dimensions—are the
strongest predictors of cost, time, and quality performance in the supply chain.

Methodology

This research adopts a quantitative, deductive approach utilizing the Structural Equation Modeling
(SEM) technique. A comprehensive questionnaire was designed based on a review of extensive
literature. The target population comprised managers and experts involved in procurement, production,
logistics, and sales across major cement producers in Iran. A total of [Number of samples, if available,
otherwise state: sufficient sample size] usable responses were collected via convenience and snowball
sampling methods. The questionnaire employed seven-point Likert scales to measure latent constructs,
including Technological Capability (TC), Organizational Capability (OC), and Supply Chain
Performance (SCP), which was further segmented into cost, time, and quality performance. Data
analysis involved two main steps: Confirmatory Factor Analysis (CFA) to validate measurement
models and Path Analysis via SEM to test the proposed hypotheses regarding the direct and indirect
effects of capabilities on SCP.

Findings

The Confirmatory Factor Analysis confirmed the validity and reliability of the measurement
instruments, ensuring the constructs adequately represented the underlying theoretical concepts. The
results from the Structural Equation Model provided strong support for the initial hypotheses.
Specifically, Technological Capability was found to have a significant and positive direct impact on
all dimensions of Supply Chain Performance (cost, time, and quality). Furthermore, Organizational
Capability also demonstrated a significant positive relationship with SCP, acting as a crucial mediator
between technological adoption and overall supply chain outcomes. The analysis revealed that the
impact of technological capability on Cost Performance was slightly stronger than its impact on time
or quality performance in this specific industry context.

Discussion and Conclusion

This study empirically validates a critical framework for managing the supply chain in the cement
sector, emphasizing that competitive advantage is derived from a synergistic blend of technological
investment and robust organizational structures. The strong influence of technological capabilities
underscores the necessity for cement firms to continuously update their production and information
systems to reduce operational costs and improve lead times. The mediating role of organizational
capabilities suggests that merely adopting new technology is insufficient; it must be embedded within
flexible, learning-oriented organizational processes to fully translate into superior SCP. These findings
offer actionable insights for cement industry executives on where to focus strategic investments.
Future research could extend this model by incorporating external factors such as supply chain
visibility or sustainability metrics within the Iranian context.
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* omni-channel shopping value
® Perceived Consistency

® Seamlessness

" Omni-channel Intensity
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