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Investigate the effect of omnichannel integration quality on customer loyalty with the
mediating role of customer engagement

Zinat, Parsaei!; Ghasem, Eslami?(Corresponding author); Fariborz, Rahimnia®
1- Department of management, Ferdowsi University, Mashhad, Iran.
(Zinat.Parsaei@gmail.com)

2- Department of management, Ferdowsi University, Mashhad, Iran.
(gh.eslami@um.ac.ir)

3- Department of management, Ferdowsi University, Mashhad, Iran.
(r-nia@um.ac.ir)

Abstract

Today, customers tend to use channels and more ways of communication. Customer behavior
has changed with expanding technology and online channels and they often tend to use
multiple channel and touch points. Organizations are also trying to do so much, reduce their
physical presence and guide customers to digital channels. Therefore, according to rapid
technological advancement, is formed omnichannel integration quality which the organization
offers channels and the customer chooses. In fact, these interactions among organization and
customer is customer engagement which is formed through offline and online channels.
Generally, each of these channels are a special way to convey ideas and serve the customers.
The basis of customer evaluation of the quality services their received, integration and use
customers seamlessly from these channels which can lead to customers loyalty. The purpose
of this article is to investigate the effect of omnichannel integration quality on customer loyalty
with the mediating role of customer engagement. For this purpose, first the omnichannel
integration quality, customer engagement and customer loyalty and the relationship between
them are described and finally a conceptual model is presented.

Keywords: omnichannel integration quality, customer engagement, customer loyalty.
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