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Objective: The purpose of this study is to investigate the impact of omnichannel integration
on the application of flow theory and customer support, with the moderating role of value
congruence.

Methodology: This research is applied in terms of purpose and survey-based in terms of
implementation. The statistical population consists of customers of Khorasan Science and
Technology Park in Mashhad during the first quarter of 2024. Based on Morgan's table, 202
participants were selected using a random sampling method. The data collection tool was a
standard questionnaire on omnichannel integration, value congruence, flow theory, and
customer support, adapted from Liu et al. (2023). Given the promising prospects of
omnichannel marketing, it is crucial for omnichannel retailers to implement effective
omnichannel strategies to support customers, reflecting customers' willingness to maintain
close and lasting relationships with omnichannel retailers.

Findings: Data analysis was conducted using structural equation modeling with Smart PLS
3 software. The results indicated that the dimensions of omnichannel integration, including
customer information integration, customer transaction integration, and customer
communication integration, have a significant impact on the flow experience of customers
of Khorasan Science and Technology Park (with significance levels of 7.999, 3.702, and
7.024, respectively). Value congruence moderates these effects (with significance levels of
2.556, 2.066, and 3.746, respectively). Moreover, the impact of flow experience on customer
support in Khorasan Science and Technology Park was found to be significant (significance
level of 34.489).

Conclusion: Customers enjoy and immerse themselves in the purchasing process when they
receive integrated transactional services across channels. Integrating customer relationships
across channels can effectively encourage customers to deeply engage in the purchasing
process. Additionally, informational integration can provide relevant information aligned
with customer preferences, thereby fostering customer interest. Ultimately, customers
respond more positively to retailers whose value propositions align with their personal
values. Customers who experience a high level of flow when interacting with an
omnichannel retailer are more likely to support the retailer in the future.
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https://www.dmbaj.com/
https://doi.org/10.22034/dmbaj.2024.2036015.1042
https://doi.org/10.22034/dmbaj.2024.2036015.1042
https://creativecommons.org/licenses/by/4.0/
https://orcid.org/0009-0003-7786-4413
https://orcid.org/0000-0002-0642-6657
https://orcid.org/0000-0001-5345-1516
http://creativecommons.org/licenses/by/4.0
https://portal.issn.org/resource/ISSN/3041-8933

EXTENDED ABSTRACT
Introduction

Customer support remains a critical factor for retailers in maintaining market share, increasing
revenue and profitability, and reducing costs in today's highly competitive business environment. Retailers
continuously strive for innovation to maintain a competitive advantage by introducing new experiences
and enhancing customer satisfaction, ultimately leading to increased loyalty and support (Nguyen et al.,
2024). When the services provided meet customer expectations, their behavioral intentions and likelihood
of recommending the company to others increase. Consequently, customer support behaviors contribute
to the company's survival. Typically, customer support is shaped based on their overall experience with
the company (Hahm et al., 2023).

Omnichannel strategies enable customers not only to purchase items online but also to verify
product availability in physical stores and experience seamless shopping across all channels (Ellahi et al.,
2024). In today's retail environment, where customers demand a seamless and personalized shopping
experience, it is crucial for businesses to integrate all service delivery channels (Brynjolfsson et al., 2013;
Rigby, 2011). Many omnichannel service providers use a unified system to manage physical and online
channels separately (Herhausen et al., 2015). Customer satisfaction results not only from direct interactions
with the company but also from a combination of online and offline services (Banerjee, 2014).

The rapid advancements in technology have significantly altered how consumers engage with
businesses. Alongside traditional sales centers, companies now offer various touchpoints, including web
applications, mobile apps, social media platforms, digital stores, and customer service centers. This has
led to the emergence of omnichannel retailing, allowing customers to utilize multiple channels
simultaneously (Abbasi Nami & Asayesh, 2021).

Omnichannel integration comprises three dimensions: customer information integration,
transaction integration, and communication integration (Li et al., 2023; Ma et al., 2023). Information
integration ensures consistent retail data across channels, transactional integration empowers customers
to complete transactions through their preferred channels, and communication integration facilitates
personalized interactions based on customer profiles (Oh & Teo, 2010). These dimensions aim to eliminate
barriers across channels, enabling customers to immerse themselves in the shopping process (Kumar et al.,
2019; Shi, 2020).

The concept of flow theory suggests that when individuals experience a strong sense of flow, they
become fully immersed in an activity, losing self-awareness and track of time. This state of deep
engagement fosters customer satisfaction and support, as they develop positive perceptions of the retailer
providing such experiences (Liu et al., 2023). Additionally, value congruence—the alignment of a retailer's
values with those of the customers—plays a crucial role in enhancing the effectiveness of omnichannel
strategies (Shokri & Alavi, 2019; van Schie et al., 2018). The purpose of this study is to investigate the impact
of omnichannel integration on the application of flow theory and customer support, with the moderating
role of value congruence.

Methodology
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This study employed an applied research approach with a survey-based methodology. The
statistical population consisted of customers of Khorasan Science and Technology Park in Mashhad during
the first quarter of 2024. A total of 202 participants were selected using a random sampling method based
on Morgan's table. Data were collected through a standardized questionnaire measuring omnichannel
integration, value congruence, flow theory, and customer support, adapted from Liu et al. (2023).
Structural equation modeling (SEM) using Smart PLS 3 software was used for data analysis.

Findings

The analysis revealed significant effects of omnichannel integration dimensions on customer flow
experience. Specifically, customer information integration, transaction integration, and communication
integration demonstrated significant impacts with t-values of 7.999, 3.702, and 7.024, respectively.
Additionally, value congruence was found to moderate these relationships with t-values of 2.556, 2.066,
and 3.746, respectively. Furthermore, the effect of flow experience on customer support was highly
significant, with a t-value of 34.489.

The goodness-of-fit (GOF) index for the model was 0.447, indicating a strong fit. Path coefficients
confirmed that omnichannel integration positively influenced customer flow experience, and in turn, flow
experience significantly impacted customer support. The moderation analysis demonstrated that value
congruence strengthened the relationship between omnichannel integration and flow experience.

Discussion and Conclusion

The study findings highlight the importance of omnichannel integration in enhancing customer
support through the application of flow theory. Customers enjoy the purchasing process when they receive
integrated transactional services across multiple channels, leading to a sense of immersion and
engagement. Providing consistent information across channels reduces cognitive dissonance and increases
trust in the retailer, fostering a positive flow experience.

Transaction integration plays a pivotal role in simplifying the purchasing process, reducing effort,
and increasing customer satisfaction. Seamless transaction processes encourage customers to engage
deeply with the retailer, resulting in a higher likelihood of repeat purchases and recommendations.
Communication integration strengthens customer relationships by providing personalized interactions,
which enhances their emotional connection with the brand.

The moderating role of value congruence underscores the significance of aligning the retailer's
value propositions with customers' personal values. Customers are more likely to support retailers whose
values resonate with their own beliefs and preferences. This alignment enhances their overall shopping
experience, leading to increased loyalty and advocacy.

Overall, the study suggests that omnichannel retailers should focus on developing comprehensive
integration strategies that encompass all aspects of customer interactions. By providing a seamless and
personalized experience, businesses can cultivate long-term relationships with their customers and
enhance customer support. Future research should explore the potential impact of emerging technologies,
such as artificial intelligence and machine learning, in further optimizing omnichannel integration and
customer engagement strategies.
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