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The present study aims to investigate the impact of integrating online
and offline marketing channels of retailers on online customer loyalty,
considering the moderating role of retailer reputation. With the rapid
growth of online shopping, retaining customers in online retail has
become a necessity, yet this has posed significant challenges for many
multichannel retailers. Previous research has shown that loyal online
customers tend to limit their purchases to a specific store; however,
there has been limited investigation into the relationship between the
integration and coordination of retailers' online and offline marketing
channels. This study seeks to answer the question of how the
integration and coordination of online and offline channels influence
the perceived usefulness of these channels. The statistical population
of this research consists of customers of 361 Degrees stores, and a
questionnaire was distributed among them using simple random
sampling. The research is descriptive-correlational with a causal
approach and is applied in nature. The data collection method was
survey-based, and the instrument was a questionnaire. The collected
data were analyzed using descriptive and inferential methods.
Structural equation modeling was employed to test the hypotheses. The
results indicated a significant relationship between the coordination
and integration of retailers' offline and online channels and the
perceived usefulness of the online channel. Additionally, the perceived
usefulness of the online channel was significantly related to online
loyalty and the perceived risk of the online channel. However, the
moderating role of retailer reputation in the relationship between the
informational integration of online and offline channels and the
perceived risk of the online channel was not confirmed.
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Introduction

Multichannel retailing is a marketing strategy designed to provide multiple mechanisms for
delivering products to customers. The main objective is to enable consumers to purchase
through both online and physical channels. This approach contributes to maximizing revenue
while offering greater value and improved services to customers.

The significance and necessity of studying the impact of integrating online and offline
marketing channels of retailers on online customer loyaltyconsidering the moderating role of
retailer reputation—can be analyzed from several perspectives.

From a business standpoint, multichannel retailers must adopt effective strategies to enhance
customer loyalty in today’s highly competitive environment. The integration of online and
offline marketing channels can help retailers create a seamless and consistent shopping
experience for their customers. With the rapid growth of both online and offline commerce, such
integration has become a key issue in the retail industry, underscoring the importance of this
research.

Customers are now seeking unified and consistent experiences across online and offline
platforms. Research in this area can enable retailers to design and deliver these integrated
experiences more effectively, helping them to attract and retain customers. As competition
intensifies in both physical and digital retail spaces, studies on channel integration can provide
retailers with insights that enhance competitivenesssince integration can serve as a brand
differentiation factor.

Furthermore, efficiency and improvement in the integration of online and offline marketing
channels can contribute to retailers’ economic growth. Research in this field can offer strategies
to enhance store profitability and overall revenue generation.

Customer shopping patterns have evolved toward simultaneously using multiple channels.
This study for the first time in Iran examines the moderating role of retailer credibility in the
relationship between online—offline channel integration and online customer loyalty.

The innovative aspect of this article lies in its approach: unlike previous studies that
separately examined the effects of online or offline channels on consumer behavior, this
research focuses on the interaction and coordination between the two. This topic is particularly
relevant for multichannel retailers seeking to create a unified, cohesive customer experience.

Moreover, previous studies have rarely examined the moderating influence of factors such as
retailer reputation on the relationship between channel integration and customer loyalty. By
evaluating this moderating role, the present study contributes to a deeper understanding of

retailer reputation as a critical element in managing the customer experience.
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Result and Discussion

With the growing prevalence of online shopping, customer retention in online retailing has
become essential, yet it remains a major challenge for many multichannel retailers. Previous
studies have shown that loyal online customers tend to restrict their shopping activities to a
single online store and spend more than new customers. This pattern can be advantageous for
multichannel retailers, since they can serve these loyal customers with minimal operating costs
while simultaneously increasing their revenue.

Today’s consumers prefer to engage with organizations through a wider range of channels
and means of communication. As technologies and online platforms continue to advance,
customer behavior has evolved considerably customers now use multiple channels and
touchpoints simultaneously during their purchasing journey. Accordingly, organizations are
increasingly striving to reduce their physical presence and direct consumers toward digital
interactions.

In line with these technological developments, the concept of omnichannel integration quality
has emerged where organizations provide various channels and customers select their preferred
ones.

This study distinguishes itself from previous research by moving beyond a mere focus on
channel integration and its quality. Instead, it examines how such integration influences
customers’ perceptions of channel usefulness, online loyalty, and perceived risk. Moreover, the
study specifically investigates the moderating role of retailer reputation in this process. Retailer
reputation can alter consumers’ perceived risks associated with online purchases, thereby

influencing their loyalty.
Research Population and Sampling Method

The statistical population of the present study comprises customers of the 361 Degrees retail
brand. This retailer was chosen because it operates both online and offline stores across Iran.

A simple random sampling method was employed, and based on Morgan’s table, the sample
size was determined to be 384 respondents.

e Gender composition: 58% female and 42% male, with the highest frequency among men.

e Educational level: 46% held a bachelor’s degree, 20% a master’s degree, and 2% a doctoral
degree.

e Income distribution: 12% earned below 10 million tomans, 27% between 10-20 million
tomans, 41% between 20-30 million tomans, and 14% between 30—40 million tomans. The

highest frequency was observed in the 20-30 million toman income group.
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Conclusion

e Hypothesis 1: T-value = 2.62 (>1.96). With 95% confidence, the coordination of offline and
online channels positively affects the perceived usefulness of the online channel. Accepted.

» Hypothesis 2: T-value = 9.83 (>1.96). With 95% confidence, the coordination of offline and
online channels affects the perceived risk of the online channel. Accepted.

e Hypothesis 4: T-value = 0.53 (<1.96). With 95% confidence, information integration between
online and offline channels does not affect perceived online channel risk. Rejected.

e Hypothesis 5: T-value = 2.49 (>1.96). With 95% confidence, retailer reputation significantly
moderates the relationship between channel coordination and perceived usefulness of the online
channel. Accepted.

e Hypothesis 6: T-value = 0.58 (<1.96). With 95% confidence, retailer reputation does not
significantly moderate the relationship between informational integration and perceived channel
usefulness. Rejected.

Hypothesis 7: T-value = 3.67 (>1.96). With 95% confidence, perceived usefulness of the online

channel positively affects online loyalty. Accepted.
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