
Accepted Manuscript

The impact of channel integration on consumer responses in omni-channel re-
tailing: the mediating effect of consumer empowerment

Min Zhang, Chengshang Ren, G. Alan Wang, Zhen He

PII: S1567-4223(18)30020-6
DOI: https://doi.org/10.1016/j.elerap.2018.02.002
Reference: ELERAP 771

To appear in: Electronic Commerce Research and Applications

Received Date: 7 February 2017
Revised Date: 7 February 2018
Accepted Date: 7 February 2018

Please cite this article as: M. Zhang, C. Ren, G.A. Wang, Z. He, The impact of channel integration on consumer
responses in omni-channel retailing: the mediating effect of consumer empowerment, Electronic Commerce
Research and Applications (2018), doi: https://doi.org/10.1016/j.elerap.2018.02.002

This is a PDF file of an unedited manuscript that has been accepted for publication. As a service to our customers
we are providing this early version of the manuscript. The manuscript will undergo copyediting, typesetting, and
review of the resulting proof before it is published in its final form. Please note that during the production process
errors may be discovered which could affect the content, and all legal disclaimers that apply to the journal pertain.

https://doi.org/10.1016/j.elerap.2018.02.002
https://doi.org/10.1016/j.elerap.2018.02.002


  

THE IMPACT OF CHANNEL INTEGRATION  

ON CONSUMER RESPONSES IN OMNI-CHANNEL RETAILING:  

THE MEDIATING EFFECT OF CONSUMER EMPOWERMENT 

 

Min Zhang (corresponding author) 

Tianjin University 
zhangmin792002@tju.edu.cn 

Chengshang Ren 
Tianjin University 

renchengshang@126.com 

G. Alan Wang 

Virginia Tech 
alanwang@vt.edu 

Zhen He 

Tianjin University 

zhhe@tju.edu.cn 
 

Last revised: February 7, 2018 

__________________________________________________________________________________ 

ABSTRACT 

In order to meet consumer expectations for consistent, uniform, integrated services and experiences 

across multiple retailing channels, many retailers have tried to create an omni-channel retailing 
environment through channel integration. This study investigates consumer responses in this new 

environment. We focus on consumer empowerment, which not only affects consumers' perceived trust 

and satisfaction about their shopping experiences, but also influences their intention to purchase. 

Following the stimulus-organism-response (SOR) framework, we propose that channel integration 
promotes consumer empowerment, resulting in increased trust and satisfaction and improved 

consumer patronage intention. We empirically test the research framework using data collected from a 

major omni-channel retailer in China. Our results confirm the significant mediating effect of 
consumer empowerment and demonstrate consumers' positive responses to channel integration. Our 

findings are also valuable for retailers to implement and evaluate their channel integration strategy. 
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