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Abstract

Omnichannel platforms are essential tools for enhancing customer experiences. This article
examines the impact of omnichannel integration quality on cross-buying intention and
perceived value in the banking industry. Based on the Quality-Value-Loyalty model, the study
presents a comprehensive framework to analyze the effects of various dimensions of
omnichannel integration, including multichannel accessibility, transaction quality, and user
authentication, on customers' perceived value and its influence on cross-buying behavior.
Empirical data was collected through a structured survey using a sample of 384 banking
customers gathered virtually. The research instrument was a questionnaire developed based on
prior studies, consisting of closed-ended questions and Likert scales to measure different
aspects of the variables. The data was analyzed using structural equation modeling.

The results reveal that high-quality integration of omnichannel platforms significantly enhances
customers' perceived value, which, in turn, positively affects cross-buying intention. The study
also highlights the mediating role of cross-buying intention in the relationship between these
two variables. Finally, this research contributes to the existing literature by providing empirical
evidence on the importance of omnichannel integration in the banking sector and offers
practical insights for banking institutions. These insights help organizations develop more
effective strategies for customer retention and promoting cross-sales through omnichannel
platforms.

Keywords: Perceived Value, Banking Industry, Cross-Buying Intentions, Quality of
Omnichannel Integration
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