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Abstract

This qualitative study explored the lived experiences of Generation Y consumers regarding the
phenomenon of "webrooming" - the practice of researching products online before making purchases
in physical stores. Adopting a descriptive phenomenological approach, the research aimed to identify
the perceived benefits that drove consumers' online research and in-store purchasing behaviors for
products involving high customer involvement. Purposive sampling was used and the data were
collected through semi-structured interviews with 18 participants, reaching theoretical saturation. The
interview transcripts were analyzed using Colaizzi's method and MAXQDA software. The analysis
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revealed 4 key components underlying the perceived benefits of online product research: prior
knowledge and experience, risk assessment, price awareness, and response to customer involvement.
Additionally, 3 components were identified as the experienced benefits of making purchases in
physical stores: buying assurance, shopping pleasure, and cost savings. The validity of the coding
process was confirmed through agreement between two coders and participant feedback. The findings
provided insights into the multifaceted consumer decision-making process involving the synergistic
use of online and offline retail channels for high-involvement purchases.

Introduction

Despite the advancements in retail technology, shoppers still prefer the availability of sales
personnel to assist them throughout the shopping journey. The inability to reach sales associates can
not only frustrate consumers, but also lead to lost sales opportunities (Shankar & Jain, 2021). The
overarching goal of online stores and omnichannel retail is to retain customers across the entire
shopping experience. The growing trend of "webrooming" - researching products online before
purchasing them in physical stores - has had a significant impact on retail market dynamics, with
offline sales influencing digital technology, which is the largest contributor to overall retail sales
(Flavian et al., 2021). Despite the recognized need for a better understanding of this phenomenon, the
existing research remains limited. This study aimed to investigate how consumers evaluate and
purchase products through the lens of webrooming. By exploring the consumers’ webrooming
experiences, the research sought to provide deeper insights into the reasons behind consumers'
adoption of these new shopping channels. As customer buying habits continue to evolve, it is crucial
to gain a better understanding of the modern shopping behaviors in both physical and online retail
environments. This qualitative study aimed to uncover the experiences and influences that shaped
consumers' webrooming practices during their product evaluation and purchase decisions.

Materials & Methods

This study employed a qualitative, descriptive phenomenological approach to explore participants
lived experiences and perceived benefits of searching and purchasing products through online stores.
Purposive sampling was used and data collection continued until theoretical saturation was reached,
resulting in a total of 18 participants. Semi-structured interviews were conducted and the data were
analyzed using Colaizzi’s method and MAXQDA software. The validity of the coding process was
confirmed through agreement between two coders and the reliability was established based on
participant feedback.

Research Findings

The analysis of the interview data revealed 4 key components that represented the perceived
benefits of searching for products through online stores:

1) Prior knowledge and experience

2) Risk assessment

3) Price awareness

4) Response to customer involvement

Additionally, 3 components were identified as the experienced benefits of making purchases in
physical stores:

1) Purchasing assurance

2) Enjoyment of the shopping experience

3) Cost savings
Discussion of Results & Conclusion
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This study aimed to develop a comprehensive framework for understanding the webrooming
phenomenon based on an exploration of consumers' perceived benefits of using both online and offline
retail channels during their decision-making and purchasing processes. To achieve this goal, the
research adopted a qualitative, phenomenological approach. The analysis of the interview data
revealed 4 key components that drove the consumers' perceived benefits of using online channels for
product research: 1) prior knowledge and experience, 2) risk assessment, 3) price awareness, and 4)
response to customer involvement. These findings suggested that the consumers' existing product
knowledge and past experiences guided their online product research, allowing them to make more
informed evaluations. Additionally, they leveraged online channels to assess risks, compare prices,
and navigate the complexities of high-involvement purchase decisions. On the other hand, the study
identified 3 components that represented the experienced benefits of making purchases in physical
stores: 1) purchasing assurance, 2) enjoyment of the shopping experience, and 3) cost savings. The
consumers appeared to value the tangibility, hands-on interaction, and personalized assistance
provided by in-store shopping, which could instill a sense of confidence and pleasure in the purchasing
process. Furthermore, cost savings, such as the ability to negotiate or take advantage of in-store
promotions, acted as an important driver of physical store patronage. The insights gained from this
research can inform the design and optimization of omnichannel retail strategies to better meet
consumers' evolving needs and preferences. By understanding the multifaceted benefits that drive
consumers' webrooming behaviors, retailers can develop integrated systems that enhance the overall
customer experience and strengthen the bond between consumers and the business.

Keywords: Webrooming, Customer Involvement, Gen-Y, Product Searching, Product Purchase,
Lived Experience.
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Figure 1: Diagram of research method
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Figure 2: The theme network of webrooming phenomenon
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