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Broadly speaking, the magnitude of effect an intervention has on customers depends on whether
they perceive their environment to be relatively stable. Thus, the way a customer processes new
information introduced by the intervention can moderate its effect on behavioral change. In a
multichannel retail context, customers tend to persist in their habitual routines if they perceive
shopping at a new channel to be merely a natural evolution of continuing their relationship with the
retailer. Any increase in spending is therefore due to the fact that they have more access to the retailer’s
storefront than before. On the other hand, customers’ existing spending behavior is subject to change

if they become aware of how the new channel changes their environment and lifestyle.
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We posit that mobile storefronts are upstream interventions for low-spenders and downstream
interventions for high- spenders. Compared to high-spenders, low-spenders are not deeply engaged
with the retailer at present, and are therefore more sensitive to the anytime-anywhere convenience and
additional touch-point opportunities introduced by M-shopping. On the other hand, high-spenders are
already accustomed to shopping at the retailer, so they have lower tendencies to process environmental
changes, i.e., the mobile storefront. Relative to low-spenders, high-spenders rely more on their
established habits as they continue to shop at the retailer, and as such, are less sensitive to the benefits

provided by the mobile channel.
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