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This study examined the transformation of customer behavior in the
contemporary retail environment, which has rapidly moved online due to the impact of COVID-19.
Specifically, | evaluated the impact of the online information touchpoints on the customer purchase
process from information search to purchase. The empirical results can be applied to omni-channel
strategies and customer relationship management. A distinctive feature of this study is to capture a

variety of new customer behaviors generated by the modern retail environment. This study provides

new insights, including webrooming, customer demand concentration in online retailing, panic buying,
cashless payments, and retail media.
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