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Omni-channel - Introduction

Modern day customers are always connected; either through their mobile devices or through their computers.  They want 

located store. 

channels.

the customers to browse the products on display without disturbance. This allows them to choose the product while the 
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solution to delivering on the brand identity? 

Omni-channel - Expectations

promoting their products. Product launches through 

approach to product launch and promotion has changed. 
Social media is now used extensively to promote or pilot 

companies have to continuously launch newer products and phase out slow moving and non-moving inventory across 
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a low level. 

Unifying Cross Channel Management

1. 

engage with the brand.

2. 

channels with innovative design.

3. 

service are important in all channels. The customer 
also expects his/her loyalty points to be automatically 
updated. It is needless to say that the interaction with 
a showroom’s personnel should result in the customer 

4. 

5. 
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Customer Multi Channel Options

Customer/ 
People  

Journey 

Media 
(TV, 

Print, 
Display 
Board, 

etc.) 

SMS Mail 
Tele-

Calling 

Website 
(own, 

3rd 
Party) 

Smart 
Tab/  

Mobile 

Retail 
Stores 
(multi 

format) 

Depart
ment 

Stores/
Malls 

Social 
Media 

3rd 
Party 

compar
-ison 

Marketing Y Y Y Y Y Y Y Y Y Y 

Promotion Y Y Y Y Y Y   Y Y   

Lead   Y Y Y Y Y Y Y Y   

Research 
(Comparison 
/ Feedback / 
Peer View)  

  Y Y Y Y Y Y Y Y Y 

Ordering   Y Y Y Y Y Y Y     

Ful lment / 
Billing      Y Y Y Y Y Y     

Returns       Y Y   Y Y     

Loyalty   Y Y Y Y Y Y Y     

Feedback   Y Y Y Y Y Y Y Y Y 
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Some of the challenges and issues of Omni-channel retail

1. 

2. 

3. 

4. 
brand image to the potential customers.

5. 

1. 

buy a product or service. This is due to availability 

and service across channels.

2. 
needs and enable better  product availability 
across channels.

3. 

4. 
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Conclusion

Keep it Simple. Customers don’t want the best brains in the world devising complex schemes and promotions or techies 

scalable and easily manageable.
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Every year, 70,000 retail associates use ETP to serve 200,000,000 consumers, 

selling USD 18,000,000,000 of merchandise. More than 500 brands in over                                                 

24 Countries, across 10 time-zones, at 35,000+ stores, run on ETP.

We are 

Founded 

consultants embodying ETP’s best practices. ETP helps its customers get it right in omni-channel retail.
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