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Executive Summary

The retail industry has seen a great deal of disruption in the last decade with consumers having so many choices of 

wants to have a consistent experience across channels. This is the omni-channel approach from a retailer’s perspective.

aims to explore ways in which retailers create a new level of value through the seamless application of technology across 
multiple customer touch points.
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The Omni-channel Opportunity

An omni-channel retail strategy improves the overall customer experience and provides more avenues for customer 

research also found that consumers provided with a seamless experience across multiple channels shop more frequently 

that consumers still desire the social interaction, the touch- and-feel factor, surprise discovery of new merchandise and 

strategy, one channel can drive another to promote channel-agnostic revenue goals. Thus leveraging multiple channels, 

Additionally, omni-channel retail allows 
consumers to initiate and complete 

customer can now see that an item 

reserve it online to pick it up from the 
nearest store location. This constant 

with them immediately and on a personal 
level through a variety of purchasing 
channels. 

Becoming a successful omni-channel 
retailer is challenging. It requires retailers 
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Business Strategy

need or appropriateness of a particular channel may not hold true for every consumer use case. 

Executive Sponsorship

and executive sponsorship. As studies consistently show that omni-channel shoppers spend more on an average than 

Business Processes

any given moment.

consumer experience.
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CRM

Marketing

well as aiding and managing customer interactions and engagement across channels to enhance customer relationships 

across channels.

Sales

essence of omni-channel is to use each and every sales channel as an opportunity to increase sales either through the same 

Service

strategy.

Business intelligence (BI)
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Technology

In such cases, employing data governance techniques such as Master Data Management (MDM) is necessary in order to 

The morphing of consumer and commercial technologies is a trend that retailers must incorporate in their technology 
strategies. 

Omni-channel Strategy

Technology
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Summary

consumers they’re going to have to meet them at the channels the customers’ are using and at the time their customers’ 

help the cause. To make it more impressive, adding new and innovative options such as ‘reserve online, try in-store’ or 

sales. However, retailers who are determined to get their fundamentals right to the ‘T’ as well as adopt forward looking, 
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