
Mary Machaira

Manager, EY



Written by

Mary Machaira

Manager

Omnichannel 
Commerce



ŪŬ ȉǼȅȌȏȉŮ ɸȒȎ ŭȄȉȆȌȏȍȂȌȖȊŰŬȆ 

ɸȆůŰȌǿ ɸŮȈǼŰŮȎ, ȌȆ ȌɸȌǿȌȆ ŬȂȌȍǼȃȌȏȊ 

ɸȆȌ ůȏȐȊǼ ȇŬȆ ɸŮȍȆůůȕŰŮȍȌ

ŪŬ ŬȊŬűŮȍȅȌȖȉŮ ůŮ

ɸȍŬȂȉŬŰȆȇǽȎ ɸŮȍȆɸŰȗůŮȆȎ

ǴŮ 
2ȗȍŮȎé

ŪŬ ŭȌȖȉŮ ŰŬ 6 ȁǾȉŬŰŬ ȉȆŬȎ omnichannel 

ůŰȍŬŰȄȂȆȇǾȎ & ȅŬ ŰŬ ŬȊŬȈȖůȌȏȉŮ
ŪŬ ȉǼȅȌȏȉŮ ŰȆȎ ɸȍȌȇȈǾůŮȆȎ & ŰŬ 

trends ȂȆŬ ŰȌ ŮɸȕȉŮȊȌ ŭȆǼůŰȄȉŬ

ŪŬ ȇŬŰŬȊȌǾůȌȏȉŮ ɸȕŰŮ, ɸȌȏ  ȇŬȆ ɸȒȎ  

ŬȂȌȍǼȃŮȆ online & offline & ȂȆŬŰǿ ŮǿȊŬȆ 

ůȄȉŬȊŰȆȇȕȎ Ȍ Omnichannel ɸŮȈǼŰȄȎ

ŪŬ ŮȋȄȂǾůȌȏȉŮ ŰȄȊ ǽȊȊȌȆŬ ŰȌȏ Omnichannel 

Commerce ȇŬȆ ŰŬ ȌȍȕůȄȉŬ ůŰȌ retail

ŪŬ ȉǼȅȌȏȉŮ ɸȒȎ ȉɸȌȍŮǿ ȊŬ ŭȄȉȆȌȏȍȂȄȅŮǿ 

ȉȆŬ omnichannel ȇȌȏȈŰȌȖȍŬ ȉǽůŬ ůŰȄȊ 

ŮŰŬȆȍŮǿŬ

ŪŬ ŭȌȖȉŮ ɸȒȎ ŮǿȊŬȆ Ȍ ůȖȂȐȍȌȊȌȎ

ȇŬŰŬȊŬȈȒŰǾȎ



ǨȆůŬȂȒȂǾ

Warm up!



ǡȈŬ ŬȈȈǼȃȌȏȊ ɸȆȌ ũǳǪũǱǳǥ

SPEED OF ADOPTION

CONNECTIVITY

DIGITAL DISRUPTION



ñ DIGITAL 
DISRUPTION

>50%

ǥɸȕ ŰȌ 2000 ǽȒȎ ůǾȉŮȍŬ, ŰȆ % 
ŰȒȊ ŮŰŬȆȍŮȆȗȊ ɸȌȏ ǾŰŬȊ ůŰȄ 
ȈǿůŰŬ Fortune 500 ǽȐȌȏȊ 
ȇŬŰŬůŰȍŬűŮǿ ȈȕȂȒ ŰȒȊ ŰȄȎ 
ŮȊŭȏȊǼȉȒůȄȎ ŰȌȏ Digital ?



ñ DIGITAL 
DISRUPTION

>50%

ǲȕůŮȎ ůȏůȇŮȏǽȎ 
ůȏȊŭŮŭŮȉǽȊŮȎ ůŰȌ 

ŭȆŬŭǿȇŰȏȌ ȅŬ ȏɸǼȍȐȌȏȊ 
ȉǽȐȍȆ ŰȌ ŰǽȈȌȎ ŰȌȏ 

ȐȍȕȊȌȏ?

CONNECTIVITY

>30b!

ǥɸȕ ŰȌ 2000 ǽȒȎ ůǾȉŮȍŬ, ŰȆ % 
ŰȒȊ ŮŰŬȆȍŮȆȗȊ ɸȌȏ ǾŰŬȊ ůŰȄ 
ȈǿůŰŬ Fortune 500 ǽȐȌȏȊ 
ȇŬŰŬůŰȍŬűŮǿ ȈȕȂȒ ŰȒȊ ŰȄȎ 
ŮȊŭȏȊǼȉȒůȄȎ ŰȌȏ Digital ?



ñ DIGITAL 
DISRUPTION

>50%

CONNECTIVITY

>30b!

ǲȕůŮȎ ȉǽȍŮȎ ȐȍŮȆǼȃŮŰŬȆ 
ȉȆŬ ȊǽŬ ŰŮȐȊȌȈȌȂǿŬ ȂȆŬ ȊŬ 
űŰǼůŮȆ ŰȌȏȎ 50Ůȇ. 
ȐȍǾůŰŮȎ?

SPEED OF 
ADOPTION

35
ǮǽȍŮȎ!

ǥɸȕ ŰȌ 2000 ǽȒȎ ůǾȉŮȍŬ, ŰȆ % 
ŰȒȊ ŮŰŬȆȍŮȆȗȊ ɸȌȏ ǾŰŬȊ ůŰȄ 
ȈǿůŰŬ Fortune 500 ǽȐȌȏȊ 
ȇŬŰŬůŰȍŬűŮǿ ȈȕȂȒ ŰȒȊ ŰȄȎ 
ŮȊŭȏȊǼȉȒůȄȎ ŰȌȏ Digital ?

ǲȕůŮȎ ůȏůȇŮȏǽȎ 
ůȏȊŭŮŭŮȉǽȊŮȎ ůŰȌ 

ŭȆŬŭǿȇŰȏȌ ȅŬ ȏɸǼȍȐȌȏȊ 
ȉǽȐȍȆ ŰȌ ŰǽȈȌȎ ŰȌȏ 

ȐȍȕȊȌȏ?



Ǫ ǵǥǷǶǵǪǵǥ ŮǿȊŬȆ ŰȌ ǯǨǱ ǯǱǮǫǴǮǥ



ǮŮȂǼȈȌȆ ȌȍȂŬȊȆůȉȌǿ ŮɸŮȊŭȖȌȏȊ ůŮ Analytics & AI startups

ɮˉˊʾ˂ʽˇˌ2018
ɶ ʶ˅ʰʴˇˊʱ ˍʹˌInvertexʻʰ ʵˎ˄ʰ˃˗ˋʶʽ ˍʹ˄ 
ˇ˃ʱʵʰ ˍʹˌ NIKE ˃ ʶ ˄ʷˇ ˍʰ˂ʷ˄ˍˇ ˋˍˇ˄ ˔˗ˊˇ 
ˍˇˎ digital ˁ ʰʽ ʻʰ ʶˉʶˁˍʶʾ˄ʶʽ ˍʽˌ ˍʶ˔˄ʽˁʷˌ ˍʹˌ 
ʵˎ˄ʰˍˈˍʹˍʶˌ ˁʰʽ ˋˍˇ˄ ˔˗ˊˇ ˍʹˌ ˍʶ˔˄ʹˍʺˌ 
˄ˇʹ˃ˇˋˏ˄ʹˌΦ 

ɾʱˊˍʽˇˌ23, 2018
ɶ Nike ʁ ˅ʰʴˇˊʱʸʶʽˍʹ˄ Zodiac Inc.,
˃ʽʰ ʶˍʰʽˊʶʾʰ ʰ˄ʱ˂ˎˋʹˌ ʵʶʵˇ˃ʷ˄˖˄ ˁʰˍʰ˄ʰ˂˖ˍ˗˄Σ 
ˋʹ˃ʱʵʽˉ˖ˌ ˇ ˕ʹ˒ʽʰˁˈˌ ˃ʶˍʰˋ˔ʹ˃ʰˍʽˋ˃ˈˌ 
ˉʶˊʽˋˍˊʷ˒ʶˍʰʽ ʴˏˊ˖ ʰˉˈ ˍʹ˄ ʰ˅ʾʰ ˍʹˌ ʵʽʱˊˁʶʽʰˌ 
ˁʰʽ ʵʽʰˍʺˊʹˋʹˌ ʶ˄ˈˌ ˉʶ˂ʱˍʹΦ

ñThe acquisition of Zodiac demonstrates our commitment to further accelerating Nikeôs digital transformation and enhancing our consumer data and 

analytics capabilities to help us serve consumers globally,ò says Adam Sussman, 

2018 2021

ɲʶˁʷ˃ʲˊʽˇˌ2021
ɶ Nikeʶ˅ʰʴˈˊʰˋʶ ˍʹ˄ bC¢ Startup˕ʹ˒ʽʰˁʺˌ ˃ˈʵʰˌ w¢CY¢
ɶ ʶˍʰʽˊʶʾʰ ˃ˉʰʾ˄ʶʽ ˉ˂ʷˇ˄ ʵˎ˄ʰ˃ʽˁʱ ˋˍˇ˄ ˔˗ˊˇ ˍˇˎ metaverse
ʷˍˇʽ˃ʹ ˄ʰ ˋˎ˄ʵʷˋʶʽ ˍʹ˄ ˉˊʰʴ˃ʰˍʽˁʺ ˃ʶ ˍʹ˄ ʶʽˁˇ˄ʽˁʺ ʶ˃ˉʶʽˊʾʰ 
ˋˍʹ˄ ˃ˈʵʰ ˁʰʽ ˍˇ ʰʻ˂ʹˍʽˁˈ ˉʰʽ˔˄ʾʵʽΦ



dbǲ^X]VccZa 
COMMERCE

ǬŬŰŬȊȌȗȊŰŬȎ ŰȌȊ ȊǽȌ 
Omnichannel
ǬŬŰŬȊŬȈȒŰǾ



Ǳ ǯǨǱǴ ǬǥǵǥǯǥǭǹǵǪǴ





QUIZ:ǵȆ ŬɸȕůŰŬůȄ ȇŬȈȖɸŰŮȆ ȇŬȅȄȉŮȍȆȊǼ ŰȌ ŭǼȐŰȏȈȌ ȉŬȎ ȇǼȊȌȊŰŬȎ scrolling?

~22m

Source: https://www.leozqin.me/how-many-miles-will-you-scroll/#:~:text=Using%20our%20one%20handed%20scroll,and%2074.21%20feet%20per%20day.



ǞȐŮȆ ŮȆůǼȂŮȆ ŰȌ online ůŰȄ ȃȒǾ 
ŰȌȏ & ŰȌȊ ŮɸȄȍŮǼȃŮȆ

ǲǫǸǧ 
Ǹǫ F 

ǭǲǫǷǧ

6.6B
ǧȒȆȋȌȗȃȖȊȎʎ Internet

269B
E-mails



QUIZ: % ǷȍǾůȄȎ ŰȒȊ Social Media ůŰȄȊ ǨȈȈǼŭŬ;

https://datareportal.com/reports/digital-2023-greece



ǷȍǾůȄ ŭȆŬŭȆȇŰȖȌȏ & ŮɸȆȍȍȌǾ

ǱȆ ȇŬŰŬȊŬȈȒŰǽȎ ȇȆȊȌȖȊŰŬȆ ɸȆȌ 
ȂȍǾȂȌȍŬ Ŭɸȕ ŰȆȎ ŮŰŬȆȍŮǿŮȎ

ǲŮȍǿɸȈȌȇȌ ǥȂȌȍŬůŰȆȇȕ ǵŬȋǿŭȆǥȊǼȂȇȄ ȂȆŬ ǨȋŬŰȌȉǿȇŮȏůȄ

ǶȑȄȈǽȎ ɸȍȌůŭȌȇǿŮȎ ȂȆŬ 
ǵŮȐȊȌȈȌȂǿŬ

ũȏȊŬȆȇŮǿŬ ȇŬŰŬȊŬȈȒŰȆȇǾ 
ŭȖȊŬȉȄ & ůȏȊǾȅŮȆŮȎ

6 ŬȈǾȅŮȆŮȎ ůȐŮŰȆȇǼ ȉŮ ŰȌȊ ȊǽȌ ȇŬŰŬȊŬȈȒŰǾ

1 2 3

4 5 6



ǷȍǾůȄ ŭȆŬŭȆȇŰȖȌȏ

Source: Google Event 2018 Greece

1

Source: https://datareportal.com/reports/digital-2023-greece



ǨɸȆȍȍȌǾ Ŭɸȕ ŰȌ ŭȆŬŭǿȇŰȏȌ

Source: Google Event 2018 Greece

ǵȌ ROPO effect ŬȂȂǿȃŮȆ ŰȌ 
88% ůŮ ɸȌȈȈǽȎ ȇŬŰȄȂȌȍǿŮȎ!

1

50%

Source: https://www.plushost.gr/general/stratigiki-omnichannel-me-montelo-e-commerce-as-a-service-i-sintagi-tis-epitixias-gia-to-lianemporio/

Research online 
Purchase offline 

Research offline 
Purchase online 

25%



ǲŮȍǿɸȈȌȇȌ ŬȂȌȍŬůŰȆȇȕ ŰŬȋǿŭȆé

éȇŬȆ ŮȊŭȆŬűǽȍȌȊ!

2



Ǫ ůȏȃǾŰȄůȄ ȉŮ űǿȈȌȏȎ ȇŬȆ ŰȌ word of mouth ŮɸȄȍŮǼȃȌȏȊ ȈȆȂȕŰŮȍȌ 
Ŭɸȕ ŰŬ ŬɸȌŰŮȈǽůȉŬŰŬ ŬȊŬȃǾŰȄůȄȎ!

ǞȊŰȌȊȄ ŬȊŬȃǾŰȄůȄ ɸȈȄȍȌűȌȍȆȗȊ2

Source: https://datareportal.com/reports/digital-2023-greece



Source: Google Data Jan - June 2018 vs. Jan - Jun 2016. GR

ǥȊŬȃȄŰǾůŮȆȎ ȉŮ ůȇȌɸȕ ŰȄȊ ŮȏȇȌȈǿŬ!2



Source: BIG COMMERCE 2021 Omnichannel Buying Report

To website ŰȄȎ ŮɸȆȐŮǿȍȄůȄȎ ŮɸȄȍŮǼȃŮȆ ůŰȌȊ ǿŭȆȌ ȁŬȅȉȕ ȉŮ ŰȄȊ ɸŬȍȌȏůǿŬ 
ůŮ ǽȊŬ online marketplace !

ǯǽȌȆ ɸŬȍǼȂȌȊŰŮȎ ŮɸȄȍŮǼȃȌȏȊ ŰȄȊ ŮɸǿůȇŮȑȄ ůŰŬ űȏůȆȇǼ ȇŬŰŬůŰǾȉŬŰŬ2

ǨǿŭŬ ŭȆŬűǾȉȆůȄ 
ůŰŬ social media

ǞɸŮȆŰŬ Ŭɸȕ 
ŬȊŬȃǾŰȄůȄ ůŮ 
ȉȄȐŬȊǾ 
ůȖȂȇȍȆůȄȎ ŰȆȉȗȊ

ǞɸŮȆŰŬ Ŭɸȕ 
ǽȊŬ review ɸȌȏ 
ŭȆǼȁŬůŬ

ǨǿŭŬ ŰȌ brand 
ůŮ ǽȊŬonline
marketplace

ǞɸŮȆŰŬ Ŭɸȕ 
ɸŮȍȆǾȂȄůȄ ůŰȌ 
website ŰȌȏ 
brand



Ǳ ɸŮȈǼŰȄȎ ůȏȊŭȏǼȃŮȆ ŰŬ ȇŬȊǼȈȆŬ ŬȂȌȍǼȎ!2

Source: BIG COMMERCE 2021 Omnichannel Buying Report



ǨǶǬǱǭǫǥ

ǬŬȆ ŰȆ ɸŬǿȃŮȆ ȇȏȍǿŬȍȐȌ ȍȕȈȌ ůŰȄȊ ŰŮȈȆȇǾ ŬȂȌȍǼ; 2

Source: BIG COMMERCE 2021 Omnichannel Buying Report



ǥȊǼȂȇȄ ȂȆŬ ǨȋŬŰȌȉǿȇŮȏůȄ3

Source: Google Greenberg Survey 2017



Source: Google Greenberg Survey 2017

ǱȆ ȇŬŰŬȊŬȈȒŰǽȎ ȂǿȊȌȊŰŬȆ ȕȈȌ ȇŬȆ ɸȆȌ ŭȄȉȆȌȏȍȂȆȇȌǿ!3



Ʒ 50% ɸȆȌ ɸȆȅŬȊȕ ȊŬ ɸŬȍŬȇȌȈȌȏȅŮǿ 
ůȏȐȊǼ online how-to videos

Ʒ 94% ůŰȆȎ ȄȈȆȇǿŮȎ 16-35 ȋȌŭŮȖŮȆ 

ɸǼȊȒ Ŭɸȕ ȉȆŬ ȗȍŬ ŰȄ ȉǽȍŬ 
ůŮshopping online

Ʒ 85% ŭȄȈȗȊŮȆ ɸȒȎ ŬȊ ŰȌȏ ŬȍǽůŮȆ ǽȊŬ 
brand, ɸŬȍŬȉǽȊȌȏȊ ɸȆůŰǽȎ ůŮ ŬȏŰȕ

ǱȆ ȂȏȊŬǿȇŮȎ ŭȄȉȆȌȏȍȂȌȖȊ 
ŬɸŬȆŰǾůŮȆȎ! 

ũȏȊŬȆȇŮǿŬ ȇŬŰŬȊŬȈȒŰȆȇǾ ŭȖȊŬȉȄ & ůȏȊǾȅŮȆŮȎ4

Source: https://www.newmoney.gr/roh/palmos-oikonomias/business-stories/erevna-plushost-o-ellinas-katanalotis-echi-gini-phygital/



çǶȑȄȈǽȎ ɸȍȌůŭȌȇǿŮȎè  ȂȆŬ ŰŮȐȊȌȈȌȂǿŬ5



QUIZ
ǥȉŮȍȆȇǾ: TȆ % ŰȒȊ ŬȊŬȃȄŰǾůŮȒȊ 
ɸȍŬȂȉŬŰȌɸȌȆȌȖȊŰŬȆ ȇŬȅȄȉŮȍȆȊǼ ȉǽůȒ 
űȒȊȄŰȆȇǾȎ ŬȊŬȃǾŰȄůȄȎ;

AI -EMPOWERED VOICE 
SEARCHING & ORDERING

ǴȐŮŭȕȊ
57%!

ǥɸŬǿŰȄůȄ ȂȆŬ ŰŮȐȊȌȈȌȂǿŬ5

Source: https://www.npr.org/about-npr/1105579648/npr-edison-research-smart-speaker-ownership-reaches-35-of-americans



ǱȆ ȊǽȌȆ ȇŬŰŬȊŬȈȒŰǽȎ ŮǿȊŬȆ ŮɸȆȐŮȆȍȄȉŬŰǿŮȎ ɸȌȏ ɸȍȌůŬȍȉȕȃȌȊŰŬȆ 
ŮȖȇȌȈŬ

ǥȊŬȃȄŰȌȖȊ ŮȏŮȈȆȋǿŬ 
ůŰȌȊ ŰȍȕɸȌ ȃȒǾȎ ŰȌȏȎ 
ȇŬȆ ŮǿȊŬȆ ǽŰȌȆȉȌȆ ȊŬ 
ŬȊŬȈǼȁȌȏȊ ȍǿůȇŬ. 

ǱȆ Millennials ǽȐȌȏȊ ȉȆŬ 
ŮɸȆȐŮȆȍȄȉŬŰȆȇǾ űȖůȄ,Ȅ ȌɸȌǿŬ 
ŬɸȌȉŬȇȍȖȊŮŰŬȆ Ŭɸȕ ŰȄȊ 
ɸŬȍŬŭȌůȆŬȇǾ 9-5 ȇŬȍȆǽȍŬȇŬȆ 
ȌŭŮȖŮȆ ɸȍȌȎ ȉȆŬ ɸȌȏ 
ɸȍȌůűǽȍŮȆ ɸŮȍȆůůȕŰŮȍȄ 
ŮȏŮȈȆȋǿŬ ȇŬȆ ŮȈŮȏȅŮȍǿŬ. 

6



OMNICHANNEL 
COMMERCE

ǱȍȕůȄȉŬ



1Ȅ ǨɸȌȐǾ: 1990ï2000

ǨȋŬȆȍŮŰȆȇǼ ǮŮȂǼȈȌȆ ǷȗȍȌȆ



2Ȅ ǨɸȌȐǾ:  200 0 ï2010

ǝȊȌŭȌȎ ŰȄȎ ůȄȉŬȊŰȆȇȕŰȄŰŬȎ ŰȌȏ 
Customer Experience (ǨȉɸŮȆȍǿŬ ǲŮȈǼŰȄ)



3Ȅ ǨɸȌȐǾ: 2010 ïǴǾȉŮȍŬ

ǝȊȌŭȌȎ ŰȄȎ ůȄȉŬȊŰȆȇȕŰȄŰŬȎ ŰȌȏ 
Personalisation(ǨȋŬŰȌȉǿȇŮȏůȄ)



OMNICHANNEL 
COMMERCE

ǵȆ ŮǿȊŬȆ;



ǵȆ ŮǿȊŬȆ ŰȌOmnichannel Commerce?

ǨǿȊŬȆ ȉȆŬ ɸȍȌůǽȂȂȆůȄ Ȅ ȌɸȌǿŬ ɸȍȌůűǽȍŮȆ 
ůŰȌȏȎ ɸŮȈǼŰŮȎ ȉȆŬ ɸȈǾȍȄ ŬȂȌȍŬůŰȆȇǾ 
ŮȉɸŮȆȍǿŬ, ŮȊȌɸȌȆȗȊŰŬȎ ŰȌ ŰŬȋǿŭȆ ŰȌȏȎ ůŮ 
ȌɸȌȆȌŭǾɸȌŰŮ ůȄȉŮǿȌ ŮɸŬűǾȎ/ȇŬȊǼȈȆ ȇŬȆ 
ȌŭȄȂŮǿ ůŰȄȊ ȇŬȈȖŰŮȍȄ ŮȋȏɸȄȍǽŰȄůȄ ŰȌȏȎ.



ǱȆ Omnichannel ȇŬŰŬȊŬȈȒŰǽȎ ŮǿȊŬȆ ǲǱǭǶǵǫǮǱǫ



ǮŮȈǽŰȄ ůŮ 46.000 ȇŬŰŬȊŬȈȒŰǽȎ ǽŭŮȆȋŮé

ǬŬȊǼȈȆŬ ŮɸŬűǾȎ & ŬȂȌȍǼȎ

7%
ǮȕȊȌ 
Web

20%
ǮȕȊȌ 

ǬŬŰǼůŰȄȉŬ

73%
Web & 

ǬŬŰǼůŰȄȉŬ



ǸȒȊǿȃȌȏȊ ůȏȐȊȕŰŮȍŬ ȇŬȆ ȋȌŭŮȖȌȏȊ ɸŮȍȆůůȕŰŮȍȌ 

>3 
ȇŬȊǼȈȆŬ

ǮŮȉȌȊȒȉǽȊȌ 
ȇŬȊǼȈȆ

>3 
ȇŬȊǼȈȆŬ

ǮŮȉȌȊȒȉǽȊȌ 
ȇŬȊǼȈȆ

% 
ǧȆŬŭȍŬůŰȆȇȕŰȄŰŬ% ǥȂȌȍǼȎ

MǽůȄŬȋǿŬ 
ɸŬȍŬȂȂŮȈǿŬȎ

8,96%

2,56%

18,96%

5,4%

>3 
ȇŬȊǼȈȆŬ

ǮŮȉȌȊȒȉǽȊȌ 
ȇŬȊǼȈȆ

66,3ú

58,7ú



90% ŬȖȋȄůȄ ůŰȆȎ ɸȆȅŬȊȕŰȄŰŮȎ ȊŬ ȂǿȊȌȏȊ ȉŬȇȍȌɸȍȕȅŮůȉȌȆ ɸŮȈǼŰŮȎ

>3 ȇŬȊǼȈȆŬ
ǮŮȉȌȊȒȉǽȊȌ 
ȇŬȊǼȈȆ

ǲȆůŰȕŰȄŰŬ

66,12%

34,8%



ñ ǵȆ ɸȍǽɸŮȆ ȊŬ ȇǼȊŮȆ ȉȆŬ ŮŰŬȆȍŮǿŬ ȂȆŬ 
ȊŬ ȂǿȊŮȆ ñomni-channelò;



ǲȌȈȈŬɸȈǼůȄȉŮǿŬ ŮɸŬűǾȎ



ñ ǥȏŰǼ ŰŬ ůȄȉŮǿŬ ŮɸŬűǾȎ ȅŬ ɸȍǽɸŮȆ ȊŬ ŮǿȊŬȆ 
ůȏȊŭŮŭŮȉǽȊŬ ŰȌ ǽȊŬ ȉŮ ŰȌ ǼȈȈȌ!

ǥȊ ȕȐȆ, ŰȕŰŮ ȇǼȊȌȏȉŮ multichannel ȇŬȆ ȕȐȆ 
omni -channel commerce



Source: fitsmallbusiness.com

To Multichannel ǧǨǯ ŮǿȊŬȆOmni -Channel!

ǡȈŬ ŰŬ ȇŬȊǼȈȆŬ ŭȆŬȅǽůȆȉŬ ȂȆŬ 
ŰȌȊ ɸŮȈǼŰȄ ȐȒȍǿȎ ȊŬ ŮǿȊŬȆ 

ůȏȊŭŮŭŮȉǽȊŬ ȉŮ ŮȊůȒȉŬŰȗůŮȆȎ

ǡȈŬ ŰŬ ȇŬȊǼȈȆŬ ŭȆŬȅǽůȆȉŬ ȂȆŬ ŰȌȊ 
ɸŮȈǼŰȄ ȇŬȆ ůȏȊŭŮŭŮȉǽȊŬ ȉŮ 

ŮȊůȒȉŬŰȗůŮȆȎ

Multichannel Omnichannel



OMNICHANNEL 
COMMERCE

top trends 



ǵŬ űȏůȆȇǼ ȇŬŰŬůŰǾȉŬŰŬ ȅŬ ǽȐȌȏȊ ůȏȊŮȐǾ ȍȕȈȌ ȊŬ ŭȆŬŭȍŬȉŬŰǿůȌȏȊ



ŪŬ ȏɸǼȍȐȌȏȊ ǮǫǬǳǱǵǨǳǥ ȇŬȆ ɸȆȌ ǴǵǱǷǨǶǮǨǯǥé



ǵȌ ɸȌȈȏȇŬȊŬȈȆȇȕŰŬȋǿŭȆ ȅŬ ŮɸŮȇŰŬȅŮǿ

Online ŬȂȌȍǼ, ɸŬȍŬȈŬȁǾ Ŭɸȕ ŰȌ ȇŬŰǼůŰȄȉŬ

ǥȂȌȍǼ ůŰȌ ȇŬŰǼůŰȄȉŬ, ɸŬȍǼŭȌůȄ ȇŬŰ' ȌǿȇȌȊ

Online ŬȂȌȍǼ, ŮɸȆůŰȍȌűǾ ůŰȌ ȇŬŰǼůŰȄȉŬ

Social media: Ǫ ɸȗȈȄůȄ ȂǿȊŮŰŬȆ ɸȆȌ ȆůȐȏȍǾ

ǱȆ ɸŮȈǼŰŮȎ ŬȊŬȉǽȊȌȏȊ ɸŮȍȆůůȕŰŮȍȄ 
ŮȋŬŰȌȉǿȇŮȏůȄ ȇŬȆ ŮǿȊŬȆ ȈȆȂȕŰŮȍȌ ɸȆȅŬȊȕ ȊŬ 
ɸŬȍŬȉŮǿȊȌȏȊ ůŮ ȉȆŬ ŮŰŬȆȍŮǿŬ ȉŮŰǼ Ŭɸȕ ȉȆŬ 
ŬȍȊȄŰȆȇǾ ŮȉɸŮȆȍǿŬ



ǱȆ ȈȆŬȊǽȉɸȌȍȌȆȅŬ ŮůŰȆǼůȌȏȊ ɸŮȍȆůůȕŰŮȍȌ ůŰŬ ŭŮŭȌȉǽȊŬ ŰȌȏ ɸŮȈǼŰȄ
ȇŬȆ ůŰȄȊ ŬȊǼȈȏůǾ ŰȌȏȎ ȉŮ ŰȄ ȐȍǾůȄ ȊǽȒȊ ŰŮȐȊȌȈȌȂȆȗȊ



Ǫ ȐȍǾůȄ Robotics ȇŬȆAI ȅŬ ȇǼȊȌȏȊ ŰȌ ȈŬȊȆŮȉɸȕȍȆȌɸŮȍȆůůȕŰŮȍȌ 
ŬɸȌŭȌŰȆȇȕ ȇŬȆ ɸȆȌ ŮȈȇȏůŰȆȇȕ

Ǫ ǝȊȊŬ ǽȐŮȆ ȒȎ ůŰȕȐȌ 
ȂŮȒȂȍŬűȆȇȕ ȊŬ ȕȈŮȎ ŰȆȎ 
ɸȌȈȆŰŮǿŮȎ ŰȄȎ  ǥȉŮȍȆȇǾȎ

ǵŮȐȊȌȈȌȂǿŬ AI ɸȌȏ ȇŬŰŬȂȍǼűŮȆ ŰȌȊ 
ȇŬȆȍȕ ŰȌɸȆȇǼ ȇŬȆ ůȐŮŭȆǼȃŮȆ 
ɸȍȌȓȕȊŰŬ ȂȆŬ ȇǼȅŮ ɸȕȈȄ ȋŮȐȒȍȆůŰǼ

RobotȉŮȆȗȊȌȏȊ ŰȌȊ ȐȍȕȊȌ ɸȌȏ 
ȐȍŮȆǼȃŮŰŬȆ Ȅ ɸŬȍŬȂȒȂǾȇŬȆ 
ȁŮȈŰȆȗȊȌȏȊ ŰȆȎ ɸȌůȕŰȄŰŮȎǮȕȈȆȎ ȌȆ ɸȌůȕŰȄŰŮȎ 

ŮǿȊŬȆ ǽŰȌȆȉŮȎ ɸȄȂŬǿȊȌȏȊ 
ůŮ ŬȏŰȕȉŬŰŮȎ ŬɸȌȅǾȇŮȎ 
ȕɸȌȏ ɸǼȈȆ Robot
ŬȊŬȈŬȉȁǼȊȌȏȊ ȊŬ 
ŬɸȌȅȄȇŮȖůȌȏȊ ŰŬ ȁŬȍȆǼ 
ŬȊŰȆȇŮǿȉŮȊŬ 

Annaôs



ǴŰȌȐŮȏȉǽȊŮȎɸȍȌȁȈǽȑŮȆȎ 
ɸȒȈǾůŮȒȊ ŰȆȎ ȉǽůȒ 
Machine Learning
ŰŮȐȊȌȈȌȂǿŬȎ

ǵŮȐȊȌȈȌȂǿŬ AI 
ŮɸȆŰȍǽɸŮȆ ŰȌ ȊŬ 
ȂǿȊȌȊŰŬȆ 
ŮȋŬŰȌȉȆȇŮȏȉǽȊŮȎ 
ɸȍȌŰǼůŮȆȎ ȂȆŬ ȇǼȅŮ 
ȐȍǾůŰȄ ȋŮȐȒȍȆůŰǼ 
ŬȊǼȈȌȂŬ ŰȄȊ ɸȕȈȄ 
ɸȌȏ ȁȍǿůȇŮŰŬȆ

MySureFit :ǵŮȐȊȌȈȌȂǿŬ 
AI ȉŮŬȇȍǿȁŮȆŬ 99% ȒȎ 
ɸȍȌȎ ŰȌ ȉǽȂŮȅȌȎ ɸȌȏ 
ɸȍǽɸŮȆ ȊŬ ŬȂȌȍǼůŮȆ Ȍ 
ɸŮȈǼŰȄȎ, ŮȋŬȈŮǿűȌȊŰŬȎ 
ŰȄȊ ŬȊǼȂȇȄ ŮɸȆůŰȍȌűǾȎ 
ȈȕȂȒ ȈŬȊȅŬůȉǽȊȌȏ 
ȉŮȂǽȅȌȏȎ

Robot ůȇŬȊǼȍȌȏȊ
ȕȈŬ ŰŬ ȍǼűȆŬ ȇŬȆ 
ȕɸȌȏ ŰȌ ŬɸȕȅŮȉŬ 
ǽȐŮȆ ŰŮȈŮȆȗůŮȆ ŰȌ 
ȋŬȊŬŰȌɸȌȅŮŰȌȖȊ

Annaôs



ChatboxesŬɸŬȊŰȌȖȊ ůŮ 
ȇȈŬůȆȇǽȎ ŮȍȒŰǾůŮȆȎ ɸȌȏ 
ŮǿȊŬȆ ȌȆ ɸŬȍŬȂȂŮȈǿŬ ȉȌȏ, ŬȊ 
ȏɸǼȍȐŮȆ ŬɸȕȅŮȉŬ, ɸȕŰŮ ȅŬ 
ǽȍȅŮȆ ȇŬȆ ȉȕȊȌ ȌȆ ɸȆȌ 
ɸŮȍǿɸȈȌȇŮȎ űȅǼȊȌȏȊ ůŰȌȏȎ 
call agents

RobotɸŬȇŮŰǼȍŮȆ ȉŮ 
ɸȍȌůȌȐǾ ŰŬ 
ɸȍȌȓȕȊŰŬ

Drones ɸŬȍŬȈŬȉȁǼȊȌȏȊ ŰŬ 
ŮȈŬűȍȆǼ ȇŬȆ ŰŬ ɸŬȍŬŭǿŭȌȏȊ

ǮǽůȒ Machine learning
ŮűŬȍȉȌȂȗȊ 
ŭȄȉȆȌȏȍȂȌȖȊŰŬȆ ȁǽȈŰȆůŰŮȎ 
ŭȆŬŭȍȌȉǽȎ ȂȆŬ ȊŬ ȉŮȆȒȅȌȖȊ 
ȌȆ ȇŬȅȏůŰŮȍǾůŮȆȎ

Robot ůȇŬȊǼȍȌȏȊ
ȕȈŬ ŰŬ ȍǼűȆŬ



OMNICHANNEL 
COMMERCE

ǴŰȍŬŰȄȂȆȇǾ



ǥɸȌȏůǿŬ ůȏůŰȄȉǼŰȒȊ ȇŬȆ 
ŬȊȏɸŬȍȋǿŬ ŬȋȆȌɸȌǿȄůȄȎ 

ŭŮŭȌȉǽȊȒȊ

ǴȏȐȊǼ ŮȉɸȕŭȆŬ ȇŬȆ ɸȍȌȇȈǾůŮȆȎ

ǥȊŬɸȌŰŮȈŮůȉŬŰȆȇȕ 
ɸŮȍȆŮȐȕȉŮȊȌ

ǥŭȍǼȊŮȆŬ ůŮ ȊǽŬ ŮȏȍǾȉŬŰŬ

ǥȊŬɸȌŰŮȈŮůȉŬŰȆȇǾ 
ůŰȍŬŰȄȂȆȇǾ ȇŬȆ ɸȈǼȊȌ

ǥɸȌŰȏȐǿŬ ůŰȄȊ ȏȈȌɸȌǿȄůȄ & 
ůȆȈȕ ůŰȄȊ ȌȍȂŬȊȒŰȆȇǾ ŭȌȉǾ

ǮŮȉȌȊȒȉǽȊȄ ȉǽŰȍȄůȄ 
ŭŮŭȌȉǽȊȒȊ ȇŬȆ ŬɸȌȏůǿŬ KPIs





ǮȌȊŰǽȈȌ Omnichannel ǴŰȍŬŰȄȂȆȇǾȎ

1. ǬŬŰŬȊȕȄůȄ ŰȌȏ 
Omnichannel 
ǬŬŰŬȊŬȈȒŰǾ

2.  ǴŰȕȐȌȆ & 
ǱȍȆůȉȕȎ KPIs

5. ǨȋŬŰȌȉǿȇŮȏůȄ

6. ǶȆȌȅǽŰȄůȄ 
Omnichannel 
ǬȌȏȈŰȌȖȍŬȎ

OMNI
CHANNEL

3. ǵŬȇŰȆȇǽȎ 
ǴȏȊǽȐŮȆŬȎ ŰȄȎ 
ŮȉɸŮȆȍǿŬȎ

4. ǴȏȊǽɸŮȆŬ ůŰȆȎ 
ŮɸȆȇȌȆȊȒȊǿŮȎ

ǮǽŰȍȄůȄ ŰȄȎ 
ŬɸȕŭȌůȄȎ ȇŬȆ 
ȁŮȈŰȆůŰȌɸȌǿȄůȄ

ǮǽŰȍȄůȄ ŰȄȎ 
ŬɸȕŭȌůȄȎ ȇŬȆ 
ȁŮȈŰȆůŰȌɸȌǿȄůȄ



ǬŬŰŬȊȕȄůȄ ŰȌȏ Omnichannel ǬŬŰŬȊŬȈȒŰǾ

ǴȏȈȈǽȋŰŮ ȇŬȆ ȉŮȈŮŰǾůŰŮ 
ŬȊŮȇɸȈǾȍȒŰŮȎ ɸŮȈŬŰŮȆŬȇǽȎ 
ŬȊǼȂȇŮȎ ȇŬȆ ůȄȉŮǿŬ ɸȌȏ 
ŭȆŬȇȕɸŰŮŰŬȆ Ȅ ŮȉɸŮȆȍǿŬ ŬȂȌȍǼȎ ŰȌȏ

1-3 ȉǾȊŮȎ

1
ǥȊǼȈȏůȄ



ǴȏȈȈǽȋŰŮ ŭŮŭȌȉǽȊŬ & ɸȈȄȍȌűȌȍǿŮȎ ȂȆŬ ŰȌȏȎ ȏɸǼȍȐȌȊŰŮȎ ɸŮȈǼŰŮȎ

Ʒ ǨǼȊ ŭȆŬȅǽŰŮŰŮ ȄȈŮȇŰȍȌȊȆȇȕ ȇŬŰǼůŰȄȉŬ ŮȈǽȂȋŰŮȉǽůȒ 
ůȏůŰǾȉŬŰȌȎ Web Analytics ɸȐ.GoogleŰŬ ŰȏɸȆȇǼ 
óŰŬȋǿŭȆŬ/ ȁǾȉŬŰŬô ɸȌȏ ȇǼȊȌȏȊ ȌȆ ȐȍǾůŰŮȎ ɸȍȆȊ ŰȆȎ 
ŬȂȌȍǽȎ ŰȌȏȎ.

Ʒ ǥȊ ŭȆŬȅǽŰŮŰŮ ǽȊŬɸȍȕȂȍŬȉȉŬ ɸȆůŰȕŰȄŰŬȎ, 
ŬȊŬȈȖůŰŮ ŰȄ ůȏȉɸŮȍȆűȌȍǼ ŰȌȏȎ ŮǿŰŮ online ŮǿŰŮ 
offline

Ʒ ǬǼȊŰŮ ȉȆŬ ɸȌůȌŰȆȇǾ ǽȍŮȏȊŬȉǽůȒemail, SMS, 
Social  ůȐŮŰȆȇǼ ȉŮ ŰȆȎOmnichannel ůȏȊǾȅŮȆŮȎ ŰȌȏȎ. 
ǥɸȕ ɸȌȏ ŰȌȏȎ ŬȍǽůŮȆ ȊŬ ȑȒȊǿȃȌȏȊ, ɸȒȎ, ŮɸȆȈȌȂǽȎ 
ɸŬȍǼŭȌůȄȎ,ɸȌȆȌȊ ȍȒŰȌȖȊ, ŰȆ ŮȉɸŮȆȍǿŮȎ ŬȊŬȉǽȊȌȏȊ.

1.1



ǱȍȂŬȊȗůŰŮ ůȏȊŮȊŰŮȖȋŮȆȎ ȉŮ ȏɸŬȈȈǾȈȌȏȎ ŰȌȏ customer service
(ŰȄȈŮűȒȊȆȇȕ ȇǽȊŰȍȌ/ ɸȒȈȄŰǽȎ ȇŬŰŬůŰȄȉǼŰȒȊ)

1.2



ǧȄȉȆȌȏȍȂǾůŰŮ ŰȆȎ ɸŮȍůȕȊŮȎȇŬȆ ȇŬŰŬȂȍǼȑŰŮ ŰŬ ȐŬȍŬȇŰȄȍȆůŰȆȇǼ ŰȌȏȎ1.3



ǴȐŮŭȆǼůŰŮ ŰȌ ȇŬŰŬȊŬȈȒŰȆȇȕ ŰŬȋǿŭȆ ȂȆŬ ȇǼȅŮ ɸŮȍůȕȊŬ1.4



ǲŬȍǼŭŮȆȂȉŬ: Ǫ ŬȂȌȍǼ ŮȊȕȎ ȊǽȌȏ ŬȉŬȋȆȌȖ Ŭɸȕ ŰȄȊ ɸŮȍůȕȊŬEric



ǲȍȌůŭȆȌȍǿůŰŮ ŰȆȎ ŬɸŬȆŰǾůŮȆȎ ůȏȈȈȌȂǾȎ ɸŮȈŬŰŮȆŬȇȗȊŭŮŭȌȉǽȊȒȊ

1.ǧȆŬŭȆȇŬůǿŬ 
ůȏȈȈȌȂǾȎ 
ŭŮŭȌȉǽȊȒȊ

1.ǬŬŰŬȐȗȍȄůȄ:) ǱȍǿůŰŮ ȇŬȊȕȊŮȎ ŮȂȇȏȍȕŰȄŰŬȎ ȂȆŬ ŰȄȊ ŮȆůŬȂȒȂǾ 
ŭŮŭȌȉǽȊȒȊ ȁ) ȏɸȌȐȍŮȒŰȆȇǼ ȐŬȍŬȇŰȄȍȆůŰȆȇǼ ŬȊŬȂȊȗȍȆůȄȎ ɸŮȈŬŰȗȊ Ȃ) 
ȌȍǿůŰŮ ȇŬȊȕȊŮȎ ȂȆŬ ŰȌ ȐŮȆȍȆůȉȕ ŰȒȊ ŭȆɸȈȕŰȏɸȒȊ
2.ǨȉɸȈȌȏŰȆůȉȕȎ: ǲȍȌůȅǽůŰŮ ȊǽŬ ɸŮŭǿŬ ȇŬȆ ŮȇȉŮŰŬȈȈŮȏŰŮǿŰŮ ŰȆȎ 
ŮɸŬȊŮɸȆůȇǽȑŮȆȎɸŮȈŬŰȗȊ ȂȆŬ ȊŬ ŮȉɸȈȌȏŰǿůŮŰŮ ŰŬ ŬȍȐŮǿŬ ɸŮȈŬŰȗȊ

2. ǲȌȆȕŰȄŰŬ ȁǼůȄȎ 
ŭŮŭȌȉǽȊȒȊ

1.Data standardization: ǧȆȌȍȅȗůŰŮ ŰŬ ȏɸǼȍȐȌȊŰŬ ůŰȌȆȐŮǿŬ
2.Unification: ǴȏȂȐȗȊŮȏůȄ ȏɸŬȍȐȕȊŰȒȊ ůŰȌȆȐŮǿȒȊ ůȖȉűȒȊŬ ȉŮ ŰȌȏȎ 
ȇŬȊȕȊŮȎ ȉŮ ȁǼůȄ ŰŬ ȐŬȍŬȇŰȄȍȆůŰȆȇǼ ŬȊŬȂȊȗȍȆůȄȎ ɸŮȈŬŰȗȊ

3.Data Mart

ǧȄȉȆȌȏȍȂǾůŰŮ ǽȊŬ ŮȊȆŬǿȌ ŭȌȉȄȉǽȊȌ ȇŬȆ ȈŮɸŰȌȉŮȍǽȎ ůȖȊȌȈȌ 
ȐŬȍŬȇŰȄȍȆůŰȆȇȗȊ ɸŮȈŬŰȗȊ (KPI'S) ɸȌȏ ŮǿȊŬȆ ŬɸȌȅȄȇŮȏȉǽȊȌ ůŮ ǽȊŬȊ ɸǿȊŬȇŬ 
ȁǼůȄȎ ŭŮŭȌȉǽȊȒȊ ɸȌȏ ȐȍȄůȆȉŮȖŮȆ ȒȎ ȏɸȌŭȌȉǾ ŭŮŭȌȉǽȊȒȊ ȂȆŬ ŮűŬȍȉȌȂǽȎ 
CRM

4.Core Analytics
ǞȊŬ ȉȄ ȐȍȌȊȌȁȕȍȌ ȇŬȆ ɸȌȈȏɸŬȍŬȂȌȊŰȆȇȕŮȍȂŬȈŮǿȌ ŬȊŬűȌȍǼȎ ɸȌȏ ȉɸȌȍŮǿ 
ȊŬ ȐŮȆȍȆůŰŮǿ ȉŮȂǼȈŮȎ ŬȊǼȂȇŮȎ ŭŮŭȌȉǽȊȒȊ ȇŬȆ ȏɸȄȍŮůȆȗȊ ɸŬȍŬȇȌȈȌȖȅȄůȄȎ 
ɸŮȈŬŰȗȊ ȇŬȆ ŭȍŬůŰȄȍȆȌŰǾŰȒȊ ȉǼȍȇŮŰȆȊȂȇ

5.Predicitve 
Analytics

ǥȈȂȕȍȆȅȉȌȆ ɸȌȏ çȉŬȅŬǿȊȌȏȊè Ŭɸȕ ɸȍȌȄȂȌȖȉŮȊŬ ŭŮŭȌȉǽȊŬ, ȇǼȊȌȏȊ 
ɸȍȌȁȈǽȑŮȆȎ ȂȆŬ ŰȍǽȐȌȏůŮȎ/ȊǽŮȎ ɸŮȍȆɸŰȗůŮȆȎ ȇŬȆ ȁȍǿůȇȌȏȊ ŬȏŰȕȉŬŰŬ 
ůȄȉŬȊŰȆȇǼ ȉȌŰǿȁŬ, RFM & behavioral segmentation, basket analysis, cross 
sell modelling, attrition modelling

ǥɸŬǿŰȄůȄ ǲŮȍȆȂȍŬűǾ ǭȖůȄ

ǨůȒŰŮȍȆȇȕ IT & CRM ǞȍȂȌ

On-going Outsourced Ǿ
ŬȂȌȍǼ ȈȌȂȆůȉȆȇȌȖ ȇŬȆ 
ůȏȉȁȌȏȈŮȏŰȆȇȗȊ ȏɸȄȍŮůȆȗȊ

ǨůȒŰŮȍȆȇȕ ǽȍȂȌ ɸȌȏ ŬɸŬȆŰŮǿ 
ŮȋȒŰŮȍȆȇǾ ŬȊǼȅŮůȄ 
ůȏȉȁȌȏȈȗȊ ȇŬȆ ŬȂȌȍǼ 
ŭȆŬȇȌȉȆůŰǾ

ǥȂȌȍǼ ȈȌȂȆůȉȆȇȌȖ, ǼŭŮȆŮȎ, 
ȁŬůȆȇǾ ŮȇɸŬǿŭŮȏůȄ ȇŬȆ 
ŮůȒŰŮȍȆȇȕȎ ȐŮȆȍȆůȉȕȎ

ǥȂȌȍǼ ȈȌȂȆůȉȆȇȌȖ, ǼŭŮȆŮȎ 
ȐȍǾůȄȎ, ŮȇɸŬǿŭŮȏůȄ, ɸŬȍȌȐǾ 
ůȏȉȁȌȏȈȗȊ ȇŬȆ ŮůȒŰŮȍȆȇȕȎ 
ȐŮȆȍȆůȉȕȎ

Ǩ
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CTR
Product 

recommendations  
/ Reviews

% Trial Per Channel   
Cross -channel 

conversion rate
NPS (Net promoter 

score)

Channels or 
Omnichannel 

Services 
Awareness

Engagement score
%Trial of Customer  

Services

Cross -channel 
basket rate

Lifetime Value or 
Simply Purchase 

Frequency

2

KPIs

ǱȍǿůŰŮ ůŰȕȐȌȏȎ ȇŬȆ Omnichannel KPIs



ǧȄȉȆȌȏȍȂǾůŰŮ ȈȖůŮȆȎ ȇŬȆ çǴȏȊŮȐŮǿȎè ǨȉɸŮȆȍǿŮȎ 
ůŮ ȕȈŬ ŰŬ ȇŬȊǼȈȆŬ3

ǨɸȆȇȌȆȊȒȊǿŬ Ŭɸȕ 
ȌɸȌȏŭǾɸȌŰŮ

ǥȂȌȍǼ Ŭɸȕ 
ȌɸȌȏŭǾɸȌŰŮ

ǲŬȍǼŭȌůȄ 
ȌɸȌȏŭǾɸȌŰŮ

ǨɸȆůŰȍȌűǾ 
ȌɸȌȏŭǾɸȌŰŮ

Omnichannel 
ǲȍȌůǽȂȂȆůȄ



Amazon 

ǲŬȍǼŭȌůȄ ůŰȌ ȐȗȍȌ ŰȌȏ ɸŮȈǼŰȄ ȂȍǾȂȌȍŬ ȇŬȆ ȌȆȇȌȊȌȉȆȇǼ3.1

Ʒ ǲŬȍŬŭȕůŮȆȎ ȉǽůȒ ůȏȊŮȍȂŬŰȗȊ ȕɸȒȎ Ȅ 
UPS, Ȅ FedExȇŬȆ Ȅ USPS

Ʒ ǥɸȌůŰȌȈǾ ɸȍȌȓȕȊŰȒȊ Ŭɸȕ ȇǽȊŰȍŬ ŭȆŬȊȌȉǾȎ

Ʒ ǨȇɸȈǾȍȒůȄ ɸŬȍŬȂȂŮȈȆȗȊ ȉǽůȒ 
Dropshipping

ǱȆ ɸŮȍȆůůȕŰŮȍŮȎ ŮŰŬȆȍŮǿŮȎé

ǨɸǽȊŭȏůȄ ůŮ ŭȆȇȕ ŰȄȎ ůŰȕȈȌ ɸŬȍǼŭȌůȄȎ ȉǽůȒ 
ŰȌȏ ɸȍȌȂȍǼȉȉŬŰȌȎ Amazon Fresh DriverȇŬȆ 
Amazon Flex AppȂȆŬ ȉŮȂŬȈȖŰŮȍȄ ŮȏŮȈȆȋǿŬ ȇŬȆ 
ŬȇȍǿȁŮȆŬ ůŰȆȎ ɸŬȍŬŭȕůŮȆȎ.



ǥɸȌůŰȌȈǽȎ ɸŬȍŬȂȂŮȈȆȗȊ Ŭɸȕ ŰŬ űȏůȆȇǼ ȇŬŰŬůŰǾȉŬŰŬ ȂȆŬ ȉǽȂȆůŰȄ 
ŰŬȐȖŰȄŰŬ

Ʒ ǧȆŬȅǽůȆȉȌȎ ȐȗȍȌȎ & ɸȍȌůȒɸȆȇȕ

Ʒ ǦŮȈŰȆůŰȌɸȌǿȄůȄ ŰȒȊ ȈŮȆŰȌȏȍȂȆȗȊ ŭȆŬȈȌȂǾȎ, 
ůȏůȇŮȏŬůǿŬȎ ȇŬȆ ŬɸȌůŰȌȈǾȎ. 

Ʒ ǵȌɸȌȅǽŰȄůȄ ɸŬȍŬȂȂŮȈȆȗȊ ǽȒȎ ȇŬȆ 2 ȗȍŮȎ ɸȍȆȊ ŰȌ ŰǽȈȌȎ 
ȒȍŬȍǿȌȏ ŰȒȊ courier

3.2

ǥɸŬȍŬǿŰȄŰȄ ǲȍȌȔɸȕȅŮůȄ



LOCKERS 

ǵŬ LockersŭǿȊȌȏȊ ŰȄ ŭȏȊŬŰȕŰȄŰŬ 
ůŰȌȊ ŰŮȈȆȇȕ ȇŬŰŬȊŬȈȒŰǾ ȊŬ 
ɸŬȍŬȈŬȉȁǼȊŮȆ ŰŬ ŭǽȉŬŰǼ ŰȌȏ ȕ,ŰȆ ȗȍŬ 
ȅǽȈŮȆ, ȉǽůŬ ůŮ ŭŮȏŰŮȍȕȈŮɸŰŬ.

ǶɸȄȍŮůǿŬ Same Day Click n Collect3.3

ǮŮǿȒůȄ ŭȆŬȐŮȆȍȆůŰȆȇȗȊ ŭŬɸŬȊȗȊ 
ȇŬȆ ŮȖȇȌȈȄ ŮȋȏɸȄȍǽŰȄůȄ 
ɸŬȍŬŭȕůŮȒȊ, ȐȒȍǿȎ ɸŮȍȆŰŰǽȎ 
ŬȊŬȉȌȊǽȎ ůŮ ȇŬŰŬůŰǾȉŬŰŬ. 



ǱȍŬŰȕŰȄŰŬ ŬɸȌȅǽȉŬŰȌȎ ůŮ ȕȈŬ ŰŬ ȇŬȊǼȈȆŬ3.4

ǵȌ 82% ŭǾȈȒůŮ ȕŰȆ ȅǽȈŮȆ ȊŬ 
ŮȈǽȂȐŮȆ online ŰȄ ŭȆŬȅŮůȆȉȕŰȄŰŬ 
ŮȊȕȎ ɸȍȌȓȕȊŰȌȎ ůŮ űȏůȆȇȕ ůȄȉŮǿȌ 
ɸȗȈȄůȄȎ

ǱȇŰȗȁȍȆȌȎ 2022 
ŮȈȈȄȊȆȇǾ ŬȂȌȍǼ



ǧȒȍŮǼȊŮɸȆȈȌȂǾ Click n Collect3.5

ǵȌ 57% ŭǾȈȒůŮȕŰȆ ŮǿȊŬȆ ůȄȉŬȊŰȆȇǾ 
ȄŭȏȊŬŰȕŰȄŰŬ ɸŬȍŬȂȂŮȈǿŬȎ online ȇŬȆ 
ɸŬȍŬȈŬȁǾȎ ůŮ űȏůȆȇȕ ȇŬŰǼůŰȄȉŬ ȇŬȆ 
ŰȌ 53% ŰȌ ŬȊŰǿůŰȍȌűȌ

ǱȇŰȗȁȍȆȌȎ 2022 
ŮȈȈȄȊȆȇǾ ŬȂȌȍǼ



ǮŮ ȋŮȇǼȅŬȍȄ ɸȈȄȍȌűȌȍǿŬ ȂȆŬ ŰȄȊ ŰȌɸȌȅŮůǿŬ ɸŬȍŬȈŬȁǾȎ!



ǬŬȆ ŮɸȆɸȈǽȌȊ ŰŬȇŰȆȇǽȎ ȂȆŬ ȉŮǿȒůȄ ŰȌȏ ȐȍȕȊȌȏ ŬȊŬȉȌȊǾȎ ȇŬȆ 
ŬɸȌůȏȉűȕȍȄůȄ ŰȒȊ ŰŬȉŮǿȒȊ ȉǽůȒ buy & collect !


