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ABSTRACT 

This study examines the evolution of omni-channel retail within the framework of digital transformation, emphasizing its 

role in enhancing both customer experience and operational efficiency. As retailers navigate a rapidly changing digital 

landscape, the integration of physical and digital channels becomes paramount for delivering personalized, seamless 

interactions. This paper proposes a comprehensive framework that identifies key technological enablers, process 

innovations, and strategic practices necessary for a unified omni-channel approach. By analyzing case studies and 

synthesizing current research, the study highlights how effective cross-channel integration not only improves customer 

satisfaction through consistent engagement but also streamlines back-end operations, resulting in significant competitive 

advantages. The findings offer valuable insights for practitioners aiming to bridge the gap between digital innovation and 

traditional retailing, while also paving the way for future research in the dynamic field of omni-channel retail. 
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