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Consumer = starting point



“True” spirit of omni-channel retailing

“The synergetic management 

of all customer touchpoints and channels 

(both internal and external to the firm) 

in such a way to ensure that 

the customer experience 

across channels 

as well as firm-side marketing activity,

including marketing mix & marketing communication 

and performance 

is optimized 

for both firms 

and their customers.” 



Who is the consumer of today?
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Thé consumer 
of today is …



• a complex being

• demanding, spoiled, from time to time egocentric, global, diverse and 

sometimes unpredictable
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In sum, thé consumer of today is…



How can the retail sector give an 
appropriate answer to thé consumer of 
today?
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Fulfillment 



Business model 



Physical stores



Shopping streets/centers



Digitization



Data



Ecosystem
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