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https://www.globaltrademag.com/why-trust-with-customers-will-reshape-tomorrows-industry-leaders/
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_YZXNNSWVT^PVWST^WYTL[IUV\[[XNYHWF\WXPEYX[\JNXHYJF\[RHYWTYUT[[XUWY\UFTHHY\NNY

U^HWTLXFYWT^UVDTI[WHY\[RYTMMXFHYHX\LNXHHYU^HWTLXFYXCDXFIX[UXHY\UFTHHY\NNY

UV\[[XNHY\[RYRXOIUXH]YQVINXYWVXFXYIHY[TYHI[PNXYMTFL^N\YMTFYUFX\WI[PY\[YTL[IUV\[[XNY

HWF\WXPEKYWVXYLTHWYH^UUXHHM^NY\RTDWXFHYHV\FXYHTLXYGXEYM\UWTFH]

qTR\EjHYRIPIW\NYUT[H^LXFHY\FXYLTFXYUT[[XUWXRY\[RYXLDTZXFXRYWV\[YXOXFYJXMTFX]Y

QIWVYa^HWY\YMXZYHILDNXYGXEHWFTGXHKYWVXEYU\[Y\MMXUWY\YJF\[RjHYFXD^W\WIT[KYHTY

J^HI[XHHXHYL^HWYMTU^HYT[YILDFTOI[PY\[RYL\I[W\I[I[PYWVXYU^HWTLXFYXCDXFIX[UX]Y

qVTHXYWV\WYGXXDYWVXYU^HWTLXFY\WYWVXYMTFXMFT[WYTMYWVXIFYHWF\WXPEYZINNY\UVIXOXYVIPVXFY

H\WIHM\UWIT[YF\WI[PHY\[RYTOXF\NNYJF\[RYNTE\NWE]

�^HWTLXFYUTLL^[IU\WIT[YUV\[[XNHY[XXRYWTYJXYI[WXFUT[[XUWXRY\[RY[TWYJ^INWYI[YHINTH]Y

qVFT^PVY\[YTL[IUV\[[XNY\DDFT\UVKYJ^HI[XHHXHYU\[YX[H^FXYWVXIFYU^HWTLXFHYV\OXY\Y

HX\LNXHHYXCDXFIX[UXY\[RYFXUXIOXYUT[HIHWX[WYLXHH\PXHY\UFTHHYL^NWIDNXYUV\[[XNH]Y�TFY

XC\LDNXKYIMY\YU^HWTLXFYOIHIWHYWVXYUTLD\[EjHYZXJHIWXYTFYDFIO\WXYLXHH\PI[PYUV\[[XNKY

IRX\NNEKYWVXEYZT^NRYV\OXYWVXYH\LXYXCDXFIX[UX]Y~[Y\RRIWIT[KY\YUT[HIHWX[WYJF\[RYIL\PXY

IHYOIW\NYWTYJ^INRI[PY\[RYL\I[W\I[I[PY\YU^HWTLXFjHYWF^HW]

qVXYHXUT[RYUV\F\UWXFIHWIUYTMY\YH^UUXHHM^NYTL[IUV\[[XNY\DDFT\UVYIHYWVXY¦¥­SRXPFXXY

U^HWTLXFYOIXZ]YqTYHILDNIMEKYWVIHYIHY\[Y\PPFXP\WXRY\[RYVTNIHWIUYFXDFXHX[W\WIT[YTMYX\UVY

U^HWTLXFYJ\HXRYT[YWVXYI[MTFL\WIT[YVXNRYJEY\YJ^HI[XHH]Y EY^[RXFHW\[RI[PYIWHY

U^HWTLXFHjYD\HWYJXV\OITFHKY\YJF\[RYU\[YX[P\PXYZIWVYWVXLYLTFXYXMMXUWIOXNEYJEY

UFX\WI[PYW\INTFXRKYDXFHT[\NI�XRYLXHH\PXHKY[TZY\[RYI[WTYWVXYM^W^FX]Y ^INRI[PY

U^HWTLXFYDFT�NXHY\NNTZHYJF\[RHYWTY^[IMEYR\W\Y\[RYUFX\WXYU^HWTLI�XRYTL[IUV\[[XNY

XCDXFIX[UXH]¶

�TLD\[IXHYU\[YUFX\WXYU^HWTLXFYDFT�NXHYJ\HXRYT[YWVXIFYUT[H^LXFHjY\UW^\NY

PXTPF\DVIUY\[RYRXLTPF\DVIUYI[MTFL\WIT[KYD^FUV\HXYJXV\OITFHKY\[RYJ^EI[PYVIHWTFE]Y

 EYP\WVXFI[PY\NNYWVXYU^HWTLXFYI[HIPVWHYI[WTYT[XYHT^FUXKY\YJF\[RYU\[YP\I[Y\YVTNIHWIUY

OIXZYTMYIWHYU^HWTLXFH]YqVXFXYU\[YJXY[TYTL[IUV\[[XNYXCDXFIX[UXYZIWVT^WY\YRXXDY

^[RXFHW\[RI[PYTMYWVXYU^HWTLXFY\[RYWVXIFYDFXMXFX[UXH]Y ^INRI[PY\YVTNIHWIUYOIXZYTMY

U^HWTLXFHYIHY\YT[XSZ\EYWIUGXWYWTZ\FRYJ^INRI[PY\YHWFT[PXFYFXN\WIT[HVIDYJXWZXX[Y

U^HWTLXFHY\[RYJF\[RH]µ
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kiibcdj`\_Xb_V_cFObcX_OINZjKeFd_NH_RMUJfGEDLJ_j`_BCgQ@_AW>_bY_iIKXb?FcK_IKF_

?IZXjOZF_ieV``FZK_Xb_ib?OZFXF_V_Kj`\ZF_XcV`KViXjb`T_PbdVH@_jY_NIKj`FKKFK_VcF`hX_

bYYFcj`\_V_I`j=Fd_?IZXjieV``FZ_F`\V\F?F`X_?bdFZ@_XeFH_Ocb[jdF_V_KINKXV`dVcd_

F<OFcjF`iF_Xb_XeFjc_iIKXb?FcKT_k`_b?`jieV``FZ_KXcVXF\H_jK_`b`a`F\bXjVNZF_Ybc_?V`H_

iIKXb?FcK@_V`d_VK_?V`H_VK_;C>_bY_iIKXb?FcK_KVH_XeFH_]b`hX_db_NIKj`FKK_]jXe_

NcV`dK_jY_XeFH_iV`hX_IKF_XeFjc_OcFYFccFd_ib??I`jiVXjb`_ieV``FZKS

^

PecbI\e_V`_b?`jieV``FZ_ib??I`jiVXjb`K_?bdFZ@_NbXe_iIKXb?FcK_V`d_NIKj`FKKFK_

]j`_NH_Ocb[jdj`\_ObXF`XjVZ_V`d_F<jKXj`\_iIKXb?FcK_]jXe_KFV?ZFKK@_j`XF\cVXFd_

F<OFcjF`iFKT_:FcF_VcF_V_YF]_Vd[V`XV\FK_bY_j?OZF?F`Xj`\_V`_b?`jieV``FZ_NIKj`FKK_

KXcVXF\HS

PeF_b`Zj`F_KebOOj`\_F<OFcjF`iF_eVK_dcVKXjiVZZH_ieV`\Fd_j`_cFiF`X_HFVcKT_P]b_

dFiVdFK_V\b@_ib`KI?FcK_IKFd_V_?V<j?I?_bY_b`F_bc_X]b_XbIieObj`XK_Xb_?V�F_V_

OIcieVKF_dFijKjb`T_�b]_jX_jK_ib??b`_Xb_eV[F_?bcF_XeV`_YbIcTp

m`[FKXj`\_j`_V`_b?`jieV``FZ_KXcVXF\H_?V�FK_jX_ObKKjNZF_Ybc_V_NIKj`FKK_Xb_KeVcF_jXK_

NcV`d_?FKKV\F_ib`KjKXF`XZH_VicbKK_VZZ_ib??I`jiVXjb`_ieV``FZKT_m`_VddjXjb`@_

icFVXj`\_V_KFV?ZFKK_F<OFcjF`iF_VicbKK_OZVXYbc?K_\j[FK_V_NcV`d_?bcF_[jKjNjZjXH_V`d_

VZZb]K_ib`KI?FcK_Xb_j`XFcViX_]jXe_V_NcV`d_]eF`F[Fc_V`d_eb]F[Fc_XeFH_OcFYFc@_

]ejie_iV`_VZKb_eFZO_V_NIKj`FKK_FKXVNZjKe_V_KXcb`\_ib``FiXjb`_]jXe_jXK_ib`KI?FcK_

V`d_dcj[F_?bcF_KVZFKT

�cFVXj`\_V_iIKXb?Fc_F<OFcjF`iF_XeVX_dFZj\eXK_XecbI\e_b?`jieV``FZ_?Vc�FXj`\_eFZOK_

NIKj`FKKFK_FVc`_iIKXb?Fc_XcIKX_V`d_NIjZdK_ZbHVZXHT_�IKXb?FcK_XbdVH_VOOcFijVXF_V`d_

dF?V`d_V_\bbd_F<OFcjF`iF@_V`d_XeFH_db`hX_?j`d_�M�²��©�EDJ_Ybc_jXTp

�H_j?Ocb[j`\_iIKXb?Fc_F`\V\F?F`X_VicbKK_?IZXjOZF_ieV``FZK@_dFZj[Fcj`\_

OFcKb`VZj�Fd_?FKKV\FK@_V`d_FYYFiXj[FZH_KXcFV?Zj`j`\_ib??I`jiVXjb`K@_NIKj`FKKFK_

iV`_�FFO_iIKXb?FcK_ib?j`\_NVi�_Ybc_?bcFS

https://www.salesforce.com/eu/blog/2020/12/omnichannel-strategy-benefits.html
https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf
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