
 

 



As someone who’s been operating in the retail industry long enough, you might’ve 

heard the following terms: multichannel, omnichannel and unified commerce. In 

a way, all three are just fancy industry buzzwords that more or less refer to the 

same thing – the convergence of online and offline shopping experiences. 

That being said, they do have slightly varying definitions. So, before we try to 

explain why you should seriously consider adopting multichannel retailing for your 

store chain, let’s differentiate the three terms: 

• Multichannel is the use of multiple channels, such as the web, social media, 

mobile apps and emails, to sell products online – in addition to selling them 

through a traditional physical store. So, if you offer your products both online and 

offline, then you’re already a multichannel retailer. 

• Omnichannel is the evolved version of multichannel retailing that unifies 

various shopping channels to deliver one continuous experience. For instance, if 

your customers can order any product you sell offline through your website and 

vice versa – or view your inventory levels online – then you’re offering some form 

of omnichannel experience. 

• Unified commerce is basically a method of delivering the omnichannel 

experience. It involves relying on a single, centralized platform to manage all 

customer communications, and in turn, ensure the same messaging across all 

channels. That way, instead of having multiple interfaces, retailers only need to 

worry about one. 

So, if your mid-sized retail chain has next to no online presence, then this guide is 

the perfect place for you to learn the basics of multichannel retailing. 

If, on the other hand, you’re already offering some form of multichannel 

experience and would like to take it to another level, be sure to check out our 

guide to unified commerce. Otherwise, read on to find out what Steven 

Greenwood, the President of Magstar, has to say about implementing 

multichannel retailing. 

https://www.magstarinc.com/resources/unified-commerce-will-impact-retail-business
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As you know, several major retail chains, such as Toys “R” Us, are on their way 

out. Since you have a retail chain of your own, you may be rightfully terrified that 

your business is next, because it appears that offline shopping is on its way out as 

a whole, and online shopping is the future. 

Luckily for you, this notion couldn’t be more wrong! According to a report from 

IHL Group, 2017 saw a net increase in physical store openings of over 4,000 – 

meaning that for each company closing a store, there were 2.7 companies 

opening new stores. So, in actuality, we’ll be seeing more traditional retailers 

down the road. 

Here’s the rub though – many of those businesses likely also have a strong web 

presence, and if they don’t, they should. According to a report from 

BigCommerce, at least a quarter of online shoppers have made an online purchase 

from a brick-and-mortar store in 2018. Why? Because… 

According to Greenwood, multichannel 

retailers can appease any kind of 

customer – “whether they are brick-and-

mortar, web-only or a combination of the 

two.” 

“Today’s consumer isn’t always able or 

willing to take the time to get to a brick-

and-mortar store – regardless of whether 

they are using public transit or their own car – since they have to work around 

store hours,” said Greenwood. “They don’t want to be told when, where or how 

they can shop. So, they are looking for the flexibility that meets their timeframe, 

their demands and their purchasing needs.” 

In other words, if you want to stay competitive, your best bet is to strengthen your 

online presence and then fully synchronize it with your physical operations. This is, 

of course, easier said than done, which leads us to the next section of this guide.  

http://www.ihlservices.com/news/analyst-corner/2017/08/retailers-opening-over-4000-stores-in-2017/
https://www.bigcommerce.com/blog/ecommerce-trends/
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One of the most common challenges when it comes to transitioning to multichannel 

retailing, according to Greenwood, is having the ability to properly accommodate 

online shoppers. 

“When a retailer with just a brick-and-mortar 

store designs their warehouse or distribution 

center, they design it to handle distribution in 

the way that suits their store and packaging 

needs,” he said. “This means that they usually 

ship and package their products in bulk to cut 

on costs and ensure each store has enough 

items to meet consumer demand. 

“When they are offering the multichannel experience or working in a web 

environment, their distribution center has to be able to handle and ship products 

individually – and have the staff who can adjust to this process of order fulfillment.” 

To ensure a successful transition to multichannel retailing, Greenwood brings up 

three main concerns that each retailer needs to be able to handle: 

a. Service distribution. First and foremost, determine how you’re going to 

distribute all your services across the different channels. Are you going to offer the 

same products on the web as in your brick-and-mortar stores? Or are you going to 

enhance your online offering by selling more products than what you have in your 

brick-and-mortar stores? 

b. Customer tracking. Next, there’s the question of how you’re going to track 

your customers. Are you going to maintain consolidated customer history files? Or 

are you going to segment them, so that the consumer can be identified based on 

whether they shop in the store, online or both? 
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c. Product allocation. Finally, you don’t want to put products on the web that 

you no longer have because you’ve already distributed them to all your stores. That’s 

the quickest way to turn your customers toward other businesses. 

 

One of the most effective tools for managing multichannel retailing is an ERP system. 

“An ERP solution, by design, handles multiple different facets of the retail operation,” 

said Greenwood. “This forces the retailer to ensure that they have a uniformed 

database, a uniformed package that is being shared by all aspects of the business.” 

In other words, if you have an ERP system with one central database for managing 

your supply chain along with your promotional, product, price and customer files, 

then you already have a distribution plan, and all your stores know when various 

promotions and products are coming in, so that you can prepare for them. 

“The web becomes just another store in that environment, where it can now be part 

of that entire chain of business decisions,” said Greenwood. 

When it comes to choosing the right ERP system, Greenwood believes that uniformity 

is the key. 

“You don’t want to manage multiple databases,” he said. “You don’t want to be 

required to have one database for your web store and one for your brick-and-mortar 

location. You don’t want to have two price files. You don’t want to have two customer 

files.” 

According to Greenwood, data consolidation makes it easier for retailers to provide 

their customers with multiple purchasing options. For instance, when buying a 
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product online, a customer should be able to decide whether they want it shipped to 

their home or if they want to pick it up at the nearest store in person. 

“If, as a retailer, I’m running an ERP solution that consolidates all my data, it’s very 

easy for me to arrange both,” said Greenwood, “because my warehouses and stores 

are synchronized to deliver whatever the customer wants.” 

At the end of the day, Greenwood believes that preparedness is the most vital aspect 

of embracing multichannel retailing. 

“Make sure you know, before you start, what you want 

and where you want to end up, because you cannot go 

into this and then realize halfway through that you did 

not cover all your bases,” he said. “You want your web 

presence to be in perfect harmony with your brick-and-

mortar presence, so that the consumer can clearly 

identify you as a multichannel retailer – not just a brick-

and-mortar store that also sells on the web, or a web 

retailer that also has a brick-and-mortar location.” 

If you’d like to learn how a proper ERP system can help your retail chain transition 

to multichannel retailing, Steven Greenwood would be happy to show you. Book a 

chat with him right now.

http://go.pardot.com/l/72722/2016-03-17/495dfh
http://go.pardot.com/l/72722/2016-03-17/495dfh
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Magstar Total Retail makes it easier for retailers to operate by storing all 

information in a single database across all aspects of a business entity. Our omni-

channel ERP solution runs in real-time and is specific to the retail business model, 

requiring minimal customization versus leading vendors.  

 

Perfect your customer’s experience with Total Retail.  
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