
Case Study

Overview
In the competitive retail sector, enhancing digital and customer experience is crucial for staying ahead.

Our client, a prominent retail chain, sought to revolutionize their customer interactions and digital
engagement to deliver a seamless and personalized shopping experience.

As their IT consulting partner, Solutionara provided expert advisory and architectural services —

integrating digital platforms with in-store experiences and leveraging data-driven insights to transform how

the client engages its customers.

Transforming Digital
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Experience in Retail

www.solutionara.com © 2026 Solutionara. All rights reserved. 2026

https://www.solutionara.com/service/digital-customer-experience/
https://www.solutionara.com/


02

The Challenge
The client faced challenges delivering a cohesive and engaging digital experience. Despite a strong

physical presence, their digital platforms lacked integration with in-store experiences — resulting in a
fragmented customer journey. They needed a solution to unify their digital and physical touchpoints to
improve customer satisfaction and loyalty.

Our Solution
As their IT consulting partner, we provided expert advisory and architectural services to transform the
client’s digital and customer experience:

Customer Experience Strategy
A comprehensive CX strategy integrating digital and physical interactions into a seamless,
personalized shopping journey.

1

Omnichannel Integration
An omnichannel platform unifying digital and in-store experiences — a user-friendly app and website

with personalized offers and seamless checkout.

2

Personalization Engine
An advanced engine analyzing customer data to deliver tailored content, recommendations, and

promotions based on individual history.

3

In-Store Digital Enhancements
Interactive kiosks, digital price tags, and mobile loyalty programs bridging the gap between digital and
physical shopping.

4

Data Analytics & Insights
Analytics tools monitoring interactions across all touchpoints, surfacing insights for ongoing
optimization.

5
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Solution Architecture

TOUCHPOINTS

PLATFORM

INSIGHTS

Mobile App & Website In-Store Kiosks & Tags Loyalty & Promotions

Omnichannel Integration Platform
Unified customer profile · Personalization Engine

Data Analytics & Continuous Optimization

Unified omnichannel architecture — physical & digital touchpoints feeding a central data & personalization layer

The Outcome
The transformation delivered impressive, measurable results across engagement, conversion,
satisfaction, and revenue:

+25% +20% +30% +15%
Customer
engagement across
digital & in-store
touchpoints

Conversion rate, with
higher average
basket size

Customer
satisfaction scores
from a cohesive
journey

Overall sales, with a
strong rise in repeat
customers

Increased Customer Engagement
The integrated omnichannel platform drew more customers to interact with both digital and in-store touchpoints.

Enhanced Personalization
More relevant recommendations and promotions lifted conversion and average basket size.

Boosted Sales & Loyalty
Higher overall sales and a significant increase in repeat customers proved the strategy’s effectiveness in driving
loyalty.
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Conclusion
Our consulting services enabled the client to successfully transform their digital and customer

experience, achieving a unified and personalized shopping journey. By integrating digital platforms with
in-store experiences and leveraging data-driven insights, the client enhanced engagement, satisfaction,
and loyalty.

Ready to elevate your retail customer experience?

For more on how our digital transformation services can transform your business, get in touch
with our team.
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