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Abstract
Omnichannel logistics is central to
powering frictionless customer

experiences in the fast-paced business
world of today. Omnichannel logistics is

cooperation by stakeholders like

manufacturers,  suppliers,  logistics
players, and retailers to coordinate
operations across channels.

Technologies such as real-time visibility,
artificial intelligence-based forecasting,
and robotics-based inventory
management help power delays down,
enhance the precision of fulfillment, and
satisfaction.

power customer

Effective

more

collaboration creates
transparency and flexibility to handle
customer

disruption and evolving

requirements on a perpetual Dbasis.
Enabling factors are data sharing, cloud

solutions, and strategic partnerships.
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Nevertheless, the challenges of data

security issues and system integration
issues need to be overcome through
digital  transformation and sound
communication infrastructures. Through
the overcoming of such challenges,
businesses can realize speedier, more
precise, and cheaper  deliveries,
ultimately leading to improved customer
satisfaction in the context of the

omnichannel scenario. This solution

guarantees a competitive advantage in

terms of responding to changing
consumer demands.

Keywords - Omnichannel logistics,
Real-time visibility, Al-powered
demand forecasting, Inventory

management, Customer experience.

Introduction

The union of supply chain coordination
and omnichannel logistics has emerged
as a business necessity for companies
that aspire to thrive in the fast-evolving
and customer-centric business
environment of today. This union is
driven by the evolving retail landscape,
wherein customers' needs have shifted
significantly towards integrated and
frictionless shopping experiences across

channels. Omnichannel logistics is the
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convergence of physical and digital
channels with the aim of providing a
single, integrated customer experience,
the old

multichannel approach where individual

something that transcends

channels are operating in isolation.

Consumer behavior has been
transformed over the past two years with
customers now engaging with products
through multiple touchpoints, including
physical stores, web sites, mobile apps,
and even social networks. This entails
the process of making the stores evolve
and installing omnichannel supply chain
initiatives that enable an integrated
experience in all channels. As opposed
to multichannel strategy whose several
channels are not connected,

omnichannel logistics integrates the

selling, inventory, as well as the
fulfillment activity to create actual time
exposure and mobility.

Supply chain logistics omnichannel
integration has some benefits like
customer

increased satisfaction,

enhanced operational effectiveness, and

better  decision-making. With one
inventory  and  customer  view,
organizations are able to achieve

maximum levels of stock, minimize the
risk of stockout or overstock, and overall

supply chain efficiency.

Aside from that, omnichannel logistics
enables business enterprises to leverage
advanced analytics and Al to gain rich
insights from the interactions of
customers, so personalized marketing
campaigns and

strategic  planning

become  feasible.  However, an
omnichannel strategy is not challenge-
free either. One of the biggest challenges
lies in integrating diverse systems and
technologies across channels, and this
necessitates massive investments in
digital transformation as well as training
employees.

In addition, data protection and
resistance to change from stakeholders
are major concerns which companies
must overcome in order to implement
omnichannel  logistics  effectively.
Supply chain collaboration is the most
critical aspect of omnichannel logistics
as it involves coordination with different
stakeholders like manufacturers,

suppliers, logistics providers, and

retailers for co-operative operations

through  channels.  Supply  chain
collaboration  fosters  transparency,
responsiveness, and supply chain

efficiency, enabling companies to

rapidly counteract disruptions and

changes in consumer demand.
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Technologies including real-time

visibility solutions, artificial
intelligence-enabled demand forecasting,
and automated inventory management
systems are the enablers of collaboration,
as they enable timely and precise
information that is the basis for making
the right decisions and optimizing
supply chain performance.

The  benefits of supply

collaboration in omnichannel logistics

chain

are vast. Besides customer satisfaction
via effective and precise deliveries, it
promotes operational effectiveness via
automation and reduction of human
errors.  In  addition, collaboration
promotes a culture of co-responsibility
among stakeholders required to fend off
issues of data security attacks and

resistance. As it relates to

supply
management needs to change to be able

change

omnichannel  retail, chain
to underpin the promises of a continuous
That

rebirth of the traditional warehouse to an

customer  experience. involves
omnichannel warehouse which has been
specifically built to orchestrate advanced
fulfillment options such as click-and-

collect, ship-from-store, and same-day

This paper covers a mechanism for
routing collaboratively, which is to say
in concert with several others, for the
purpose of getting stuff where it needs to
go promptly and accurately. By means
of real-time reallocation of
(re)distribution tasks, routing decision
optimization, and routing under full (or
partial) knowledge of up-to-date real-
world conditions (task requirements,
destinations, and so on), the authors say
their mechanism leads to better social
welfare and fewer emissions(Guo et al.,
2021). The paper studies cooperation in
supply chains of consignment types in
the context of omnichannel, relying on
six game-theoretical models for studying
decision-making as a means to boost
operational

alignment, which helps

achieve quicker and more precise
delivery within logistics(Chen et al.,
2021). The paper

inventory  optimization and

explores joint
order
allocation in omni-channel distribution
networks,

enhancing operational

efficiency and sustainability, which
indirectly supports faster and more
accurate delivery through improved

resource utilization and cost-effective

shipping. decision-making in logistics
operations(Qu et al., 2022).

Background of the Study
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Omni-channel logistics calls for hi-tech
nodes and large data to ensure smooth

supply
enhanced

chain  collaboration  with
communication and
coordination. ~ The  synchronization
facilitates dynamic order fulfillment
with optimized delivery speed and
accuracy using integrated inventory
management across channels and in-
transit inventory factors(Yagiong et al.,
2018). Omni-channel logistics requires
real-time inventory visibility and a

unified consumer view to enhance

supply
alignment enables faster, more accurate

chain  collaboration.  This

deliveries, addressing consumer
demands while managing complexities
exacerbated by trends like the Covid-19
pandemic and the
effect(Myerson, 2020).

The research identifies supply chain

bullwhip

cooperation as a dominant theme in
omnichannel logistics, with the need to
coordinate operations to improve service
quality and efficiency, which eventually
results in quicker and more precise
retail

delivery in the changing

environment(Tanriverdi & Aydin, 2023).

The article focuses on the fact that
applying omnichannel retailing boosts
operational communication and

efficiency, which are essential for

chain  collaboration.  This

supply
operational

synchronization actually
results in quicker and more precise
delivery for both organizations and their
customers(Kumar & Sooryendhu, 2024).
The article focuses on the fact that
applying omnichannel retailing boosts
operational communication and

efficiency, which are essential for
supply

operational

chain  collaboration.  This

synchronization actually
results in quicker and more precise
delivery for both organizations and their
customers(Kumar & Sooryendhu, 2024).
The paper focuses on a collaborative
model for

logistics  providers in

intelligent manufacturing, addressing
high operating costs and low resource
utilization

through  optimal  task

allocation, enhancing efficiency and
service quality, but does not specifically
address  omnichannel logistics or
delivery alignment(Qi et al., 2023).

The paper is concerned  with
collaborative logistics between firms to
maximize operational efficiency, reduce
distribution

costs, and  optimize

effectiveness. It is concerned with
resource sharing and synchronization
within logistics networks, which leads to
quicker and more precise delivery in

urban logistics systems(Wang et al.,
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2021). The
effective supply chain coordination in

research highlights that

the omni-channel paradigm increases
operational effectiveness, allowing rapid
order dissemination based on consumer
requirements, thereby enhancing
delivery speed and precision as well as
building strategic partnerships among
supply chain partners(Yang et al., 2022).
The document highlights the role of
collaborative investment in customer
experience by supply chain players to
further performance. The document
proposes reducing excessive channel
rivalry and promoting partnership as a
precursor to better speed and accuracy
delivery in omnichannel
logistics(“Optimal Pricing and Customer
Experience Investment Strategy in an
Omnichannel Under
BOPS,” 2022).

The report centers on store location and

Supply  Chain

fulfillment strategy optimization within

omnichannel operations, minimizing
costs and improving delivery efficiency.
It highlights channel choice and facility
preference for the customer, yet is not
particular to supply chain cooperation in
omnichannel logistics(Lin et al., 2022).
The article targets fulfillment and price
optimization for omni-channel retailers,

with a focus on up-front inventory

allocation and e-fulfillment inventory

demand but  without

supply
collaboration or aligning operations for

for store

specifically targeting chain

delivery  efficiency(Fulfillment  and
Pricing Optimization for Omni-Channel
Retailers Considering Shipment of in-
Store Demand, 2022).

The article does not directly cover
supply
omnichannel logistics to deliver faster

chain collaboration in
and more precisely. It covers the effect
of ship-to-store and ship-from-store on
reducing supply disruption risks in retail
operations(He et al., 2023). The article
concentrates on centralized decision-
making in omnichannel supply chains,
highlighting the effect of stochastic
demand on profitability but not
necessarily supply chain collaboration or
aligning operations for quicker and more
precise omnichannel
logistics(Song & Wu, 2023).

The study highlights that supply chain

delivery in

collaboration in omnichannel logistics

requires  technology  convergence,
customer-centricity, and internal process
reorganization. Effective alignment of
operations enhances delivery speed and
accuracy, necessitating strong leadership
and a clear vision to address customer

pain points(Verma et al., 2023). The
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paper points out that internal supply
chain integration greatly adds to external
integration, which has a positive effect
on financial performance. Nevertheless,
it does not directly discuss supply chain

collaboration in omnichannel logistics to

achieve speed and accuracy in
delivery(Liu & Song, 2024).
The paper stresses that effective

omnichannel retailing needs cooperation
in supply chain processes. To strengthen
delivery speed and accuracy, policies
such as distribution centers, inventory
control, and demand management can be
implemented, which will, in turn, deliver
improved profitability and customer
satisfaction in omnichannel
logistics(Taheri et al., 2024). The essay
focuses on the significance of
harmonizing and streamlining
distribution channels in omni-channel
logistics,

noting that an optimally

designed supply chain is able to
maximize customer responsiveness and
reduce logistics expenses, ultimately
leading to quicker and more precise
delivery(Tahirov et al., 2024).

The article highlights supply chain
logistics  information  collaboration
(SCLIC) in

coordination and efficiency, with a focus

order to strengthen

on precise information sharing between

suppliers and manufacturers, and it may
result in enhanced delivery speed and
logistics accuracy(Zhang et al., 2020).
The article focuses on the necessity of
coordinating logistics networks and
product flows in omni-channel retailing,
supply
cooperation. Coordination of operations

which increases chain
is vital in order to gain quicker and more
precise customer
orders(Wollenburg et al., 2018).

concerned  with

delivery of

The  paper is
omnichannel retail operations, namely
ship-from-store execution to maximize
fulfillment efficiency. It focuses on cost
minimization

through strong

optimization, which indirectly
contributes to quicker and more accurate
delivery by optimizing inventory
allocation and order fulfillment across
channels(Jiu, 2022).

The study is concerned with the choice
of retail outlets for the Buy Online
Pickup in Store (BOPS) strategy based
on operational efficiency and optimal
utilization of resources, which indirectly
facilitates supply chain cooperation for
quicker and more accurate delivery in
omnichannel
Selection Model for BOPS Service for
an Omnichannel Retail Chain,” 2022).

The research highlights the significance

logistics.(“Facility
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of efficient demand forecasting as well

as  optimizing  order  fulfillment
procedures in omni-channel retailing,
which improves coordination between
supply chain processes, resulting in
faster and more precise deliveries with
satisfaction and

optimal  customer

service expenses(Wang et al., 2022).

Objectives
1. To examine the influence of
omnichannel logistics on customer

satisfaction.

2. To analyze the advantages of supply
chain  cooperation in  omnichannel
logistics.

3. To determine how to overcome
challenges in carrying out omnichannel
logistics.

4. To discuss the part played by
technology in enabling supply chain

collaboration in omnichannel logistics.

Research Question

How will omnichannel logistics affect
customer satisfaction?

What are the advantages of supply chain
collaboration for omnichannel logistics?
avoid  the

How can companies

challenges of adopting omnichannel

What is the role played by technology in
enabling supply chain collaboration for

omnichannel logistics?

Medhodolgy

The research approach in the case of a
conceptual study is a conceptual
literature review to identify key concepts,
theories, and models. A conceptual
framework is constructed to inform the
study, and theoretical examination is
undertaken  to integrate  current
knowledge. Document analysis is used
as data collection, and thematic analysis
and conceptual mapping are used as data
analysis. It enables the development of
new concepts and models, with
increased comprehension of the topic at

hand, i.e., omnichannel logistics.

The Impact of Omnichannel Logistics
on Customer Satisfaction

Logistics service quality (LSQ) plays an
important role in influencing customer
satisfaction in omni-channel retailing.
Employing the SERVQUAL approach
and the model, the

Kano study

concludes 11 attributes of logistics
service quality, classified as must-be,

one-dimensional, and attractive. The

logistics? research findings indicate that attributes
falling in the must-be category exert the
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strongest impact on customer

satisfaction, stressing the significant
influence of quality logistics support to
augment the shopping experience in
omni-channel retailing (Cai et al., 2024).
The study finds that logistics service
quality (LSQ) plays an influential role in
customer satisfaction in omni-channel
retailing. More importantly, timeliness is
singled out as the key driver of
satisfaction and loyalty. For the buy-
(BOPS)

customer satisfaction mediates partially

online-pickup-in-store case,

between condition and loyalty, and
completely mediates between timeliness
and loyalty. For the buy-in-store-ship-
(BSSD)

mediates partially between timeliness

direct model, satisfaction
and loyalty, underscoring the distinct
needs of omni-channel
consumers(Ueltschy Murfield et al.,
2017).

Omnichannel

logistics strongly

contributes to customer satisfaction

through  guaranteeing  high-quality

service throughout the entire retail
customer process. In its analysis, there
are 20 logistics service features that

determine satisfaction, and it classifies

analysis. Features such as information
quality, return-delivery costs, and post-
fundamental.

purchase service are

Retailers can increase omnichannel

logistics  service quality through

competitor benchmarking, thus
furthering customer satisfaction and
preserving market leadership in the

business-to-consumer  retail  business
(Sumrit & Vanichchinchai, 2023)

The omni-channel capability affects
indirectly customer satisfaction via the
mediating functions of flexibility and
operational logistics service quality
(LSQ). Although

capability by itself does not directly

omni-channel

increase customer satisfaction, it must
be complemented by flexibility and
operational LSQ. The performance of

these mediating factors differs across

retail types, which means that the
relationship ~ between  omni-channel
logistics and customer satisfaction

depends on the particular retailing

industry under study (Sorkun et al.,

2020).
Omnichannel logistics has a direct
influence on customer satisfaction

through efficient handling of various

sales channels and integration of online

these into four clusters through  and offline services. This research points
improved importance-performance  out that perceived customer
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empowerment and satisfaction are
improved through effective omnichannel
integration, ultimately leading to an
increase  in  customer  patronage
intentions. When customers are well-
informed and supported throughout
channels, they become more satisfied,
and the shopping experience is positive.
However, service failures in such
channels can harm customer satisfaction
and patronage intentions (“The Impact
Of Omnichannel Retail On Customer
The Role Of

Empowerment,

Patronage Intentions:

Consumer Service
Failure, And Customer Satisfaction,”
2022).

It does not directly discuss the role of
omnichannel logistics in enhancing
customer satisfaction. It discusses the
extent of channel integration and
channel content type and finds that the
extent of channel integration has no
significant  effect on  customer
satisfaction, purchase intention, or brand
attitude. It highlights the fact that
although  customers like  channel
integration, a multichannel solution can
be sufficient and points to the fact that
logistics in omnichannel strategies might
not be as important as believed before

(Boman & Dimberg, 2016).

The omnichannel interactions have a
strong bearing on consumer experience
value and satisfaction, especially with
Offline
channels, however, do not exhibit such

online and cross channels.

an impact. This indicates that efficient
omnichannel logistics, which combines
channels, can

numerous marketing

improve  customer satisfaction by
offering a continuity of shopping
experience. The research highlights the
importance of companies to concentrate
on maximizing online and cross-channel
interactions to enhance consumer
satisfaction, particularly in the wake of
recent developments in  marketing
channel availability (Hidayat et al.,
2024).

The influence of omnichannel logistics
on customer satisfaction is indirectly
discussed. Nevertheless, it points out
that synchronization in omnichannel
integration greatly increases customer
satisfaction. The research stresses that
although omnichannel integration itself
does not customer

impact loyalty

directly, it does so indirectly via
satisfaction, suggesting that efficient
logistics may be responsible for helping
attain this synchronization and, in turn,
customer

enhancing experiences.

Therefore, logistics could be an essential
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element within the overall context of
omnichannel initiatives (Mohammad et
al., 2024).

Logistics service quality (LSQ) as vital
in customer satisfaction with omni-
channel retailing. Timeliness emerges as
a chief satisfaction and loyalty driver in
contexts such as buy-online-pickup-in-
store  and  buy-in-store-ship-direct.
Strong channel integration results in

customer empowerment and satisfaction,

translating to heightened patronage
intentions ("The Impact Of
Omnichannel Retail On Customer
Patronage Intentions,” 2022). Omni-
channel competence indirectly
influences satisfaction by way of
flexibility —and  operational LSQ,

differing across types of retail (Sorkun

et al., 2020). Competitor benchmarking

enhances LSQ measures such as
information quality, aiding market
leadership (Sumrit & Vanichchinchali,
2023). Well-performing logistics
provides a hassle-free  shopping
experience.

The Benefits of Supply Chain
Coordination in Omnichannel
Logistics

Supply chain coordination for omni-

channel logistics provides enhanced

real-time visibility of inventory levels,
allowing firms to effectively service
consumer demand in multiple channels.
Coordination in the supply chain reduces
costs, minimizes risk of shortages and
misallocations, especially pointed out
during periods of disruption like the
Covid-19 Through the

encouragement of a lean, agile, and

pandemic.
responsive supply chain, firms can

forecast  purchase and  delivery
requirements, ultimately accomplishing
better customer service, profitability,
and competitiveness in the emerging
retail environment (Myerson, 2020).

Omnichannel logistics supply chain

coordination promotes greater
collaboration among market players,
resulting in greater efficiency and lower
Supply

coordination helps harmonize online and

operational  risk. chain
offline sales by optimizing inventory
management and logistics. It enables
better data sharing, thus enabling timely
delivery and minimizing stockouts. It
also promotes strategic alliances,
allowing retailers to react faster to
customer needs and changes in the
market, ultimately promoting customer
satisfaction and business success within

a digitalized retail setting (“Supply
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Chain Relationships in  Omnichannel
Retailing,” 2023).
The supply chain coordination in
omnichannel logistics, especially via
ship-to-store and ship-from-store options,
has the potential to offset supply
disruption risks. With these fulfillment
approaches, retailers are able to realign
their order quantities from reliable and
risky suppliers, with a possible win-win-
win result. Not only does this
coordination make the retailer more
resilient to disruptions, but also the
entire supply chain, even in high
disruption risk, hence enhancing overall
operational efficiency and market
responsiveness (He et al., 2023).

The supply chain coordination mainly in
the case of store brands, highlighting
that efficient coordination mechanisms
can maximize the benefits for all
members of the supply chain. Although
it does not directly deal with
omnichannel logistics, the coordination
principles can apply in the same way,
making the process more efficient,
lowering costs, and increasing service
levels across channels. Through the use
of game theory and cooperation between

manufacturers and retailers, a win-win

benefiting the whole supply chain(Huo,
2021).

The coordination of the logistics supply
chain through a multi-agent system
improves responsiveness and flexibility
among the members of the supply chain.
Such coordination supports the efficient
processing of distributed large-scale data,
optimizes production planning,
optimizes supply-demand balance, and
minimizes stock-outs. By improving
communication and coordination among
distributors,

manufacturers, suppliers,

and retailers, it facilitates improved
decision-making, costs reduction, and
improved customer satisfaction, which
are important for successful

omnichannel logistics in responding to

varied consumer needs efficiently
(Wang, 2010).
The supply chain  coordination,

specifically through a synchronized
cycles model, can dramatically minimize
total system cost by coordinating
production and reverse logistics. Such
coordination enables effective
management of new product deliveries
as well as the return of used products,
better

resulting in economic

performance. The results show that even

scenario can be created, ultimately at low levels of product return, the
synchronized model performs better
ASET Journal of Management Science (E- ISSN: 2584-220X) 98

Copyright© 2025: Author(s) published by ASET College

https://doi.org/10.47059/AIJMS/V414/08



ASET JOURNAL OF MANAGEMENT SCIENCE

Peer Reviewed & Open Access Journal
ISSN : 2584 - 220X (Online) | RNI : Applied | Frequency : Bi-Monthly

than independent optimization, proving

the benefits of reverse

supply
strategy(Chan et al., 2020).

logistics
integration in chain
The efficient supply chain coordination

in omnichannel logistics increases
stability and maximizes control by
integrated feedback mechanisms. With
the  application of  sophisticated
techniques such as case-based reasoning
feature

and image extraction, it

maximizes decision-making and
operational efficiency. This coordination
enables improved resource allocation,
maximizes

minimizes delays, and

responsiveness to customer needs,

eventually resulting in better service

levels and cost savings in the

omnichannel supply chain
management(Zhuang et al., 2019).
Proper  marketing and logistics

coordination has a great impact on
supply chain performance, which is
in omnichannel

extremely important

logistics. The advantages are better
management of inventory, shorter lead

times, and better customer satisfaction.

Through  synchronization  between
marketing strategies and logistical
activities, organizations gain higher

efficiency and responsiveness, which

contributes to higher profitability. This

strategic consolidation brings about a

sustainable  competitive edge and

operational  efficiency, which are
necessary to adapt to the intricacies of
omnichannel supply chains in the
current competitive environment(Mishra
et al., 2024).

Supply chain coordination in omni-
channel logistics improves inventory

transparency, lowers  costs, and
eliminates risks such as shortages and
misallocations, particularly in case of
disruption like the COVID-19 pandemic
2020).  Supply

ensures  collaboration

(Myerson, chain

coordination
supply
streamlining inventory management and

among chain  stakeholders,

promoting  time-efficient  delivery,
enhancing customer satisfaction and
operational efficiency ("Supply Chain
Relationships in Omnichannel
Retailing,” 2023). Fulfillment processes
such as ship-to-store and ship-from-store
increase resilience by redesigning orders

from trusted vendors, lowering the risk

of disruption (He et al, 2023).
Coordination also aids flexibility,
stockout minimization, and

responsiveness through sophisticated
data exchange and decision-making

processes (Wang, 2010).
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Strategies For Overcoming
Challenges In Implementing
Omnichannel Logistics

The strategies for addressing challenges
in omnichannel logistics, with a focus on
integrating a holistic mental model,
efficient inventory management, and
reconciling organizational goals with
omnichannel strategy in order to build
customer experience and operational
2024).The

leadership  skKills,

efficiency(Fahim et al.,
research identifies

governance  structures,  investment
choice-making, and co-specialization as
key  approaches  for  addressing
challenges in executing omnichannel
logistics, with a focus on the need for
cross-functional integration and
incentive alignment in order to increase
resource  dedication and effective
transformation(Eriksson et al., 2022).

The approaches like incorporating
information technology, organizational
reform, and processing customer
feedback for maximization in order to
overcome obstacles in achieving
omnichannel logistics, which, in the
long run, results in better business
indicators like enhanced sales in retail
2022).The

article identifies issues like increasing

firms(Barbosa & Casais,

network complexity, more stringent

lead-time demands, and wider product

offerings. Solutions involve increasing
IS capabilities for real-time decision-
making, consolidating systems across
handling nodes, and using logistics
service providers for flexibility and
assistance(Kembro & Norrman, 2019).

Techniques like blending online and
offline channels, streamlining inventory
management, and improving delivery
processes. It highlights the need for
synergy between online and offline
logistics to make omni-channel retailing
economically sustainable(Marchet et al.,
2017).The paper outlines five types for
Omni-Channel

addressing retailing

challenges: negative friction
minimization, complete Omni-Channel
integration, customer focus, inventory
visibility in real-time, and operations
optimization, utilizing Industry 4.0 ideas
such as 10T and Cyber-Physical Systems
for successful implementation(Janhofer
et al., 2020).

Tactics for navigating obstacles in the
omnichannel

evolving process of

logistics involve setting out clear
standards for consistency, developing a
brand  book,

investments in scalable technology, and

centralized making

engaging cross-departmental efforts to

solve data silos and maintain quality
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control in all channels(Darvidou,
2024).The article formulates strategies
team

like redesigning interactions,

establishing common objectives,
integrating systems, investing in human
capital, and selecting 'moments of truth’
in the customer life cycle to address
issues in  delivering omnichannel
customer experience in service-based
organizations(Gerea & Herskovic, 2022).
omnichannel

Overcoming logistics

challenges involves combining
comprehensive strategies to optimize
customer experience and operational
effectiveness. Strong inventory
management, organizational realignment,
and leadership  competencies are
essential in overcoming
(Fahim et al.,, 2024; Eriksson et al.,
2022).

information

challenges

Solutions involve utilizing
technology,
feedback,

online-offline  synergy

handling
customer and optimizing
to maximize
delivery operations (Barbosa & Casais,
2022; Marchet et al., 2017).Advanced
practices such as real-time inventory
visibility, Industry 4.0 technologies, and
centralized systems enhance
responsiveness and lower inefficiencies
2020; Kembro &

Norrman, 2019). Practices such as cross-

(Janhofer et al.,

departmental  collaboration, scalable

technology investment, and reverse

logistics integration increase supply

chain coordination (Darvidou, 2024;

Chan et al., 2020).

The Role of Technology in Facilitating
Supply Chain Collaboration in
Omnichannel Logistics.

Technology, and more specifically the
Internet of Things (loT), increases
supply chain collaboration by increasing
process efficiency, flexibility, business
synergy, and innovation, thus allowing
partners to plan and implement

operations  together effectively in

omnichannel logistics(Saihi et al.,
2022).The emerging technologies such
as loT, blockchain, and analytics
facilitate supply chain collaboration by
increasing  visibility,  guaranteeing
product authenticity, and building trust
through real-time communication and
centralized data-sharing, essential for
efficient omnichannel
2025).

Technology has made new possibilities

logistics(Grant,

of collaboration across supply chains
possible, allowing for co-creation of
product offerings and impact on strategy
from the outside world, thereby
improving efficiency and effectiveness

in omnichannel logistics within the
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Framework of the Fourth

Industrial
2023).The

technologies facilitate the

Revolution(Stone et al.,
relational
relationship between collaboration and
integration that improves performance
results in supply chains. Well-designed
technology use allows companies to
more effectively coordinate activities,

lower costs, and increase logistics
service competency, essential for
omnichannel logistics(Adams et al.,
2014).

Information Technology supports supply
chain integration by providing data

gathering, exchange, and process
streamlining using software such as ERP
and VMI. Such technologies tighten
customers and

interactions among

suppliers, increase efficiency, and

enhance confidence in omnichannel
logistics(Neubert et al.,
2018).Technology supply

chain collaborations by enhancing the

improves

level of services, information sharing,
and relation quality, which together

create better logistics service and

financial outcomes in omnichannel
logistics environments(Richey et al.,
2010).

Information and related technologies
play a significant role in supporting
supply  chain

integration,  making

coordination and collaboration with
partners possible, and in resolving
complexity caused by variability of
omnichannel

market demands in

logistics(Balakrishnan &  Geunes,
2009).Technology-facilitated marketing
is critical in streamlining supply chain
collaboration, implying that combining
marketing efforts with supply chain
management can leverage synergies,
hence enabling effective collaboration in
omnichannel logistics(Ali, 2019).

Technology, especially the Internet of
Things (loT), has transformed supply
chain collaboration in omnichannel

logistics by  optimizing  process
efficiency, flexibility, and innovation
(Saihi et al., 2022). 10T, blockchain, and
analytics enhance visibility, guarantee
product authenticity, and create trust
through the sharing of real-time data
(Grant, 2025). These technologies make
operations more streamlined, enhance
inventory management, and facilitate co-
creation of product offerings (Stone et
al., 2023). 10T enables integration by de-
siloing, better communication, and
decision-making optimization (Neubert
et al, 2018;
2010).Furthermore,

solutions such as GPS trackers enable

Richey et al,
loT-powered
enhance

real-time tracking to
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responsiveness and customer experience
(Appinventiv, 2024).

Discussion

Omnichannel logistics has become the
pillar of modern retail driven by the
integration of online and offline
channels to meet shifting customer
expectations. Logistically, the quality of
logistics services (LSQ) significantly
impacts customer satisfaction, with
qualities such as punctuality, condition,
and returnability being crucial factors.
Studies classify these characteristics into
must-be, one-dimensional, and attractive,
with must-be characteristics such as
timely delivery having the greatest

influence on loyalty. For example, in

buy-online-pickup-in-store (BOPS)
formats, timeliness partially mediates
satisfaction's influence on loyalty,

whereas in  buy-in-store-ship-direct
(BSSD) cases, it completely mediates
the relationship. But omnichannel
success cannot be achieved through LSQ
alone; there needs to be operating
flexibility as well as customized
approaches to contend with sector-
SKU

complexity in electronics or excessive

specific issues, for example,
return rates in clothing. The retailers

should make inventory visibility and

return frictionless to

processes

counteract stockouts and maintain
confidence, since disconnected systems
or complicated returns would undermine
customer satisfaction.

Supply chain coordination also becomes
a key driver of efficiency and resilience,
most importantly in arresting disruptions
such as those caused by the COVID-19
pandemic. Ship-from-store and

decentralized inventory pooling
strategies enable retailers to dynamically
distribute stock across channels so that
stockouts are reduced during surge
demands. Real-time sharing of data via
centralized systems facilitates agile
replenishment, and collaborations with
third-party logistics (3PL) providers
optimize last-mile delivery efficiency.
Yet, complexities remain, such as global
SKUs with different lead times and cost-
to-serve pressures against consumer
demands for free shipping. Models such
as Deloitte's "three pillars"—cost,
performance, and risk balance—provide
a guide to managing these complexities,
maintaining profitability while ensuring
compliance and brand safety.

Strategic deployment of omnichannel
logistics

requires organizational

synchronization and  technological

conjoining. Interdepartmental
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coordination between marketing and
logistics affords harmonious customer
experience, as in Zara's application of
integrated order management systems
(OMS) to harmonize inventories across
channels. Centralized decision making
through ERP systems enhances forecast
accuracy,  while  customer-focused
fulfillment methods such as curbside
pickup serve impatient customers.
Reverse logistics integration, such as
return

automated portals and

refurbishment centers, also decreases

costs and environmental footprint.
However, legacy IT infrastructure and
lack of employee training are still
hurdles, especially for retailers moving
away from legacy models. Spending on
unified commerce platforms and flexible
methodologies, like micro-fulfillment
centers, can enable companies to pilot
and scale innovations without having to
revamp current infrastructure.

Technology facilitates these advances,
with technologies like 10T, blockchain,
and Al analytics addressing
omnichannel issues. 10T sensors provide
end-to-end traceability, ensuring product
authenticity and cold-chain compliance,
as Walmart's blockchain-based produce
tracking shows.Al streamlines routes

and demand forecasting, and cloud

platforms enable real-time supplier and
3PL collaboration. Yet, the low-margin
nature of small retailing can make
integration costs and data security a risk,
requiring alliances with tech-enabled
3PLs to help amortize infrastructure
investments. Future directions involve
hyper-personalization, where Al
optimizes promotions and delivery slots
around purchase history, and sustainable
circular supply chains that focus on
refurbishment and recycling.
Autonomous technologies such as drone
deliveries and robotic fulfillment centers
will also eliminate the risk of human
error and expedite fulfillment.

Similarly , omnichannel logistics relies
on the synergy of LSQ, supply chain
coordination, strategic alignment, and
technological innovation. Retailers need
to focus on must-be LSQ characteristics,
fulfillment

embrace collaborative

models, and utilize emerging

technologies to drive visibility and
agility. Although challenges such as

legacy systems and cost pressures

remain, investments in integrated

platforms, agile methodologies, and

risk-aware frameworks enable

companies to ride the dynamic retail
wave. By

harmonizing cost,

performance, and risk—and always
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keeping customer-centricity top of
mind—retailers can attain operational
excellence and long-term loyalty in the

age of omnichannel.

Main Findings
The primary results of the summaries on
omnichannel

logistics emphasize a

number of key elements that are
responsible for its success. These are
logistics service quality (LSQ), supply
chain

coordination, strategic

implementation, and  technological
innovation. Each of these factors has a
specific role in improving operational
efficiency, customer satisfaction, and
finally, business profitability.

Logistics service quality (LSQ) is the
backbone of customer satisfaction in
retail. LSQ

several attributes including timeliness,

omnichannel includes
product condition, return flexibility, and

personalized  tracking. These are

grouped under must-be, one-
dimensional, and attractive qualities. Of
these, must-be attributes such as timely
delivery have the most significant
impact on customer satisfaction and
loyalty. For example, in buy-online-
(BOPS)

timeliness partially mediates satisfaction

pickup-in-store scenarios,

and loyalty, whereas in buy-in-store-

ship-direct  (BSSD)  scenarios, it
completely mediates satisfaction and
loyalty.

LSQ alone, however, cannot be relied
upon to ensure customer satisfaction in
omnichannel logistics. It has to be
supported by operational flexibility and
custom strategies that fit the particular
needs of various retail channels. For
example, electronics retailers are faced
with SKU complexity and high return
rates, which require robust inventory
efficient

management systems and

return processes. Similarly, apparel
stores must offer easy returns in order to
confidence and

maintain  customer

satisfaction. Poor return logistics or
fragmented inventory systems can lead
to stockouts or overstocking, which
erode customer confidence in the brand.
Supply chain coordination is critical to
reducing costs, enhancing operational
efficiency, and risk reduction in
omnichannel logistics. Coordination is
effective when inventory is dynamically
allocated across channels to address
varying demand while minimizing
Ship-

from-store and decentralized inventory

stockouts and misallocations.
pooling have been effective strategies
for optimizing fulfillment processes

during peak demand or disruptions such
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as the COVID-19 pandemic. Such
methods enable retailers to use their
physical stores as fulfillment centers to
boost agility and responsiveness.

Real-time information exchange via

centralized inventory systems also
solidifies supply chain coordination by
allowing dynamic replenishment
through real demand patterns. Joint
collaborations with third-party logistics
(3PL) providers also optimize last-mile
delivery efficiency and lower costs of
operation. For example, 3PLs dedicated
to omnichannel fulfillment can guide
cumbersome

companies through

delivery networks through localized
solutions based on individual markets.

Though supply chain coordination is
advantageous, it is not without its
challenges. Stewarding global SKUs
with widely different lead times taxes
traditional

systems,  calling  for

sophisticated forecasting tools and
complex algorithms to drive precise
demand  forecasting.  Furthermore,
reconciling cost-to-serve pressures in the
face of consumer demand for free

shipping is a tall order for retailers.

Vehicles such as Deloitte's "three
pillars"—cost management,
performance optimization, and risk

management—offer sound insight for

resolving these challenges and ensuring
profitability and brand protection.
Organizational coordination and
technology harmonization throughout
channels and functions are needed for
effective implementation of
omnichannel logistics. Marketing and
logistics teams have cross-departmental
cooperation, ensuring similar customer
experiences by synchronizing promotion
tactics with logistics capacities. Zara's
integrated order management systems
(OMS) use, for instance, enable the
company to synchronize online and
offline inventory across channels and
show real-time availability of stocks to
customers while achieving seamless
order fulfillment.

Centralized decision-making via ERP
systems also enhances the accuracy of
forecasts by consolidating data from
suppliers, stores, and warehouses onto a
single platform. It enables firms to

optimize inventory levels across
channels and reduce order fulfiliment
lead times. Customer-centric fulfillment
choices such as same-day delivery,
curbside  pickup, or personalized
delivery slots appeal to the growing
impatience of modern consumers who

value convenience at each touchpoint.
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Reverse logistics integration is also a

significant  strategic  implementation
aspect of omnichannel logistics.
Automated  return  portals  ease

customers' return processes while saving
operational expenses for companies.

Refurbishment centers enhance
sustainability even more by giving
returned products new uses rather than
outrightly discarding them. Nevertheless,

existing IT systems tend to complicate

real-time channel coordination,
preventing retailers from seamlessly
integrating without considerable

infrastructure investment or employee
training initiatives. Spending on unified
commerce

platforms and adaptive

methodologies—such as micro-
fulfillment centers—enables companies
to pilot and ramp up innovations without
completely revamping existing
infrastructure.

Technology forms the backbone of
omnichannel logistics  success by
resolving supply chain visibility, agility,
and scalability complexities. New-age

technologies like 10T (Internet of

visibility and responsiveness across
stakeholders.

loT sensors give full end-to-end
traceability to products during their
entire from

lifecycle suppliers to

consumers. Walmart, for instance,
implements blockchain technology in
association with 10T devices to trace
fruits and vegetables from farms to retail
stores in real time—a process that
guarantees freshness while minimizing
wastage considerably. 10T temperature
sensors placed in delivery trucks also
track  cold-chain  compliance  for
perishables such as drugs or foodstuffs.

Al-based analytics improve different
facets of omnichannel logistics by
anticipating demand patterns correctly
based on trends in historical data or
external drivers like weather patterns or
holiday seasonality peaks. Dynamic

pricing software adjusts prices to
optimize profitability margins during
peak demand periods without scaring off
price-conscious shopper segments. At
the same time, Al optimizes inventory

levels in an efficient manner, preventing

Things), blockchain, Al-powered  excessive markdowns and clearance

analytics, and cloud-based platforms  sales events.

have  transformed  supply chain  Cloud-based solutions allow for instant

partnership by  providing greater  collaboration among suppliers,
manufacturers, distributors, and retailers
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to promote smooth communication, data
exchange, and decision-making
processes across whole supply chains.
Small retailers are usually plagued by
integration expenses and data security
threats, prompting them to enter into

alliances with tech-savvy 3PLs to

counterbalance infrastructure investment.

Suggestions

Highlight Logistics Service Quality
(LSQ)

Logistics Service Quality (LSQ) is an
underpinning element of omnichannel
logistics and has direct bearing on
satisfaction.

loyalty and customer

Attributes such as ease of return,
punctuality, and condition of products
play a fundamental role in developing
consumers' images. LSQ dimensions are
most often classified into must-be, one-
dimensional, and attractive

characteristics. Of these, on-time

delivery is the most significant must-be
attribute having the most critical
influence on loyalty. For instance, in
(BOPS)

partially

Buy-Online-Pickup-In-Store
configurations,  timeliness
mediates the satisfaction-loyalty
relationship, whereas in Buy-In-Store-

Ship-Direct (BSSD) configurations, it

fully mediates the satisfaction-loyalty
relationship.

Retailers need to provide frictionless
LSQ throughout all channels in order to
serve customers and fuel retention. It
involves delivering goods in great
product condition and streamlining the
process of returning the goods in order
to eliminate friction and improve
satisfaction. Focusing on these need-to-
have traits, retailers will be able to

establish trust and loyalty in customers.

Address Sector-Specific Challenges

Omnichannel logistics is not a universal
panacea; rather, it has to be adapted to
suit the needs of individual sectors.
Retailers in electronics deal with SKU
complexity caused by varying product
specs, requiring sophisticated inventory
visibility applications. Apparel retailers
struggle with inordinate return rates that
require ease of returns. For these
verticals, hassle-free inventory visibility
and reverse logistics solutions are
required to ensure customer satisfaction.
Beyond this, systems that are decoupled
or complex returns may erode faith in

the brand.
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their

Retailers have to customize
approach to neutralize these problems
while

promoting operational

effectiveness. For example, adopting

computerized return  portals and

refurbishment  centers can  lower
expenses and environmental footprint in
the  apparel industry.  Likewise,
employing data analytics to forecast
demand and maintain inventory can
enable electronics retailers to manage

SKU complexity successfully

Enhance Supply Chain Coordination
Simplified supply chain management is
essential for omnichannel success. Ship-
from-store and decentralized pool
strategies allow retailers to dynamically
manage inventory across channels in
real-time, reducing stockouts during
surge demands. Real-time sharing of
data via centralized systems enables
quick replenishment and ensures hassle-
free operations across touchpoints.
(3PL)

maximizes

Third-party logistics partner

collaboration last-mile
delivery effectiveness.

Yet, complexities like global SKUs with
varying lead times and cost-to-serve
pressures against the consumer desire
for free shipping continue to be a

challenge. Retailers need to employ

frameworks such as Deloitte's "three
pillars"—cost, performance, and risk
balance—to  address  the  above
complexities effectively. Through the
integration of the above strategies,
retailers can increase supply chain

resilience and efficiency.

Encourage Strategic Alignment
Organizational strategic alignment is
omnichannel

critical in  aligning

operations. Coordination across
departments for marketing and logistics
guarantees a  uniform  customer
experience. For example, Zara's unified
(OMS)

facilitates synchronization of channels

order management system
for inventory, which improves forecast
accuracy and operational performance.
Enterprise resource planning (ERP)
systems facilitate centralized decision-
making, which strengthens demand
forecasting and inventory management.
In addition, reverse logistics integration
like automated return portals and
refurbishment centers is cost-cutting and
environmentally friendly. Organizational
synchronization needs to be a priority
for retailers in order to achieve
frictionless omnichannel execution. This
means aligning marketing initiatives

with logistics capacity to deliver on
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customer promises across channels

consistently.

Embrace Technological Innovation

Technology propels the development of
omnichannel logistics by resolving main
issues and promoting efficiency. loT
offer  end-to-end

Sensors product

traceability, guaranteeing authenticity
and cold-chain compliance. Blockchain
technology supports greater
transparency through secure tracking of
products across the supply chain. Al
analysis automates processes like route
planning and demand forecasting, while
cloud platforms support real-time
collaboration between suppliers and 3PL
providers.

Yet, little retailers tend to suffer from
cost pressures of converging these
Collaborations  with

3PLs can

technologies.
technology-driven make
investments in infrastructure pay off by
sustaining competitive nimbleness while
amortizing  upfront  costs.  These
technologies, in turn, allow retailers to
promote supply chain visibility, lower
operations costs, and enhance customer

satisfaction.

Overcome Operational Challenges

Legacy IT infrastructure still poses a
major challenge for most retailers in the
move to omnichannel models. The

investment in  unified commerce
platforms enables companies to merge in
place  current  systems  without
necessitating total overhauls. Flexible
strategies such as micro-fulfillment
centers make it possible for companies
to pilot experiments at reduced expenses
while efficiently scaling operations.
Staff

responsible for educating teams about

training initiatives will  be
the skills that they need in order to drive
complex omnichannel configurations.

Through effective resolution of such

operational challenges in advance,
retailers will gain higher levels of
responsiveness and agility amidst

rapidly changing market environments.

It requires investing in agile IT

infrastructure that is able to react
towards changing consumer trends and

marketplace developments

Future Implications of the Study

Enhanced Customer Experience

The future of omnichannel logistics will
focus heavily on improving customer
experience by offering seamless
integration across online and offline
Retailers  will

channels. prioritize
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convenience, consistency, and control
for customers, ensuring they can shop
wherever, whenever, and however they
prefer. This includes innovations like
augmented reality for virtual shopping,
immersive in-store experiences, and
personalized promotions based on
unified customer profiles. Additionally,
the continued growth of showrooming—
where customers browse in-store but
purchase online—will redefine the role
of physical stores as experiential hubs

rather than mere transaction points.

Unified Commerce Platforms

The next phase of omnichannel logistics
is unified commerce, where all sales
channels, operations, and processes are
built natively on a centralized platform.
This eliminates the inefficiencies of
patchy middleware and fragmented
systems traditionally associated with
omnichannel retailing. Unified platforms
enable real-time inventory visibility,
streamlined fulfillment processes, and
consistent customer experiences across
touchpoints. By integrating point-of-sale
(POS)

platforms,

systems  with  e-commerce

retailers  can  reduce
operational costs while enhancing agility

to respond to market demands.

Sustainability as a Core Strategy

Sustainability will become a cornerstone
of omnichannel logistics. Retailers will
adopt eco-friendly practices such as
optimizing delivery routes, using electric
vehicles, and implementing reusable
packaging solutions. Transparency in
communicating sustainability efforts to
customers will enhance brand perception
and loyalty. Circular supply chains
focusing on refurbishment and recycling
will gain traction as businesses aim to
environmental

reduce their footprint

while maintaining operational efficiency.
Advanced  Technologies  Driving
Efficiency

Technological innovation will continue
to shape the future of omnichannel
logistics. 10T sensors will provide end-
to-end traceability for products, ensuring
authenticity and compliance with cold-
chain requirements. Blockchain
technology will enhance transparency by
securely tracking goods throughout the
supply chain. Al-driven analytics will
optimize routes, improve demand
forecasting, and personalize customer
experiences based on purchase history.
Autonomous technologies such as drone

deliveries and robotic fulfillment centers
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promise faster order processing while

minimizing human errors.

Workforce Evolution

The human element in logistics will
evolve alongside technological
advancements. Retailers will invest in
scalable workforce planning and training
programs to upskill employees for

handling complex omnichannel
operations. Automation solutions will
complement  human  efforts by
improving productivity during peak
seasons while maintaining flexibility in

labor management.

Integration of B2B and B2C Models

Omnichannel logistics will increasingly
integrate B2B and B2C distribution
models to  enhance  operational
efficiency and cost savings. This shift is
driven by the need to eliminate silos
within the supply chain and optimize
inventory management across channels.
Retailers adopting this approach can
achieve greater agility in responding to
demands while

consumer reducing

logistics costs.

Expansion into Digital Channels
As digital natives like Gen Z drive
retailers  will

omnichannel trends,

expand their presence across digital
platforms such as mobile apps, social
media storefronts, and marketplaces.
Mobile wallets and apps are expected to
dominate in-store payments, further
blending the online-offline shopping
experience. Retailers will also leverage
SaaS

management to streamline operations

solutions  for  multi-vendor

and improve supplier performance.

Conclusion

The research focuses on the central
importance of omnichannel logistics in
contemporary retailing, its contribution
to customer satisfaction and loyalty.

Quality (LSQ),
especially should-be attributes such as

logistics  services
timely delivery, are vital to building
loyalty. Supply chain coordination
initiatives  like  ship-from-store and
decentralized inventory pooling increase
efficiency and resilience, while models
like Deloitte's "three pillars" facilitate
managing complexities such as global
SKUs and cost pressures. Strategic

execution necessitates organizational
alignment and technological integration,
with  coordinated departments and
integrated order management systems
(OMS) that provide end-to-end customer
While

experience consistency.
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difficulties such as legacy IT systems
and training deficiencies hinder the path,
investment in  unified commerce
platforms and adaptive methodologies
can counter these issues. Technology,
10T, blockchain, and Al

logistics by

such as
analytics, revolutionizes
optimizing traceability, efficiency, and
facilitates

customer satisfaction. It

individualized experiences and

sustainable supply chain practices.

Succeeding in omnichannel logistics

requires a comprehensive approach that
LSQ, supply
coordination, strategic alignment, and

combines chain
technological innovation. By focusing
on customer-centricity and managing
cost, performance, and risk, retailers can

manage complexities and establish long-

term loyalty. Adopting omnichannel
strategies is critical to sustaining
operational excellence and driving

business growth in the changing retail

environment.
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