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i crealimg Business suceess., Though the ERPs bave boen
cutensively discussed {rom (Be information techaodogy
atapafipoini . if is omvlically impoiast or business units o
undersiand the tode of ERP o Failinsting and creabing
basineas spcoess. Imdeed failure of the svstems in
proev kg the righs aml sufficien! informalions may cause
adverse impact such as progect delayx, budget overnans
and Beasiggss dikrapieon 0o 1B coganatation. Fos that
reasos, the ERM shouldd Be seen os & peocess enoded in
converting and poverming the busaness ata imo uselwl
busaness information (Cenllin & Wright 2015). The muis
obrvemusly efiected and reshaped fundamemally the way
bty pews dlats iy codlecied, stored, emepralad snd wwed in
differenl ways (Teitinen. Pellinen & Jdrvempda 2000 3)
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Abstract. The aricle amms o invesfigae orgenpaiximal synergies m the omm
channel service conlexi. In domg s, # discleses new ommi-channel irenck and
chscussss 1t implacatenms T or mameg ers and academacs. 11 uses a qualittve maulh
method approach, which inchdex mere than one methad of callecing data o
generade comprehers veness and nich bnow led ge, namehy : a s ysiemadse hieratume
review and a case siudy. The irmsnkm & an omnrchamel servior neuones
comipanies 1o dovercome many orgamyational challeng= and 15 compelhng
academics and prachtoners o foos an ols operations mamgenmenl. The resul ks
mndicade that argamzational synesgies are clanging ithe camni-channe] landscape
and may provide several opporunmities for ganme competitive advantages by
miplementing new lechnalagies (e.g. m-paymeni ), and anhapimeg cusiomer
needs {e.g . malh-hrand expenence). 1tis posible that theie orgamzatonal syner
mes ane iramcendmg the omni-chamne]l concepd, creadmeg new irends, bad i
cemfirm this hypaihess furher mvesgaton n needed.

keywords: Orpnoatom] synergies - Omm-clanne]l services - Qualdative
mau h-method approach - Sysiematic hlerature review - Caee siudy - Competitive
2] vantage - Operal ks manageanen|

1 Introduction

Riecem times have seen an increasing intorest in omni-channel services. Whereas tradi-
tional retail players are ramping up their Inlemel presence, online-first retailers are
complementing their service delivery systems by opening stores and showrsoms [ 1],
Coslomers are becoming mowe sell-mssured in employing elecwronic devices {eg.
laptops, tableis, mobile phones...) both for product search and order placement [2].
Muoreover, the service delivery arena isnow evolving from the adoption of mult-channe|
approaches, where cusiomers ane offerad aliemative channels, wwands the pursuit of
oariti- Channel Arategies that aim at leveraging on ine gration, and the potential synergies
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