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O O O A retailer with a multi-channel strategy can use the most appropriate channels tosell particular goods or
services or to reach different target markets. Because eachchannel has a unique combination of strengths, a
multi-channel retailer has thebest opportunities to fulfill its customers’ shopping desires.Store-based shopping
enables customers to see an item, feel it, smell it (I e.g.,candles or perfumes(] , try it out, and then pick it up and
take it home on the sameshopping trip without incurring shipping and handling costs. Catalogs offer highvisual
impact, a high-quality image, and portability (1 they can be taken anywhereby the shopperd . The Web offers
high-quality video/audio capabilities, an interac-tive format, a personalized customer interface, virtually unlimited
space, the abil-ity for a customer to verify in-stock position and order status, and, in some cases,tax-free shopping.
In-store kiosks are helpful for shoppers not having Web access,can lead to less inventory in the store [ and reduce
the need to stock low-turnoveritems in each store[] , facilitate self-service by providing information, and offer
highvideo/audio quality. To plan an appropriate channel mix and the role of each channel, retailersmust recognize
how different channels complement one another. J.C. Penneyd www.jcpenney.com] posts circulars on its Web
site for consumers to use in stores,and it has a broader selection of items such as small appliances in catalogs
toencourage consumers to shop in multiple ways.Opportunities to Leverage AssetsMulti-channel retailing presents
opportunities for firms to leverage both tangibleassets and intangible assets. A store-based retailer can leverage
tangible assets byusing excess capacity in its warehouse to service catalog or Web sales; and thatsame firm can
leverage its well-known brand name [J an intangible assetl] by sellingonline in geographic areas where it has no
stores. Retailers can work with channel partners to leverage their collective assets.Under a strategic partnership
between Office Depot [ www.officedepot.coml] andAmazon.com [J www.amazon.com[] , Amazon.com
processes customer transactionst] including credit-card processing[] and develops and maintains the Web
site.Office Depot manages its own inventory and handles all order fulfillment activi-ties. In addition, merchandise
ordered online can be picked up at Office Depot'sU.S. stores.
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