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E-Commerce Building Solution to Realize True Omnichannel Capabilities
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Abstract

Recently, various companies are working on omnichannel commerce to improve customer
loyalty. However, these companies are not necessarily successful in acquiring sufficient
omnichannel capabilities. The ultimate purpose of omnichannel capabilities is to improve
customer loyalty, the achievement of which requires the provision of better customer experience
(CX). CX is thought to be the experience of resolving customers’ issues and that this is what
improves customer loyalty. Accordingly, to achieve omnichannel capabilities, how solutions
to customers’ issues can be proposed is key. Fujitsu offers FUJITSU Business Application
SNAPEC-EX (hereafter, SNAPEC-EX), an electronic commerce (EC) building solution that
realizes omnichannel capabilities. This is intended to resolve customers’ issues by linking
companies’ EC sites and brick-and-mortar stores in order to improve customer loyalty. This
paper describes Fujitsu’s idea of omnichannel capabilities and presents an outline of SNAPEC-
EX, as well as an example where a customer’s stores were provided with omnichannel
capabilities.
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