
How the omnichannel may fail
An example of inconsistent communication with customer
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Customer wants to 
send flowers to 
a friend

They go online, find 
the right flowers
 at XYZ.com, 
and makes
the purchase

“your order is confirmed”
  • Sent by www.XYZ.com

“your order is ready for shipment”
  • Sent by www.XYZ.com

“your order is delivered”
  • Sent by the logistics company

www.XYZ.com
receives the payment
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The order is delivered

The order is 
prepared

The order is passed 
to the logistics 
company for delivery

The final message is sent by the 3PL, while the customer has no idea who it is, so it may make confusions. 
The customer placed the order to XYZ.com, so all communications should have been done by or via them.
The customer does not know and doesn’t want to know about the arrangements between the supplier and 3PL.
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