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Abstract : The advent of the Internet, mobile devices and social media is revolutionizing the experience of retail customers by
linking multiple sources through various channels. Omnichannel retailing is a retailing that combines multiple channels to
allow customers to seamlessly leverage all the distribution information online and offline while shopping. Therefore, today data
are an asset more critical than ever for all organizations. Nonetheless, because of its heterogeneity through platforms,
developers are currently facing difficulties in dealing with personal data. Considering the possibilities of omnichannel
communication, this paper presents channel categorization that could enhance the customer experience of omnichannel center
called hyper center. The purpose of this paper is fundamentally to describe the connection between the omnichannel hyper
center and the customer, with particular attention to privacy protection. The first phase was finding the most appropriate
channels of communication for hyper center. Consequently, a selection of widely used communication channels has been
identified and analyzed with regard to the effect requirements for optimizing user experience. The evaluation criteria are
divided into 3 groups: general, user profile and channel options. For each criterion the weight of importance for omnichannel
communication was defined. The most important thing was to consider how the hyper center can make user identification while
respecting the privacy protection requirements. The study carried out also shows what customer experience across digital
networks would look like, based on an omnichannel approach owing to privacy protection principles.
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