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The Impact of Cross-Channel Integration on Sales Performance of Retail Enterprises

Wang Juying
(College of Management, Ocean University of China, Qingdao 266100, P.R.China)

Abstract; How retail enterprises conduct cross-channel integration to improve sales performance in
the context of new retailing is a key issue of widespread concern in the industry. The integration and
operation of cross-channels involves a lot of manpower, complex technology and high costs. Retail
enterprises need to fully analyze and weigh the management and construction of channels according
to their own resources. Based on the configuration analysis model of cross-channel integration and
sales performance of retail enterprises, this paper studies the necessary conditions and configuration
of high sales performance in cross-channel integration by using the Necessary Condition Analysis
(NCA) and Fuzzy Set Qualitative Comparative Analysis (fsQCA) methods. The NCA method not
only pays attention to the interaction between channels, but also considers the characteristics of each
channel itself. The fsQCA method solves the problem that the traditional research methods stick to
the significance of a single factor, and explores how to realize the integration and allocation of re-
sources in various channels from the perspective of configuration to improve sales performance,
which makes up for the lack of configuration research perspective in the existing literature of cross
channel integration. The results show that: (1) The results of NCA method show that there is no neces-
sary condition for high sales performance in the single factor of cross-channel integration of retail
enterprises, but it is necessary to pay attention to the combination effect of self-built platform, online order
and store pick-up and returning to store. (2) The fSQCA method obtains that the three conditional configura-
tions of online channel independent expansion, cross-channel interaction and brand extension can produce
high sales performance, and different configurations represent multiple realization modes of high sales per-
formance of retail enterprises. (3) The two configurations that lead to low sales performance results show a
lack of cross-channel service complementarity.

Keywords: Cross-channel integration; Retail enterprises; Sales performance; Fuzzy set qualitative

comparative analysis
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