
Parcours d’achat du consommateur : vers l’omnicanal 
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 /H� FRPSRUWHPHQW� GHV� FOLHQWV� TXL� pYROXH� VDQV� FHVVH�� /¶DERQGDQFH� GHV� FDQDX[�PpGLD�
WLTXHV�DPSOLILpV�SDU�OHV�RXWLOV�QXPpULTXHV�SHUPHWWHQW�GH�VH�UHQVHLJQHU��FRPSDUHU�HW�DFKHWHU�
j� WRXW� PRPHQW� HW� SDUWRXW� �� XQ� PDJDVLQ� SK\VLTXH�� XQH� ERXWLTXH� H-FRPPHUFH�� XQH� PDU�
NHWSODFH�VXU�VXSSRUWV� IL[HV�RX�PRELOHV«�/D�GLYHUVLWp�GH� O¶RIIUH�FRPPHUFLDOH�VH�EDVH�GpVRU�
PDLV�SDV�XQLTXHPHQW�VXU�OD�JDPPH�HW�O¶RIIUH�SURGXLW��PDLV�pJDOHPHQW�VXU�OD�IOH[LELOLWp�GX�SDU�
FRXUV�G¶DFKDW�HW�O¶H[SpULHQFH�RIIHUWH�DX�FOLHQW� 
&RPPHQW�VH�UHSpUHU�GDQV�FHWWH�GLYHUVLWp�"�4XHOOH�HVW� OH�FRPSRUWHPHQW�HW� OD�SUpIpUHQFH�GX�
FRQVRPPDWHXU�" 
)DFH�DX[�LQWHUURJDWLRQV�GHV�DFWHXUV�GHV�ILOLqUHV�GX�YpJpWDO�VXU�OD�PDQLqUH�GH�V
\�DGDSWHU�DILQ�
GH�PLHX[�FDSWHU� OHXU�FOLHQWqOH��9(*(32/<6�D�HQJDJp�SRXU� OD�SUHPLqUH� IRLV�XQH�pWXGH�SHU�
PHWWDQW�GH�FRQQDvWUH�GH�PDQLqUH�UHSUpVHQWDWLYH�OH�FRPSRUWHPHQW�G
DFKDW�FOLHQWV�HQ�PDWLqUH�
GH�YpJpWDX[�G
RUQHPHQW�� 
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