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ABSTRACT

The Retail industry is facing a transformation driven by digitalization, customer 
expectations and heightened post-​pandemic consciousness revolving around value, 
ethics and experience. Consumer experience (CX) has been widely researched, but 
there is limited empirical research which showcases the practitioner perspective 
on CX success factors in emerging markets like India. This study addresses this 
gap and adopts a qualitative Braun and Clarke’s thematic analysis approach. This 
approach is based on in-​depth interviews (n=15) with professionals from diverse 
retail backgrounds. The findings of this research reveal four interrelated drivers 
of CX i.e. excellence, personalization and customer engagement along with tech-
nology integration and sustainability. These factors collectively shape consumer 
trust, loyalty and lead to long term business growth. The novelty of this study lies 
in integrating practitioner insights into a comprehensive conceptual model which 
reflects post COVID shifts in omnichannel behavior.
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INTRODUCTION

The retail industry and its unprecedented transformation over the past decade 
has resulted in Customer experience (CX) to emerge as a critical determinant of 
competitive advantage. It has also impacted how they interact across multiple touch-
points (Lemon & Verhoef, 2016; Grewal et al., 2017).Consumers have heightened 
expectations of tailoring offerings to their preferences, behaviours and context (Klaus, 
2013).On the other hand, consumer engagement which is manifested through prom-
inence, foster long term relationships beyond transactional exchanges (Verhoef et 
al., 2015).This rapid technology adoption has enabled retailers to deliver integrated 
and responsive experiences at scale (Pantano & Vannucci, 2019).The pandemic fu-
elled these shifts and compelled retailers to reimagining customer journeys through 
digital first interactions and contactless services along with hyper -​personalized 
engagement models (Sheth, 2020).

Research Gap

Despite of extensive academic research on CX or customer experience, pub-
lished studies adopt a consumer-​centric or quantitative approach. Also, they are in 
developed markets and there is a lack of empirical research which captures senior 
practitioner perspectives on CX success factors withing the Indian system. The 
combined influence of personalization, engagement, sustainability, and emerging 
digital technologies has not been sufficiently examined through an integrative 
qualitative lens.

Objectives of the Study

This study aims to:

1. 	 Identify the key success factors influencing customer experience in the Indian 
retail sector.

2. 	 Examine how personalization, customer engagement, technology, and sustain-
ability shape CX outcomes.

3. 	 Develop a practitioner-​informed conceptual model linking CX drivers with 
strategic business outcomes.

Organization of the Paper

The paper is organized as -​the theoretical background underpinning the study, 
followed by the research methodology and respondent profile. Subsequent sections 
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