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Abstract

This study aims to analyze the role of omni-channel consistency in building customer trust within the
context of digital retail in the Kingdom of Saudi Arabia, amid the rapid growth of electronic
transactions and increasing consumer reliance on digital channels. The study adopted an analytical
approach based on secondary data through the examination of official indicators and relevant
regulatory sources, integrated within a conceptual framework explaining the relationship between
channel consistency, perceived uncertainty, and customer trust. The study revealed several key
findings: Omni-channel consistency emerged as a critical factor in reducing customers’ perceived
uncertainty, as inconsistencies in information or policies across channels increased hesitation and
weakened trust in digital transactions, Aligning product information, pricing, return policies, and
delivery practices across channels contributed to a more predictable customer experience and
supported trust formation during purchase decisions, Indicators of Saudi Arabia’s digital environment
reflected a high level of engagement with electronic channels, which heightened customer sensitivity
to inconsistencies and positioned operational consistency as a competitive necessity rather than a
discretionary improvement, The regulatory framework governing e-commerce emphasized the
importance of channel consistency by encouraging clearer information practices and greater
transparency, thereby supporting the stability of customer—retailer relationships. The study concludes
that omni-channel consistency represents a strategic foundation for building trust in digital retail, given
its role in reducing perceived ambiguity and enhancing the reliability of the shopping experience. In
light of the study's findings, the researcher presented a set of operational recommendations for digital

retail companies, as well as institutional and organizational recommendations.
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