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Abstract

This study explores the digital transformation journey of Urbane Artisan, a traditional retail
store in Lahore, Pakistan, renowned for its hand-stitched leather shoes and other handcrafted
items. Facing challenges such as declining foot traffic and increasing competition from
online marketplaces, Urbane Artisan embarked on a comprehensive digital transformation in
January 2024. The transformation included launching an online storefront, adopting targeted
social media marketing strategies, and integrating secure digital payment systems. Over the
course of the year, these initiatives led to a 35% increase in overall sales, a 240% rise in
website visits, and a 150% boost in social media followers. Furthermore, customer
satisfaction improved dramatically—from 68% to 85%—with about 40% of online orders
coming from new customers who had never visited the physical store. Data for this study were
collected from business records, digital analytics, customer surveys, and semi-structured
interviews with management, staff, and long-term patrons. The analysis demonstrates that
digital tools can significantly expand a traditional retailer’s market reach and enhance
customer engagement while preserving its heritage. The study concludes with practical
recommendations for small traditional retailers in Pakistan and similar emerging markets,
emphasizing a balanced approach that merges modern digital practices with a brand’s
established identity. These insights offer a practical roadmap for retailers seeking to thrive in
today’s dynamic digital landscape.

Con_sumer Behaviour, Digital Transformat@on, Traditional Retail, E-commerce,
Pakistan, Customer Engagement, Local Business

Introduction

Traditional retail in Pakistan has long thrived on personal service, face-to-face interactions, and the
trusted relationships built over decades of community engagement. Local retailers have built their
reputations on offering quality products and personalized customer experiences that cannot be easily
replicated online. For many years, these retailers relied on physical presence, in-store ambiance, and
the loyalty of local patrons to drive business success. However, in recent times the retail landscape
has undergone a seismic shift. The rapid evolution of digital technologies, coupled with the increasing
prevalence of online shopping, has fundamentally changed consumer behaviour. Today’s customers
are not only looking for quality and trust—they also demand convenience, speed, and seamless
experiences across multiple channels.

The onset of the COVID-19 pandemic accelerated the move toward online shopping.
Consumers, forced to avoid crowded places and adapt to social distancing measures, began exploring
digital alternatives to traditional in-store shopping. This change in consumer behaviour has pushed
many established retailers to re-examine their business models. For traditional retailers, the challenge
is to modernize and adopt digital tools while still maintaining the unique qualities that have long
defined their brand.

Urbane Artisan, a well-known retail store located in Lahore and celebrated for its hand-
stitched leather shoes and other artisanal products, is a prime example of a traditional business
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confronting this challenge. For years, Urbane Artisan was synonymous with quality craftsmanship,
personalized service, and a deep connection with its local community. However, as more consumers
turned to online channels, the store began noticing a steady decline in foot traffic. Realizing that the
time had come to embrace modern technology, the management of Urbane Artisan made the strategic
decision in January 2024 to embark on a digital transformation journey.

This journey was not about abandoning the store’s traditional strengths; rather, it was about
complementing them with digital tools to enhance overall performance. The transformation included
the development of an online storefront that was designed to be user-friendly and visually appealing,
the adoption of social media marketing strategies to engage new and existing customers, and the
integration of secure digital payment systems to facilitate smooth transactions. Over the following
months, these initiatives produced remarkable results. Overall sales increased by 35%, website visits
surged by 240%, and social media followers grew by 150%. Customer satisfaction ratings improved
significantly, with survey scores rising from 68% to 85%.

Objectives
The objective of this study is to examine how the integration of digital tools can benefit a traditional
retailer such as Urbane Artisan. Specifically, the research seeks to:

. Assess how digital tools expand customer reach and enhance engagement.

. Evaluate the impact of an online presence on overall sales and revenue.

. Understand customer responses to digital transformation in terms of satisfaction, trust, and
engagement.

Research Questions
To address these objectives, the following research questions were developed:

. How has the adoption of digital tools affected Urbane Artisan’s ability to attract new
customers, particularly those who have never visited the physical store?

. What impact has going online had on the store’s overall sales and revenue generation?

. How have customers responded to the expanded digital options in terms of satisfaction, trust,

and engagement?

This study is intended not only to document the experiences of Urbane Artisan but also to
provide actionable insights for other traditional retailers in Pakistan and similar emerging markets.
The lessons learned from this digital transformation can serve as a practical roadmap for retailers who
wish to modernize their operations while still honouring their brand heritage and longstanding
traditions.

In the sections that follow, we describe the methodology used to gather and analyse data,
present detailed quantitative and qualitative results, discuss the implications of the findings, and
conclude with recommendations for retailers embarking on similar journeys. The narrative that
unfolds highlights both the achievements and challenges faced during the digital transformation,
offering a balanced view of what it takes to blend modern technology with traditional retail values.
Methodology
The study was conducted over a one-year period, from January 2024 to December 2024. A mixed-
methods approach was employed to capture a comprehensive picture of the digital transformation
process at Urbane Artisan. Multiple sources of data were utilized to ensure robust and reliable
findings.

Business records were the primary quantitative source, providing detailed sales and
transaction data from Urbane Artisan’s internal systems. These records allowed for a direct
comparison between pre-transformation performance and post-transformation results. Key metrics
included overall sales, average order value, transaction volumes, and revenue figures.

Digital metrics were gathered using online analytics tools. Google Analytics was employed to
track website traffic, including the number of visitors, page views, and bounce rates. Additionally,
social media insights from Facebook and Instagram provided data on follower counts, post
engagement rates (likes, shares, comments), and the overall reach of digital campaigns. This
quantitative data was critical for assessing how effectively digital channels were expanding the store’s
reach.

Customer surveys were administered to approximately 250 customers who had experience
with both the traditional in-store environment and the new digital platform. The survey was designed
to capture a range of information, including ease of navigation on the website, overall satisfaction
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with the digital shopping experience, perceptions of product information clarity, and confidence in
digital payment security. Respondents were asked to rate their experience on a scale from 1 to 10 and
provide open-ended comments regarding their likes and areas for improvement.

Semi-structured interviews were also conducted with key stakeholders. These interviews
involved discussions with management, frontline staff, and long-term patrons who had witnessed the
transition. The aim was to capture qualitative insights into the operational challenges, successes, and
overall impact of the digital transformation. Interview questions explored themes such as staff
readiness for change, the effectiveness of digital marketing strategies, customer behaviour shifts, and
the integration of digital processes with traditional practices.

Data analysis was carried out in two parts. Quantitative data were processed using Microsoft
Excel, where trends were identified by comparing key metrics from the beginning and end of the
study period. Percentage increases and growth rates were calculated to quantify improvements. The
guantitative findings were then organized into tables for clarity. Qualitative data from surveys and
interviews were analysed using a thematic approach. Recurring themes and suggestions were
identified, which helped in understanding the broader implications of the digital transformation on
customer satisfaction and operational efficiency.

It is important to note that, while this study focuses on a single retailer in Lahore, the insights
obtained may be applicable to other traditional retailers in similar contexts. However, due to
variations in market dynamics, local culture, and consumer behaviour, caution must be exercised
when generalizing these findings. Additionally, seasonal variations and local events (such as festivals
or sales promotions) may have influenced the data. Nevertheless, the overall trends provide a clear
indication of the benefits derived from digital transformation.

Results

The digital transformation of Urbane Artisan has resulted in several significant improvements across
key performance indicators. The following tables provide a detailed summary of the quantitative
findings.

Table 1. Website and Social Media Metrics (January—December 2024)

Metric January 2024 December 2024 Percentage Increase
Website Visits 2,000 6,800 240%

Total Social Media Followers 10,000 25,000 150%

Average Post Engagement Rate 8% 12% 50%

The data clearly indicate a substantial increase in digital reach. Website visits increased by
240%, demonstrating that more consumers are being directed to the online storefront. Social media
efforts also paid off, as the total number of followers grew by 150%, with engagement rates rising
from 8% to 12%.
Table 2. Sales and Revenue Data

Before After Transformation

Sales Parameter Transformation (Dec 2024) Observations
Overall Sales Growth Baseline +35% Compound growth from January to
December 2024
Online Sales Contribution 0% (pre-online) 45% of total sales %12“4“6 channel share by December
Average Order Value (PKR) 2,500 3,200 Indicates higher customer spending
gy S 20La+ 15 Lakn e compoions

Sales grew by 35% overall, and online sales came to represent 45% of total revenue by the
end of 2024. The increase in average order value from PKR 2,500 to PKR 3,200 suggests that the
digital platform is attracting customers who are spending more per transaction. The significant
investment in digital marketing (a combined total of approximately 35 Lakh PKR) has clearly paid off
through increased sales and improved revenue streams.
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Table 3. Customer Satisfaction and Lifetime Value

Metric Before Transformation After Transformation Improvement
Customer Satisfaction (%) 68% 85% +17 percentage points
Average Customer Lifetime Value ($) 100 150 +50%

Customer satisfaction improved from 68% to 85%, reflecting a marked enhancement in the
overall shopping experience. Moreover, the average customer lifetime value increased by 50%,
indicating that the digital transformation not only attracted new customers but also deepened the
loyalty of existing ones.

In addition to these numerical metrics, qualitative feedback was gathered through customer
surveys and interviews. Many customers praised the new website for its simplicity and ease of
navigation, noting that it provided clear product information and secure payment options. Several
respondents remarked that the online experience made shopping more convenient, especially for those
living outside Lahore. However, suggestions were made regarding the need for even more detailed
product descriptions, including dimensions, materials, and care instructions, as well as clearer
explanations of the return policy. Such feedback is invaluable for further refining the digital platform.
Discussion
The results of this study provide clear evidence that digital transformation can have a profound impact
on traditional retail operations. The substantial increase in website visits and social media engagement
indicates that digital marketing strategies have successfully expanded Urbane Artisan’s reach beyond
its conventional local customer base. The data show that digital tools can help a traditional retailer tap
into new markets and attract customers who might never have visited a physical store.

One of the most compelling findings is that nearly 40% of online orders were placed by
customers who had never visited the physical store. This statistic highlights the ability of digital
channels to break geographical barriers and connect with a broader audience. The 35% increase in
overall sales, coupled with online sales constituting 45% of total revenue, demonstrates that the
integration of digital tools not only improves visibility but also directly contributes to financial
performance. The increase in average order value further underscores the customers are willing to
spend more when they are provided with a convenient and engaging online shopping experience.

The improvement in customer satisfaction—from 68% to 85%—is equally significant. This
metric reflects the overall enhancement of the customer journey, from discovering products online to
completing secure digital transactions. The positive feedback regarding ease of navigation, quality of
product information, and the perceived security of digital payments indicates that the online platform
is meeting customer expectations. At the same time, the constructive suggestions provided by
customers highlight opportunities for further improvement, such as enhancing product descriptions
and clarifying return policies. Addressing these areas will be crucial for sustaining the momentum of
the digital transformation and maintaining high levels of customer satisfaction.

Beyond the immediate benefits, Urbane Artisan’s digital journey also illustrates the
importance of integrating digital tools with traditional values. The store’s ability to preserve its
heritage and quality while adopting modern technology is a testament to the idea that tradition and
innovation can coexist harmoniously. By maintaining its core identity, Urbane Artisan has been able
to reassure loyal customers that, despite the digital shift, the quality and personal service they value
remain intact.

Moreover, the transformation process has provided valuable lessons regarding organizational
change. The success of the digital transformation was not achieved overnight; it required careful
planning, significant investment in technology, and ongoing staff training. The involvement of
management, frontline staff, and even long-term patrons in the transformation process was crucial.
Their feedback and insights helped identify potential pitfalls and enabled the continuous refinement of
digital strategies.

In summary, the discussion of the results reveals several key points:

. Digital tools dramatically expand market reach.

Online channels can attract new customers who might never visit a physical store.

Digital transformation can lead to significant sales growth and improved revenue.
Enhancements in customer satisfaction and lifetime value indicate long-term benefits.

The integration of digital strategies with traditional values is essential for maintaining brand
integrity.
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. Continuous feedback and staff training are critical for sustaining digital success.
Conclusion

Urbane Artisan’s journey into the digital realm offers a powerful example of how traditional retailers
can successfully adapt to changing market conditions. By launching an online storefront, leveraging
social media marketing, and adopting secure digital payment systems, the store experienced a 35%
increase in overall sales, a 240% rise in website visits, and a 150% growth in social media followers.
Furthermore, customer satisfaction improved dramatically, with ratings increasing from 68% to 85%.
These improvements underscore the potential of digital transformation to expand market reach, drive
sales, and enhance the overall customer experience without compromising a brand’s traditional
values.

The success of Urbane Artisan’s digital transformation highlights several important lessons
for traditional retailers. First, investing in digital tools can unlock new revenue streams and attract a
broader customer base. Second, digital platforms provide the means to gather detailed customer data
and feedback, which can be used to continuously improve the online experience. Finally, preserving
the unique heritage and quality that define a traditional brand is essential when transitioning to digital
channels; this balance is key to maintaining customer loyalty.

Recommendations

Based on the insights gained from Urbane Artisan’s digital transformation, the following

recommendations are offered to traditional retailers considering similar initiatives:

. Develop a user-friendly online presence. Build a responsive website that clearly showcases
your products and tells your brand story. Ensure the website is optimized for mobile devices
and includes detailed product descriptions, high-quality images, and video demonstrations.

. Leverage social media platforms. Establish and maintain active profiles on platforms such as
Facebook, Instagram, and WhatsApp Business. Regularly post engaging content that
highlights your products, provides behind-the-scenes insights into your craftsmanship, and
shares customer testimonials. Use targeted advertising to reach new audiences and foster a
sense of community.

. Invest in secure digital payment systems. Offer a range of payment options—including
credit/debit cards, mobile wallets, and online banking—to provide a seamless and trustworthy
shopping experience. Security in digital payments builds customer confidence and encourages
repeat purchases.

. Focus on staff training and customer support. Provide regular training on digital tools and
customer service best practices. Equip your team to handle online inquiries efficiently,
manage live chats, and respond promptly to social media interactions.

. Continuously collect and act on customer feedback. Implement regular surveys and monitor
online reviews to gather insights about your digital platform. Use this feedback to refine
product pages, update return policies, and improve the overall online shopping experience.

. Preserve your traditional identity. While adopting digital tools, ensure that the core values and
heritage that define your brand remain front and centre. Use your online presence to tell the
story of your craftsmanship and tradition, ensuring that modern innovations complement
rather than replace your legacy.

. Monitor emerging digital trends. Stay informed about new digital marketing strategies and
technological innovations. Embrace tools and approaches that can further enhance customer
engagement and operational efficiency, ensuring that your digital presence remains
competitive and up-to-date.

By following these recommendations, traditional retailers can integrate digital solutions into
their operations successfully while preserving the unique qualities that have made their brands
successful for decades.
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