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Abstract— The term E commerce refers to electronic 

commerce which includes purchasing a product on-line and 

paying by cash on delivery or using credit or debit cards. Now 

a days peoples are more self-motivated for on-line shopping. 

The reason behind this is peoples are busier in their job and 

did not get enough time to visit market, so it is more 

preferable and comfortable to visit the on-line shopping sites, 

select a product and apply for home delivery. Getting the 

good product at the door-step just by surfing the on-line 

shopping websites, increases faith of people one commerce. 

Peoples are more interested to buy products whenever offers 

are applied. This paper aims to focus on the recent trends of 

e-commerce in India and customer satisfaction on product 

and price. This survey paper also focuses on the features, 

benefits challenges and growth of e-commerce in India. 
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I. INTRODUCTION 

Explosive growth of smartphone users with broadband 

internet results in ecommerce growth. As Electronic 

commerce is growing fast, and with this growth companies 

are willing to spend more on improving the online 

experience[1]. Increasing internet users results in increasing 

ecommerce usage. It provides users all types of products at 

low cost with wide variety and limited time. Currently many 

systems are in existence which allow user to purchase 

products online. Various e commerce systems give discount 

on product and allow user to buy product online. There are 

different types of e commerce such as business to business, 

business to consumer, business to employee, consumer to 

consumer and consumer to business. Many businesses to 

consumer models exist today. Various ecommerce researches 

are done in analyzing the customer behavior related to 

product, browsing behavior etc. [2]. E- commerce provides a 

new gateway for customers shopping online. Advantage of 

online shopping is convenience. Online shopping is no longer 

a time consuming task, but it is an energy saving activity. E-

commerce is growing fast, and with this growth companies 

are willing to spend more on improving online 

experiences[3]. As compare to last four five years, the use of 

internet on mobile has been increased tremendously, the 

reason behind this is very reasonable data packs available at 

high speed network. By taking this advantages, many online 

shopping websites are now compatible with mobile devices. 

So whenever people get time they visit online shopping 

websites and if they like product they can order it. This papers 

focuses on the recent trends one commerce and how people 

trust online shopping. 

II. LITERATURE REVIEW 

Dr. Rajasekar, S. and Sweta Agarwal given a review of 

various research studies carried out on Impact of E-commerce 

on Indian Commerce. According to them E-commerce is 

showing tremendous business growth in India. Increasing 

Internet users have added to its growth. Despite being the 

second largest user base in world, only behind China (650 

million, 48% of population), the penetration of e-commerce 

is low compared to markets like the United States (266 M, 

84%), or France (54 M, 81%), but is growing at an 

unprecedented rate, adding around 6 million new entrants 

every month. The industry consensus is that growth is at an 

inflection point. India's e-commerce market was worth about 

$3.9 billion in 2009, it went up to $12.6 billion in 2013. In 

2013, the e-retail segment was worth US$2.3 billion. About 

70% of India's e-commerce market is travel related. 

According to Google India, there were 35 million on-line 

shoppers in India in 2014 Q1 and is expected to cross 100 

million mark by end of year 2016. By 2020, India is expected 

to generate $100 billion on-line retail revenue out of which 

$35 billion will apparel sales are set to grow four times in 

coming years. 

 They also concluded that Growth of e-commerce 

depend to a great extent on effective IT security systems for 

which necessary technological and legal provisions need to 

be put in place and strengthened constantly. While many 

companies, organizations, and communities in India are 

beginning to take advantage of the potential of e-commerce, 

critical challenges remain to be overcome before e-commerce 

would become an asset for common people. With the 

explosion of Internet connectivity through mobile devices 

like Smart-phone and tablets, millions of consumers are 

making decisions on-line and in this way enterprises can build 

the brand digitally and enhance productivity but government 

policies must ensure the cost effective methods/solutions. E-

Commerce in India is destined to grow both in revenue and 

geographic reach. The challenge of establishing consumer 

trust in e-commerce poses problems and issues that need 

further research [4]. 

 Kendra Marmaduke Strode states that e-commerce 

is changing the way of buying & selling of product & services 

in India. E-commerce is future of shopping. Due to E-

commerce the gap has been reduced between manufacturer & 

consumer. According to Indian population their vast scope for 

e-commerce because currently in India only 19% people 

using Internet for selling & buying goods & services so 

remaining percentage we can considered that we having 

scope in Indian Market. There is weak Cyber security Law in 

India that is why Indian People are facing challenges toward 
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e-commerce. The future of e-commerce in India would be 

bright in the upcoming years if all essential factors would be 

implemented, by establishing cyber & have their benefits as 

per people wish. The role of government is to provide a legal 

framework for e-commerce so that while domestic & 

international trade are allowed to expand their horizons, basic 

right such as privacy, intellectual property, prevention of 

fraud, consumer protection etc. are all taken care of. The 

expansion of e-commerce has been developed in rural as well 

as urban area in reign able cost for consumption, because of 

that more people are getting linked with e-commerce & the 

ratio of that is getting increase day by day [5]. 

 Abdul Gaffar Khan stated the benefits and 

challenges in an emerging economy due to e-commerce. He 

also stated the e-commerce situation in Bangladesh. He 

concluded that e-commerce gives benefits to customer and 

seller, e-commerce gives challenges to traditional business 

for competitive position. Developing countries face many 

obstacles that affect the successful implementation of e-

commerce with the help of comparing with developed 

country[6]. 

III. FEATURES OF E-COMMERCE 

Government initiatives like Digital India are constantly 

introducing people to online modes of commerce. There are 

different features of e-commerce. 

A. Varieties of Product Options & Easy Product 

Management 

Ecommerce sites supports unlimited options of products to 

meet the requirements of the customers. Categorization of 

products according to the price, weight and stock is available. 

Varieties of products in size, color and shape are also 

available. 

B. Everything is Unlimited 

Unlimited categories, fully nested categories up to any level, 

size, color, weight etc. for unlimited number of products. 

C. Mobile-Friendly Website 

Ecommerce sites are mobile friendly, so it is easy for 

customers to view products online. 

D. Order Management 

It provides easy refund and replace system. If customer is not 

satisfied with the product then he/she can easily return that 

product and money get transfer to the customer account 

easily. 

E. Discounts & Coupons 

Ecommerce website gives heavy discounts on products along 

with coupon code. Due to this advantages peoples get more 

attracted to the online shopping. People trust online shopping 

as it provides more security. 

IV. METHODOLOGY 

Primary data collection is through the questionnaire which 

identifies the people’s interest in on-line shopping, how 

frequently they visit the site and purchase the products. How 

they trust on-line billing. The secondary data were collected 

from published books, journals, research papers, magazines, 

daily newspaper, Internet. The study is qualitative in nature. 

V. BENEFITS OF ECOMMERCE 

A. Time Saving 

It saves customer time of visiting market, there is no time 

constraints for customer to visit the website. The websites are 

available for 24 by 7 for the customers. 

B. Comparison of Products 

Customers can easily compare the same product on different 

e-commerce websites and can finalize the product by 

comparing the price or dealers. 

C. Buying a Product which is not available in local market 

Many times people has experience that some products are not 

available in local market. Such products can be brought 

online. 

D. Selection of product based on review and rating 

Whenever customer wish to buy a product from new site or 

known site customer can see the ratings and review for the 

product and can make decision of buying that producty. 

E. Growing Demand 

India is the fastest growing market for the e-commerce sector. 

Being driven by a young demographic profile, increasing 

Internet penetration and relative better economic 

performance, India’s E-commerce revenue is expected to 

jump from US$ 39 billion in 2017 to US$ 120 billion in 2020, 

growing at an annual rate of 51 per cent, the highest in the 

world[7]. 

F. Increasing Investment 

The recent rise in digital literacy has led to an influx of 

investment in e-commerce firms, levelling the market for new 

players to set up their base, while churn out innovative 

patterns to disrupt old functioning. Private equity and venture 

capital investments in the e-commerce industry in India 

touched a record US$ 11.2 billion in the first half of 2017, a 

41 per cent rise over last year [7]. 

G. Attractive Opportunities 

A lot of India’s blue-chip PE firms had previously avoided 

investing in E-commerce but are now looking for 

opportunities in the sector. India’s start- up ecosystem is 

growing supported by favorable FDI policies, Government 

initiatives like Start-up India and Digital India, as well as 

rising Internet penetration driven by market players like 

Reliance Jio[7]. 

VI. CHALLENGES 

A. Online Transaction 

Major challenges faced by customer are doing online 

transactions through internet. 

B. Quality of Product 

Sometimes the product which is delivered to the customer 

may not be good in quality as shown online or what customer 

has in mind about the product, so in such cases customer may 
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return the product and it is necessary to refund the amount to 

the customer. 

C. Trust 

E-commerce sites must provide good quality products to the 

customer to gain trust of peoples. 

D. Market Shops 

The major problem is faced by the shop keepers, as variety of 

products are available online along with discounts, peoples 

are more attracted towards on-line shopping, so they visit 

market just for window shopping. 

VII. STRATEGIES ADOPTED BY ECOMMERCE SITES 

A. Expansion 

E-commerce companies are gradually expanding to different 

cities, regions and even countries. They are also expanding 

their product range to cater to a larger amount of people. In 

May 2017, Uber launched Uber Eats, an on – demand food 

delivery app in India. As of July 29, 2017 Amazon India has 

pledged US $ 500 million for the expansion of its food retail 

business in India. Paytm Mall, e-commerce platform of 

Paytm, is planning to expand its groceries segment and is 

targeting a Gross Merchandise Value (GMV) of US $ 3 

billion from this segment by the end of 2018. 

B. Ancillary Services 

One of the biggest advantage of E – commerce is that along 

with the core product or service it can also provide numerous 

ancillary services without having to invest a lot .Amazon 

India introduced one day delivery guarantee on purchases for 

a nominal fee. Flipkart started with same day guarantee in 

2013 too. Flipkart introduced its own payment gateway 

Payzippy and also, its ownl ogistics and supply chain firm 

Ekart. E – Commerce websites are also introducting e-Wallet 

services; for example – Amazon’s Pay Balance. 

C. Personalized Experience 

Site visitors demand one – of – a -kind experiences that cater 

to their needs and interests. Technology is available, even to 

smaller players, to capture individual shoppers’ interests and 

preferences and generate a product selection and shopping 

experience led by individualised promotions tailored to them. 

Many E- commerce websites provide personalised 

experience to customers to cater to their needs and interests 

depending upon their location, choices, products they like or 

buy, websites they visit etc. This strategy has helped 

companies to know customers’ demands better and serve 

them accordingly [7]. 

D. Subscription for E-Commerce 

E-commerce companies are increasingly adopting 

subscription model to provide extra benefits and tailored 

services to customers to suit their needs. Amazon introduced 

Amazon Prime, a subscription based service for Amazon 

customers, in 2016. The Members of Amazon Prime could 

avail early access to selected deals, free one day delivery and 

other benefits. Amazon Prime subscribers in India stood at 

around 5 – 6 million as of December 2016. In 2014, Flipkart 

introduced Flipkart First, a premium subscription based 

services wherein a customer gets free delivery, discounted 

same day delivery, priority customer service etc[7]. 

VIII. GROWTH OF ECOMMERCE IN INDIA 

Propelled by rising smart-phone penetration, the launch of 4G 

networks and increasing consumer wealth, the Indian e-

commerce market is expected to grow to US $ 200 billion by 

2026 from US $ 38. 5 billion as of 2017.E-commerce is 

increasingly attracting customers from Tier 2 and 3 cities, 

where people have limited access to brands but have high 

aspirations . With the increase in awareness about the benefits 

of on-line trading, there has been a significant rise in 

investment in E-commerce business. Hand in hand with off-

line trading, many established businesses, e.g Shoppers Stop 

or Lifestyle, have setup on-line transaction channels. Earlier 

food and grocery were never thought of as items for on-line 

trading. However, with the change of working habits, and 

consumers opting for adaptability and convenience, there are 

now innumerable small and large E-commerce companies 

selling provisions and food items like Grofers, Big-basket, 

etc. India's e-commerce industry's sales rose 40 percent year 

on year to reach Rs 9,000 crore (US$1.5 billion) during the 

five – day sale period ending September 24 , 2017 , backed 

by huge deals and discounts offered by the major e-commerce 

companies[7]. 

 It observed mobile commerce (m-commerce) is 

growing rapidly as a stable and secure supplement to the e-

commerce industry. Shopping online through smart phones is 

proving to be a game changer, and industry leaders believe 

that m- commerce could contribute up to 70 per cent of their 

total revenues. In India roughly 60-65 per cent of the total e- 

commerce sales are being generated by mobile devices and 

tablets, increased by 50 per cent than in year 2015 and also 

likely to continue upwards. It noted that the browsing trends, 

which have broadly shifted from the desktop to mobile 

devices in India, online shopping is also expected to follow 

suit, as one out of three customers currently makes 

transactions through mobiles in tier-1 and tier-2 cities. In 

2015, 78 per cent of shopping queries were made through 

mobile devices, compared to 46 per cent in 2013. In 2015, the 

highest growth rate was seen in the apparel segment almost 

69.5 per cent over last year, followed by electronic items by 

62 percent, baby care products at 53 per cent, beauty and 

personal care products at 52 per cent and home furnishings at 

49 per cent. It revealed that Mumbai ranks first in online 

shopping followed by Delhi, Ahmedabad, Bangalore and 

Kolkata. On the mode of payment, almost 45 per cent of 

online shoppers reportedly preferred cash on delivery mode 

of payment over credit cards (16 percent) and debit cards (21 

per cent). Only 10 per cent opted for internet banking and a 

scanty 7 percent preferred cash cards, mobile wallets, and 

other such modes of payment, it said. Among the above age 

segments, 18-25 years of age group has been the fastest 

growing age segment online with user growth being 

contributed by both male and female segments. The survey 

revealed that 38 per cent of regular shoppers are in 18-25 age 

group, 52 per cent in 26-35, 8 per cent in 36-45 and 2 per cent 

in the age group of 45-60[4]. 

 The Indian e-commerce industry has been on an 

upward growth trajectory and is expected to surpass the US 
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to become the second largest e-commerce market in the world 

by 2034 [7]. 

IX. CONCLUSION 

With the explosion of Internet connectivity through mobile 

devices like Smart-phone and tablets, millions of customers 

are making decisions on-line and in this way enterprises can 

build the brand digitally and enhance productivity. Rising 

Internet penetration is expected to lead to growth in e-

commerce. Survey shows that young people’s whose age is 

between 19 to 40 are more interested in on-line shopping. 

People weekly visits on-line shopping sites but they buy 

products only during festival season along with discount or 

coupon are applied to the product. Discounts, added with a 

comfort of sitting at home and purchasing, is an effective 

driving factor of E- commerce. Availability of various 

websites gives customers a lot of options to choose from. As 

per the report peoples buy electronics products and apparels 

more as compare to books, cosmetics home and furnishing 

and other catagories. According to the survey on-line product 

price are reasonable as compare to the market price. Peoples 

are more satisfied with the products when they buy it from 

trusted site like Amazon. People also have an experience of 

getting low quality product than shown. But they can change 

it with easy return policies. It is also shown that peoples living 

in metro cities like Mumbai, Bangalore, and Delhi etc. are 

more likely to buy products on-line. Now amazon also going 

to take part in selling grosarry items online in India, as sad in 

daily newspaper. Bigbazar, Walmart, More, Spensers, D-

Mart and Reliance Fresh are the current online retailer. By 

giving upto 50% discount on daily need products and 

cosmetics, more customers will get attracted towards the 

online retail marketing. This will give better opportunity to 

online retailers and there will be competition between thsese 

retailers. This may affect the retailers who are selling their 

products offline. There are a lot of opportunities for e-

retailers in India to capitalize upon with the gradually 

growing Internet penetration in India. 
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