
Special Issue for International Conference on Emerging Role of Leadership, Values and Ethics in Organisational 

Development, KIET School of Management, KIET Group of Institutions, Ghaziabad, UP, India. 

International Journal of Research in Engineering, IT and Social Sciences, ISSN 2250-0588 Page 492 

 

http://indusedu.org 

AN EMPIRICAL STUDY TO ANALYSE  

BUYING BEHAVIOUR  

OF INDIAN ONLINE CUSTOMERS 
 

Silky Sharma
1
,
 
Dr. Shalini Srivastava

2
, Dr. Vikas Garg

3
, Mr. Jagteshwar 

Singh
4 

Amity Business School, Amity University,Uttar Pradesh, India 

 

Abstract:   

 E-commerce evolved as businesses started to shift from real time market to digital market. The online shopping 

system being a prominent part of E commerce has brought down political and physical barrier. Online shopping has 

become new type of retail shopping. It has become a substitute for real market price. It has now been adopted all 

over the world including India. The knowledge of online shopping in India is now beginning to increase rapidly. 

Shopping online is different from traditional shopping in terms of experience on the part of consumers. Consumers in 

traditional markets can touch and feel the products before purchasing it and on the other hand in virtual markets 

products can be assessed visually only. The purpose of this paper is to understand the values of consumers that prefer 

shopping online to gain a better understanding of the buying behaviour of customers in India. 

 

 Becoming no. 1 of web clientS in India gives a splendid prospect to web based shopping. On the off chance that E-

advertisers know the key elements influencing conduct of clients and its relationship then they can figure their 

showcasing methodologies to change over potential clients into faithful ones and holding existing on the web clients. 

This specialist paper features on factors which online Indian clients remember while shopping. After fulfilment of 

study Researchers found that cognizance, detected convenience, solace of utilization; detected pleasure and security 

are the five parts which influence purchaser observations about web based acquiring.  

 

Keywords: Shopping Behaviour, Purchase Intention, Online Shopping Website, B 2 C Changing trends of using 

internet, online trends in India.                                    

                                                                                      

I. INTRODUCTION  

Web has changed the manner in which buyers buy merchandise and ventures in the meantime 

numerous organizations have begun utilizing the Internet with the target of cutting promoting 

costs, along these lines lessening the cost of their item and administration so as to remain ahead in 

profoundly aggressive markets. Organizations likewise utilize the Internet to pass on, convey and 

scatter data to offer the item, to take input and furthermore to lead fulfilment studies with clients. 

Clients utilize the Internet to buy the item on the web, as well as to look at costs, item includes 

and after deal benefit offices they will get if the buy the item from a specific store. Numerous 

specialists are hopeful about the possibility of online business.            
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The world of management has witnessed a change in recent times. The factors of external 

environment like politics, society, economics and technology are defining and redefining the 

concepts and practices of almost all the functions of management. The all pervasive changes 

brought by these external factors can be seen and better understood while evaluating the function 

of marketing. The growth of marketing function from production concept to selling concept from 

selling concept to marketing concept and from marketing to societal concept basically underlined 

the focus of marketers of that era. Production concept dealt with leveraging the benefits of low 

cost due to mass production. Selling concept dealt with extension of markets where as marketing 

concept believed in creation and retention of customers. Societal concept on the other hand deals 

with wealth maximization of all stakeholders related with the company. The marketers during all 

these era devised and re-devised their strategies on the basis of the desired focus but in recent 

times the advent, usage and development of technology has changed the ways and means of 

conducting business drastically. The era of technology encompasses relatively all the focus areas 

of marketing namely production, selling marketing and society. 

In basic words Online shopping is characterized as obtaining things from Internet retailers instead 

of a shop or store or the demonstration of acquiring items or administrations over the Internet. It a 

type of electronic trade which enables purchasers to straightforwardly purchase merchandise or 

administrations from a dealer over the Internet utilizing an internet browser. Customers discover a 

result of enthusiasm by visiting the site the retailer straightforwardly or via seeking among 

elective sellers utilizing a shopping web index, which shows a similar item's accessibility and 

estimating at various e-retailers the procedure is called business to-shopper (B2C) internet 

shopping. Starting at 2016, clients can shop web based utilizing a scope of various PCs and 

gadgets, including PCs, PCs, tablet PCs and advanced mobile phones. It is likewise prevalent as 

e-shop, e-store, online store and virtual store.  

 

Prior sustenance, fabric and safe house were called as essential need yet today one more need is 

included that is "web". Because of unrest in media transmission division web has changed the 

manner in which customers shop and purchase products and enterprises. Both household 

organizations and additionally MNC's have begun utilizing the Internet with a target of cutting 

promoting costs and in this manner diminishing the cost of their items to remain ahead in 

substantial rivalry. Organizations additionally utilize the Internet to pass on conveys and disperse 

data, to offer the item, to take input and furthermore to lead fulfilment reviews with items clients. 

Clients utilize the Internet to purchase the item on the web, as well as to look at costs, item 
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includes and after deal benefit offices they will get. Notwithstanding the colossal capability of the 

E-business showcase, the Internet gives a one of a kind chance to organizations to all the more 

effectively achieve existing and potential clients.  

The mainstream internet retailing organizations in India are Myntra, Flipkart, Snap deal, 

Amazon.com and e-Bay and so on. The five prevailing components which impact buyer 

discernments for internet shopping are data, simple to utilize, fulfilment, security, legitimate use 

of accessible data to think about the distinctive item. The antiquated Indian guideline of "Vasudev 

Kutumbkum" must be polished by advertisers lately through innovation. The meaning of market 

which normally portrayed the geological land mass where purchasers and merchants interfaced 

for trading things of significant worth should be comprehended in an alternate prospect with the 

approach of web. The term web advertising fundamentally alludes to the specialty of offering 

items and administrations in virtual markets with the assistance of computerized media. Ward 

(2015) opined that "Web showcasing alludes to the techniques that are utilized to advertise an 

item or administration web based, advertising methodologies that incorporate site improvement 

and web crawler accommodation, copywriting that urges webpage guests to make a move, web 

composition systems, online advancements, proportional connecting, and email promoting." The 

procedure of Internet advertising is essentially not related with production of a virtual space for an 

organization rather it manages understanding the idea of World Wide Web and using it to help 

market and exchange. The phone organizations in India and over the world are occupied in setting 

up the virtual world by expanding the quantity of web clients with their practical systems. 

Gnanasambandam et al (2012) while surveying the innovation, media and telecom hones for 

Mckinsey featured the infiltration of web in India with the client base of 120 million out of 2012 

which was anticipated to demonstrate a triple development rate by 2015 making India the second 

biggest client base of web in the World. The development and entrance of web in India has 

opened new roads for advertisers to build up stages on different advanced media to encourage 

web based shopping. The plenty of increment in number of shopping sites in India over the time 

span clarifies the entrance and enthusiasm of purchasers for web based shopping  

 

Today the request of the web based business showcase is expanding fundamentally. Affinity of 

internet shopping among the Indians has additionally expanded with the expansion of the cell 

phone and work area utilization in India. For that the competition to catch the Indian internet 

business advertises among the worlds driving online business organization is plainly perceptible. 

Be that as it may, the primary observable factor in the India online customers. The request of the 



Special Issue for International Conference on Emerging Role of Leadership, Values and Ethics in Organisational 

Development, KIET School of Management, KIET Group of Institutions, Ghaziabad, UP, India. 

International Journal of Research in Engineering, IT and Social Sciences, ISSN 2250-0588 Page 495 

 

http://indusedu.org 

Indian customers is very not the same as different nations of the world. In India, a man is 

continually searching for a less expensive rate and that is the reason right around 33% of the 

aggregate deal is amid the business season in India. The markdown offered by the sellers 

influences not just disconnected market it likewise influence the online business sector.  

 

LITRATURE REVIEW 

 

Prashant Singh (2014) in his article "Shopper's Buying Behavior towards Online Shopping A 

contextual analysis of Flipkart.Com client's in Lucknow City" distributed in Abhinav expressed 

that fate of e-retailers in India looking brilliant. E-retailers give buyers the most ideal approach to 

set aside extra cash and time through acquiring on the web inside the scope of spending plan. 

Flipkart.com offering a portion of the best costs and totally bother free shopping knowledge. The 

entire idea of web based shopping has modified as far as buyer's obtaining or purchasing conduct 

and the accomplishment of E-posteriors in India is relying on its notoriety, its marking picture, 

and it’s interesting arrangements.  

 

Upasana kanachan , Naveen Kumar ,and Abhishek Gupta (2015) in their article "A Study of 

Online buy conduct of Customers in India" Published in ICTACT Journal on Management 

Studies expressed that web based shopping is picking up notoriety among individuals of youthful 

age. Higher wage gatherings and taught individuals are buying more by means of e-retailing sites. 

Individuals have wavering in doing web based shopping because of security concerns. In the 

meantime individuals are impervious to change on account of mechanical many-sided quality in 

making on the web buy. Organizations engaged with web based retailing should centre on 

building reliable connection amongst makers and client.  

 

Xia and Monroe (2009) Their examination that purchasers with a shopping purpose are more  

responsive towards fix time messages, for example, "pay less" and "markdown" while buyers 

without shopping objectives are responsive towards special messages, for example, "spare more" 

and "unconditional present" As we know that web based shopping needs shipping charges for 

item conveyance. It is normal that a some buyer’s goal to purchase a specific item since they need 

to bear additional charges for the transportation administrations.  
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Prof. Ashish Bhatt (2014) in article entitled "Buyer Attitude towards Online Shopping in 

Selected Regions of Gujarat" distributed in Journal of Marketing Management expressed that web 

based shopping is picking up ubiquity among individuals exceptionally the more youthful age 

however in today situation to end up similarly prominent among all age bunches e-advertising 

should cover a more extended separation. According to contemplate method of instalment is 

relied on pay of the respondents. Individuals from various age bunches are doing web based 

shopping consistently. The mentality of purchasers is changing with the time. In a nation like 

India, buyers are finding web based shopping exceptionally agreeable in view of numerous 

factors like money down, customization or personalization of the sites, home conveyance and so 

forth. 

 

RESERACH METHODOLOGY 

A descriptive and empirical research has been conducted to identify online shopping behaviour 

while analyzing the data gathered from sampled respondents. The data was collected from the 

study from customer, primary research is used. Secondary data has been collected from various 

textbooks, journals, magazines, proceedings of internet and newspapers, journals and media. And 

this primary data this collected from colleagues, friends, young people, and other sources. 

 

Design/methodology: An empirical and descriptive study has been conducted to identify their 

online shopping behaviour and their values using Structural equation modelling of 100 online 

shoppers 

 

Implications: This paper will help marketers to devise ways and means to pull online shoppers, 

and will be helpful for customer to understand the merits and demerits of online shopping. 

 

Originality/value: This is an original work done to analyse factors and values that influence the 

objective and online shopping behaviour of the customers in India.   

 

Paper type: Empirical and descriptive 

  

DATA ANALYSIS AND INTERPRETATION 

1 .Internet customers are more dynamic as home customers.  
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2. Internet customers have more web involvement, they utilize the web all the more as often as 

possible and they have longer web sessions.  

3 .Computer expert and the individuals who utilize the web in their work are more dynamic at 

shopping from the web, however just for work utilize.  

4. Internet customers have discovered one of a kind item on the web.  

5. Internet customers see less hazard web shopping than non-customers what comes to failure to 

physically investigate the item, unreliable instalment technique and gradualness of the purchasing 

procedure. 

 

 

Table1. No of the respondents 

doing online shopping 

 

  

 

 

 

 

 

 

 

 

Major Findings: The main purpose of this study is to examine factors affecting buying behaviour 

of consumer that might be one of the most important issues of E commerce and marketing field. 

The key finding of the study indicates that statistic profile of clients, sort of items to be acquired, 

online merchant of the item, and the qualities of web based shopping site had positive effect on 

the goal and web based shopping conduct of the clients in India.     

 

CONCLUSION 

Privacy of personal information is a significant issue for some consumers. Many consumers wish 

to avoid spam and telemarketing which could result from supplying contact information to an 

online merchant. In response, many merchants promise to not use consumer’s information for 

these purposes. To increment online buys, business must utilize huge time and cash to 

Users of online 

shopping 
No. Of Respondents 

 

Yes 

 

198 

No 102 

Total 300 
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characterize, outline, create, test, actualize, and keep up the web store as it is really said that "it is 

less demanding to lose a client than to increase one."Even a "top of the line" site won't succeed if 

the association neglects to rehearse basic decorum, for example, reacting to messages in an 

auspicious manner, advising clients of issues, being straightforward, and being great stewards of 

the clients' information Because it is so critical to dispense with botches and be all the more 

engaging on the web customers, many web shop originators contemplate look into on shopper 

desires.  

 

An endeavour was made by specialists to contemplate the present status of web based shopping. 

100 respondents from customers. Assessment from these respondents was gathered with the 

assistance of all around organized poll. With the assistance of Data investigation and 

understanding finding were drawn by scientists. With the assistance of discoveries following end 

and recommendations were drawn by analysts Because of unrest in media transmission division 

no. of clients of web are expanded in India in late time and clients are utilizing web for web based 

shopping yet for consistent buy a large portion of clients first decision is manual shopping. To 

build no. of clients for internet shopping there is need of broad exposure and advancement by web 

based shopping organizations to draw in all class of clients The vast majority of the clients are of 

assessment that transportation charges charged by organizations are high, it is recommended to 

organizations to either lessen shipping charges or conveyance of item ought to be given 

unreservedly. Organizations may utilize it as one of the limited time action. After research it is 

seen that real obstacle behind improvement of web based shopping is of client mindfulness. 

Larger part of clients don't know about different pre and post administrations tear by this web 

based shopping organizations. From the above dialog, it is inferred that fate of web based 

shopping in India looks brilliant. Web based shopping give client’s best contrasting option to set 

aside extra cash and time. Organizations Offers detail item data, simple method of instalment, 

office of correlation of cost and critical totally bother free shopping background. Accomplishment 

of web based shopping Online shopping is preferred by customers due to the reason that they can 

shop anytime, anywhere, anything conveniently while comparing prices, features of the products 

among available varieties and brands at online shopping sites. Further the prompt services by 

online retailers and wide spread internet has acted as enablers of online shopping. Online 

shopping can be made more attractive by clarifying the apprehension of consumers with respect 

to financial and security risk. It was found in the research that merchant factor does not support 

online shopping as the merchants who make the products available are unidentified. The names of 
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the merchants can be highlighted by website so that it will clear doubts regarding the integrity of 

merchant who is ensuring the delivery of products. Insurance tie-ups further between the 

merchants and online shopping company will help in covering the damages caused to customers 

by non delivery or financial transaction failures. Further the online shopping companies must 

devise their promotion mix in such a manner that all elements of promotion mix including the 

new platforms like social networking sites should be properly used to attract customers by online 

shopping companies and it depends on its popularity, its brand image and its unique promotional 

policies. 

 

RECOMMENDATION 

1. Organizations should mindful clients with respect to how security in regards to client’s Master 

card no. is kept up by organizations  

2. Organizations should make mindful clients in regards to return arrangement and strategy 

assuming incorrectly or terrible item arrived. Organizations should make returning methodology 

more straightforward, similar to few organizations are asking clients to resend items if any wrong 

or awful item arrived. Rather than these organizations should gather item from clients and convey 

compose item to them in least time.  

3. The vast majority of clients need to see item before buy to ensure that same item touched base 

according to arrange. The greater part of organizations is not having this office. In the event that 

organizations need to build no. of clients they ought to give this office in light of the fact that in 

manual buy clients are motivating opportunity to see and contact the item and this might be the 

essential explanation for client’s first inclination for manual shopping on normal premise.  

4. In home and electronic apparatuses after deals benefit in essential perspective, organizations 

ought to advise clients with respect to how to introduce and utilize the item or send organization 

agent for establishment not long after conveyance. Organizations ought to illuminate clients with 

respect to closest administration station if any issue touched base in item. Greater part of clients is 

inclining toward manual looking for home and electronic apparatuses in dread of after deals 

benefit.  

From the above discourse, it is presumed that fate of web based shopping in India looks splendid. 

Web based shopping give client’s best contrasting option to set aside some cash and time. 

Organizations Offers detail item data, simple method of instalment, office of correlation of cost 

and essential totally bother free shopping knowledge. Accomplishment of web based shopping 

relies upon its notoriety, its image picture and its interesting limited time approaches. 
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