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Abstract - It is admitted fact that with the increase in the use of Internet, a new format of retail has emerged where

there is a virtual Retailer and the Consumer who has started purchasing on the Internet without paying physical visit

to the store. E-retailing has very firmly established itself as a good alternative to a store based shopping. One can easily

see this revolution in the retail market. In this paper, it is attempted to show the picture of various Issues and Problems

of E-Retailing on Consumer Behaviour. Many factors influence as well as discourage the consumer to do on line

purchasing. These factors have to be carefully studied by the on line retailers so that they can make appropriate

marketing strategies to attract more customers to buy on line and also to retain existing ones.
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l. INTRODUCTION

Retailing is considered as a very important part of economy
of all the countries because it a link between the retailer and
the manufacturers of the goods. Thus retailing is that set of
articles which is used to sell a product or a service to the
consumers for their use. We are aware that needs and
demands of the consumers have been increasing day by
day. The Retail Sector is changing very swiftly due to the
competition which is entering the market arena besides
entering technology in the retailing methods. The sale of
goods or services with the help of internet is called
Electronic-Retailing or E-Retailing. Now-a-days the people
have started the use of internet in bulk resulting growth in
the scope of electronic shopping. E-retailing is a shopping
on internet and the consumer needs not to pay physical visit
at the store.

1) Who is Consumer? Consumer is that person who
consumes the goods and uses the service available in
the market for his / her end use. The consumer shows
inclination towards any product or service if it matches
his / her taste, need or pocket.

2) What is Consumer Behaviour? It is study of action of
the individual customers in the market and the motives
behind those actions. This is dynamic process which
keeps changing. It is definitely a complex process
which consists of many factors like age, profession,
economic background, lifestyle etc. which determine
the behaviour of the Consumer.

Difference between E-Retailing and Traditional
Retailing

It is important for a person to know the difference of E-
Retailing from the Traditional method of Retailing so that
the consumer could better understand the benefits of
purchasing on line rather than to buy from a store or a shop.
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1) Location of Store:-There is no limitation of location in
case of online retailers .There is no problem of
geographical boundaries as in case of traditional
retailing brick and mortar based stores. On line
retailers can cater to local, national or international
markets and can find customers.

2) Display of goods: - In a brick and mortar store of a
traditional store format the customers are able to
physically touch and handle the various items for
which they are interested in purchasing where as online
retailers are forced to display the items through
pictures, graphics or text based descriptions of items or
products to attract the customers through their Website.

3) Communications with the Retailers: - In a traditional
retailing there is a face to face interaction with the
retailer and consumer can raise any question about the
products or items. On- line retailers have to answer all
the possible queries of the prospective buyers through
text and graphics.

4) Technology to be used in Retailing: - The technology
used to run a store in a traditional format is almost the
same and has been in around for years where as online
retailers have to keep themselves updated as the
technology involved in online retailing is constantly
changing.

5) Time available for doing business: - The Traditional
retailing is only available for a limited time which is
prescribed by the law of state or area or some time
based on business. E- Retailing is available 24/7 which
means round the clock.

1. LITERATURE REVIEW

Arora Jyoti (2013) in her Paper titled ‘Prospect of E-
Retailing in India’ has found that the companies should
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create a medium consisting of blogs and discussion Forums
for the people where they can give a rating of the quality of
the delivered service of the on-line retail and also give
suggestions for the improvement. In order to fulfill
customer’s expectations and needs of the business, the
contents should be updated on the Websites. All the issues
of security and payments should be sorted out to satisfy
the customer’s trust. The laws and regulation of the banks
should be adjusted for the requirements of electronic fund
transfers and the involvement of culture of credit cards.
Now a day’s the people of India have started E-Retailing or
online shopping as their first choice.

Shettar Rajeshwari M. (2016) in her study titled
“Emerging Trends of E-Commerce in India: An Empirical
Study” has found that in our day to day life, E-Commerce
has become very prominent part. In fact for the people
living in urban it has become necessity. Due to increase of
smart phones and tablets which are based on internet and
technology, the way of living, modes of communication
and the methods of purchasing etc of people have changed.
E-commerce has created new opportunities for education,
academics and business. We can see tremendous potential
for providing E-business education. It is fact that E-
commerce has made a huge impact on our way to
communicate with friends, relatives, on our travelling, way
to pass the information and our process to buy or sell
products and services.

Mahajan Yogesh D (2017) during his study titled ‘A Study
of E-retailing: Analyzing the Factors and Perceptions of
Indian Millennia’s for Online Retailers” has resulted / could
find those factors based on which the customers select the
on- line Retailers from whom they would like to purchase
after selection. The design of the website and the act of
responding of a company about the needs of the customers
play very important role in the selection of the on-line
retailers. The customers also consider the security issues in
the transactions and confidentiality of data as very
important. They also take in to consideration as to how on-
line Retailers cater to the problems of customers which
might have been faced by them during the on-line
transactions.

Shrestha Saroj (2018) in his Paper titled “Online Retailing
Trend and Future Growth Opportunities in India’ studied
and found that online retail business would have very good
growth in India because the factors like demographics,
economy, changing lifestyle, payment systems, increase in
internet users & mobile subscribers etc. are in favour of our
country. India has a huge population of young people and
after they start working add to the expanding consumer
class. The on-line Retailers give a lot of options in the
purchase of products and providing on-line service. The
payment system is also very secure which motivate the
customers to do on-line transactions without any
hesitations. Cash on delivery is becoming popular among
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the customers which are not comfortable with paying on-
line. Indian well established companies have started focus
on strong customer service to win trust of the buyers
resulting into the lead to repeat buyers, customer’s
acquisition besides improving profitability. Along with the
potential of growth in the on-line retailing, there are also
many challenges so the on-line Retailer has to continuously
examine the trends and innovations which are happening in
online retail in India.

1. RESEARCH METHODOLOGY

The study is descriptive in nature and is based on the
secondary data which has been collected through secondary
source like Text books, Journals, websites and other
publication supported by primary data collected through
observation techniques. Further | have made sincere efforts
to collect data from other sources such as Magazines, the
News Papers and other records when the need arose.

Objectives of the Study

1) To know the impact of E-Retailing on Consumer
Behaviour

2) To study the difference between E-Retailing and
Traditional Retailing.

3) To understand the reasons of increase in E-Retailing.

4) To examine the challenges and problems due to E-
Retailing.

1V. DISCUSSION

Impact of E-retailing on Consumer Behaviour

The companies which are able to understand how the
consumer is going to give response to product features,
price, promotion and advertising definitely have an
advantage over its competitors. Mostly the companies’
research the consumer’s buying decisions so that they get
answer to questions about what consumers’ prefer to buy,
why they buy a particular product and which way consumer
feels easy to buy a product. There are many factors which
influence consumer’s behaviour. External factors are from
Environmental conditions like demographic, socio-
economic, Technological, cultural and reference group.
Internal factors are the Attitudes, learning, perception and
motivation of the consumer. In E-Retailing the consumers
can research about the products available and purchase the
products by sitting at the comfort of their home and at their
leisure.

V. REASONS FOR INCREASE IN E-RETAILING

1) Internet penetration: - People in the modern society
have enough attraction towards the use of internet and
customers have access to internet regularly. It is
therefore people prefer buying on —line.

2) Option available for payment: - The customers are
opting on-line shopping because availability of facility
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3) Variety of products available: - Many products can be
offered to the customers on various websites because
there is no problem of space constrains as in the
physical stores.

of cash on delivery and growth in usage of Debit Card
or Credit Card.

4) Saving of lot of time and efforts: - Due to ease in
buying the products by spending little time are
encouraging the customers to buy online.

5) Market Strategy of giving heavy discount: - The E-
Retailers have started to give heavy discount to the
consumer which has resulted in growth of purchase
online.

6) Better comparison of Products: - The process of
comparing and buying different brands becomes easy
for the customers by checking different websites sitting
at their homes.

VI. CHALLENGES FOR E-RETAILING

1) Issues regarding Security:-While using the E-Retailing
method some of the consumers are concerned about
their personal data which is being provided during the
on-line transactions. There is still some lack of trust
and certain privacy concern which has been preventing
customers to make on-line purchasing.

2) Touch and feel experience of products: - Some families
prefer to buy the products personally .Shopping is also
like a family outing for some people. So the idea of
buying goods online on a computer does not excite
them.

3) Retention of customer: - Some people make purchases
online once just out of curiosity. Therefore repeat
purchase is not likely, so question of customer
retention does not arise.

4) Authenticity of the Products: - Customers sometimes
feel that the product they purchase online is not as
expected by them. When they receive the delivery of
product they feel that the product is not as real as they
have seen in the picture of the product on Website.

VII. CONCLUSION

With the rapid growth and penetration of internet, the
overall trend for on-line purchasing is very optimistic.
Among the various reasons which help the E-Retailing to
become popular can be the option of availability of facility
of cash on delivery and growth in usage of Debit Card or
Credit Card, a wide range of Merchandise on many
Websites and tracking of shipments on line besides the
reach of internet at cheaper costs. However the E-Retailers
should try their best to encourage the reluctant customers to
accept the internet as a new way of shopping and try to win
their trust by making them purchase through the method of
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E-Retailing. The On line Retailers should direct their field
staff to research and identify about the preference of the
customers and adjust the contents at the websites
accordingly. The customers should be provided the same
quality of products as they have ordered so that they may
not feel that the E-Retailers have cheated them. The
consumer behaviour will definitely turn positive towards
the E-Retailers if they assist the consumers in overcoming
their fear around security and feeling safe with on-line
purchasing and avoiding the delay in delivery of products to
the customers. If these problems are solved then the online
retailing business will definitely grow towards bright
future.
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