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These days, internet has become an integral part of our lives. The presence of the Internet conveyed 
many points of interest to people's day-by-day routine. After the rise in technology, people can 
interact, engage themselves, can do shopping online and avail services over the net. Although there 
are many disadvantages of the same, as the viruses, the danger of individual data burglary, 
spamming and so on. However since the points of interest exceed the disadvantages, the majority of 
the population cannot avoid using it as the same. With the rise in the technology, people have started 
showing more interest in internet. “As indicated by Internet World Stats' insights (2012) today more 
than two billion individuals connected to the Internet. This number demonstrates that 30 percent of 
the total populace utilizes the Internet. Therefore, the Internet can be utilized for the upper hand by 
associations and really it is a capable source to utilize.” Internet shopping is a phenomenon that is 
growing rapidly nowadays. A peep into the exponential growth of the main players in this industry 
indicates there is still a large reservoir of market potential for e-commerce. The convenience of 
online shopping rendering it an emerging trend among consumers, especially the Gen Y. The 
prevalence of online shopping has raised the interest of the retailers to focus on this area. Therefore, 
this study was to determine the relationship between subjective norm, perceived usefulness and 
online shopping behavior while mediated by purchase intention. 
University students were selected as the subject of analysis. 662 out of 800 sets of questionnaires 
distributed were valid for coding, analyzing and testing the hypothesis. Collected data were then 
analyzed using SPSS version 18.0 and AMOS version 16.0. Structural Equation Modeling to 
examine the model fits and hypothesis testing. The conclusion can be depicted that subjective norm 
and perceived usefulness significant positively influence online purchase intention but subjective 
norm insignificant influence shopping behavior in a negative way. It is interesting to note that 
perceived usefulness also insignificantly influence online shopping behavior. Finding also revealed 
that purchase intention significant positively influence online shopping behavior. For future 
research, sample from working adults and other variables that related to online shopping were to be 
included to minimize sampling bias. 

 
  

  
 

 

 
 

 
 

 
 
 

 
 
 
 
 

 
 
 
 

 
 

 

 
 

 
 

 

 
 

 
 

  
 
 

 

INTRODUCTION  
 

Background of Study 
 

The Internet have been utilizing for a few distinct purposes. 
Other than that, it has additionally conveyed an alternate 
measurement to business exercises. The Internet has now 
become a market for the buyers and the suppliers, also it has 
become a second market to the distributors as well. Websites 
give people the opportunity to choose the products and services 
over the net, also buyer can submit their feedback for the same. 
In this manner, the past encounters of advertising has 
transformed into an alternate portion. Presently associations are 
taking consider to give distinctive installment techniques, 

diverse delivery options and even extraordinary web interfaces 
for various geographies. Today, with the ascent of the 
innovation, huge bit of business exercises occur over the 
Internet. For every business the main aim is to make sale out of 
the products and the services, by selling a product or service 
the buyers get recognition. In the online buying, the customer’s 
behavior cannot be judged as expressions are not measured. 
Apart from that, it has to be kept in mind the end goal to create 
and apply viable promoting techniques the elements that 
influence buyer practices ought to be researched. The online 
shopkeepers can understand the needs and wants of the 
customers by building the communication between the 
customers and online shopping websites. Detecting the 
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behavior of the consumers is an old phenomenon. Philip Cotler 
is a marketing expert, have contemplated on this subject, 
“Hypotheses about buyer conduct have been utilized to build 
up a powerful advertising technique.” Additionally, in today’s 
time we cannot imagine the marketing over the internet. Web 
based promoting is the subject that have been looked into and 
made applications commonly by specialist from past to these 
days. Thinks about on web based shopping explored the 
elements that impact internet shopping and also thought 
processes in, estimation of and predecessors of web based 
purchasing conduct. Subsequently, the scholarly analysts and 
the corporate world today, started concentrating on the 
consumer’s perspective, web based buying conduct and a ton of 
looks into and articles were set up to make direction for the 
advancement of web based shopping.  
 

Problem Statement  
 

At any time during the day, there are potential shoppers 
searching for products and services online. Although with the 
large numbers of suppliers online, it is important thing for the 
buyers to make sure what the customer’s wants and needs are 
which focuses on the condition of the business first. While 
shopping online there is a major drawback that the individuals 
cannot touch, feel and see the products, they cannot examine 
and recognize the product. Not only that, the buyers keep on 
coming up with new requests everyday. Hence, it is more 
critical to answer shopper's requests to hold the customer. 
Staying alert that clients are playing out a noteworthy part in 
marketing, discovering how the components that are basically 
influencing the acquiring goals are vital. It is important to 
recognize the shopping activities of the people, as to how the 
consumers choose their products, how do they pay over the net 
and which mode they use for their payments. It is also observed 
by the suppliers that what the consumers purchase is like so 
that it can enhance the prevailing conditions of online buying. 
Customer’s buying behavior is affected by many things that 
help the suppliers understand the trend of the market. Some of 
these elements are culture, social status, the community in 
which the people live in, community, their income, their age, 
the gender, this indicates diverse client behaviors. Past research 
streams on web based shopping conduct, explored fundamental 
components impacting internet shopping reception. In this 
review, look into has been made near web based purchasing 
practices of shoppers that are situated in India and examined by 
the researchers throughout. 
 

Research questions  
 

The aim and purpose of the study needs to be fulfilled, the 
research questions are planned on the basis on the foundation 
and the problem statement as follows: 
 

 Demographics 
 Personality 
 Social Status 
 Cultural differences 
 Comparison of two different cities 

 

The Aim & Purpose 
 

The aim of the study is to identify the factors that affect the 
online buying behavior of the two areas in the same country. 
That it not only is important to identify and analyses the habits 

of the customers in Delhi and Lucknow. In the following study 
questionnaire method is used to get responses from the people 
and to know the specific end goal to discover the differences on 
online shopping vs the retail shopping. The questionnaire gives 
us a clear understanding of purchasers’ opinions and to know 
whether the same set of people have similar likings or 
disliking. The result of this report would help the marketers 
who want to get into the online business in Delhi and Lucknow. 
Also, the sellers who want to have a clear knowledge about the 
market which will enhance their devotion to their customers. It 
will also help in understanding the consumer behavior towards 
the online shopping. 
 

Online Buying 
 

Modern Erais a period in which social, monetary and political 
changes have happened. Also the globalization, technological 
enhancement and growing importance of big data has 
influenced and changed the present standards in the day to day 
business. Particularly, after the evolution of World Wide Web 
there is ample amount to data available which helps customer 
in their purchases. Availability of data and correspondence 
advances in the technology over the period of time makes 
computer a vital part of day to day life and also help to connect 
each other by the source of internet. In the data period, the 
Internet has become a fundamental part of every individual's 
life. In present time PC and internet have become key 
component in our life supportive by the enhancement of 
information and innovation. With the commencement of the 
web innovation.People started looking for the need from this 
medium. Additionally it is an ordinary of data social affair. 
Those innovations pose a potential threat in our social life and 
business life also.  
 

E-commerce 
 

The web innovation, showing up amid the last quarter of the 
twentieth century and having been utilized oftentimes for 
couple of years in everyday lives, has affected all parts of our 
lives in a brief span. The changings in innovative range 
everywhere throughout the world have changed the idea of data 
and communication. The utilization of web for business 
purposes offered ascend to the presence of the electronic trade 
(online business) phenomena. With the execution of these data 
and communication advancements by business establishments 
to bolster business exercises, electronic business idea was 
created. Electronic trade, additionally alluded as web based 
business is characterized by Oxford Dictionary (2012) as 
'business exchanges directed electronically on the Internet'. 
Another definition, as a purchasing and offering activity over 
the Internet. To whole up web based business can be 
characterized as the purchasing, offering and trading of 
products and enterprises through an electronic medium (the 
Internet) by organizations, customers and different gatherings 
with no physical contact and trade. 'The rise of these new data 
and communication advances and of Internet clients, has 
presented another promoting reality'. This new nearness change 
the relations between the players. Besides organizations have 
acknowledged and seen the significance of the Internet and it 
has turned into that online business in the business setting, for 
most organizations, can be viewed as a supplement. The 
significance of the competitive power and prevalence has come 
over frontal area and associations' comprehension of rivalry has 
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changed drastically. In this day and age organizations utilize 
electronic business channels to communicate with customers 
and to increase competitive advantage. 
 

Categories of E-commerce  
 

Many companies have their operations on the internet. Few 
companies like amazon.com, snapdeal.com, expedia.com sell 
their product and services directly to the consumer by using the 
internet as a platform. On the other hand, companies who had 
their business in traditional way they are also adopting the 
market strategy and filling the customer requirement by 
creating their own sales channels and become a click and 
mortar companies. So overall, it can be easily concluded that 
now a day every organization has its web presence for the 
customer. 
 

E-commerce can be classified into various category on the 
basis of doing business. These categories are: 
 

1. Business to business (B2B). 
2. Business to consumer (B2C) 
3. Consumer to consumer (C2C)  
4. Consumer to business (C2B).  

 

Business to Business (B2B) 
 

B2B commerce market is increasing at the rapid rate across the 
world. According to the researches, India’s B2B industry will 
be around Rs.45 Lakh crore by 2020. Alibaba, India Mart, 
Cisco System are the few companies that have their business 
inB2B platform. B2B commence platform provides a business 
platform to establish business transactions between distributors, 
resellers, suppliers and other business partner. B2B platform 
also helps to increase organizational coordination among the 
business partners. Generally in B2B commerce bulk buying of 
the products is done. 
 

B2C refers to business model, which use to selling the product 
to individual i.e. customer rather than a company. As the name 
suggest, in this model business involve communication directly 
with the consumer. Generally items related to airline tickets, 
hotel bookings, electronic items, health and beauty product deal 
their business using B2C business model e.g. myntra.com, 
bookmyshow.com, snapdeal.com etc. The success of these 
depends on the after sale service and good quality of product. 
but the major limitation of B2C is that the product cannot be 
touched or feel by the consumer who don't have a previous 
experience. So these companies are more customer-centric. 
Also there are various companies who has their operation 
online that increases the competition among them. 
 

C2C business model 
 

This is also a new business model for e-commerce in which 
consumer can sell their product to other consumers. E bay is 
the first company to use C2C business model in which 
auctioning of the product is done for the other consumers. If 
any person want to sell its product they can simply log in the 
website and put the product into the market and another buyer 
can buy it directly without the role of intermediaries. C2C 
companies serve as the interface between two parties. Later, if 
the buyer is willing to buy the product they can buy it directly 
from the seller. In this way, the organization (eBay) acts as an 
interface between two players and generate revenue from this 
action. Organizations usually charge fees from seller side, not 

from the buyer part in these kind of activities because of fees 
could discourage buyers from the purchasing activity. 
 

Rationale of growth 
 

The start of internet business is started with two associations 
that are Amazon.com and eBay Inc. These two are the early 
pioneers of the web based business industry. These two are 
currently offering a wide range of sorts of items to many parts 
of the world. Amazon Company, which was founded, by Jeff 
Bazos and the site has started in 1995. They started their 
business with an online book shop. Amazon also provided there 
customer with a framework such as 'Seek inside the Book' and 
'1-click Shopping' which was a great success story for them. 
Pierre Omidyar founded EBay Company. The first product that 
was sold by Ebay was a broken laser product. The start of Ebay 
is small but now it has achieved a great success in 39 countries 
worldwide and has a wide range of product to sell. In India also 
Ebay is the first of a kind company which sell the used product 
and have strong feet in India. 
 

Social Commerce  
 

In today's world clients are getting an enormous choice to 
select from. Internet has come from Web 1.0 where you can 
only see the information and can’t interact with it, but Web 2.0 
allow user to interact with the people more and make them 
more social. Individuals have begun to make content as a 
distributer on the web and they have the chance to share them 
through the easygoing affiliations. With today’s connected 
network platform like Facebook, Instagram, Twitter and many 
more it become important for the distributor to speak the same 
message across all channels. Social commerce is an important 
aspect for any business. Affiliation marketing is platform that 
allows the individual distributor to reach more mass and 
communicate with them for example Flipkart provide the web 
space to both large and small distributor, these web space is 
small window where they can show there product and there 
relevant information which potential customer can see. 
 

Smartphones, Tablet Computers (m-Commerce)  
 

Smartphones in recent years have grown drastically, in India it 
is speculated that in future the community would be the largest 
in the world. The smartphones have started a new revolution in 
reaching to the people and the information; they have changed 
the processing of the people interacting on the internet. Mobile 
commerce is started because of the smartphones revolution. It 
has been researched that now more people are engaged in the 
mobile than on their pc, this cannot be neglected and that’s the 
reason mobile commerce need to be implemented. 
 

Online Group Buying  
 

Online groups buyers are now more empowered, due to the 
advancement of the internet, the distributors are well informed 
and have many choices for their buying needs, these helps them 
to achieve cost effectiveness and can provide the customer with 
an attractive schemes to help them make the decision. Online 
groups also have the power to provide their reviews about the 
experience of the service and the product, they could write the 
reviews and give their rating as per their view. This also create 
a pressure on the distributor to provide an outstanding 
experience in terms of both service and the product.   
 
 



Aparna Goyal., A Study of Psychological Perspective of Customers W.R.T. Rising Digital Retailing 

 

17711 | P a g e  

Online shops 
 

Online shopping has changed the buying behavior of the 
people. The traditional method is not any more effective. The 
buyers needed a fast, efficient, effective and time saving 
method to do shopping and all this advantage are provided by 
the internet. Online shopping has increased it base customer 
drastically and today’s online shopping is one of the most used 
method for shopping and because of this retail store are seeing 
a tough competition. The numbers shows that 'web based 
business is taking a greater cut of the general retail deals pie 
and is becoming far speedier than retail deals'. Online shopping 
provide the customer with more choices on a single platform 
and the more comparable prices on the internet, for example 
the online retail company Flipkart, it provide thousands of 
product with varying color and size range but also provide the 
price comparison from different suppliers. Online shopping is 
not only time effective but also cost effective, the use of 
coupon and the discount presented on  product by different 
supplier create a tough competition between the suppliers 
which in relation is advantageous to the customer. 
 

Online Consumers  
 

As previously discussed that the future for online shoppers in 
India is very bright from the study it is forecasted that the total 
business in India will surpass a total of $15 billion in upcoming 
years and by 2021 India could become the world largest 
smartphone user base, which show a brighter future for the 
online shopping community. The online shopping community 
is not only restricted to the customer but also n recent year the 
online platform is also advantageous to the retailers. The Just 
Buy Live app, which was founded by Sunil in 2015, is an 
online app where small or mid-size retailer can buy the range 
of product, which can help in saving money, and increase their 
diversity in terms of product. India is known for their 
population growth, which will surpass China by 2030, and this 
also show a large customer base for online customer as India is 
adding approx. 6 million customer every month by a research 
study. This growth can’t be unseen by the big corporation and 
we can see that there many big organization like Google which 
are investing in India to support it growing customer base and 
achieve the market shares. Google has planned to provide the 
free Wi-Fi on the railway station in corporation with the Delhi 
government. 
 

The advantages of the online shopping are many such as: 
 

 It is very convenient 
 Cost effective 
 Time saving 
 And provide many choices. 

 

Along with so many advantages, the future of online shopping 
still has many roadblocks which need to be addressed such as: 
 

 Security in transaction 
 Privacy issue 
 Internet provider in rural areas 

 

And many more obstacles are need to be resolved to provide a 
bright future to this industry.  
 

"The e-tailing industry needs to act now to cater to this strong 
user growth trend. Improved customer experience across all 

touch points, easy to use mobile apps can create a strong pull 
for non-buyers to shop online in tier I and tier II cities," he 
added. 
 

Online Shopping and Consumer Behaviour  
 

With the start of the internet era, more of web based 
commercial websites came into existence. The atmosphere 
around us all become electronic. People are now able to get 
knowledge about various products and services online. All the 
businesses nowadays are adopting new the World Wide Web as 
their in their activations. There are a number of innovations 
used in the campaigns. The main motto of the organizations is 
to sell the products. That is why it is important to know about 
the behavior of the consumers. Rogan said that, “importance of 
the relationship between the marketing strategy and the 
behaviour of consumer.” He also said that “the strategy is about 
increasing the probability and frequency of buyer behaviour 
and requirements for succeeding in doing this are to know the 
customer and understand the consumer's needs and wants”. 
There is a lot of competition prevailing in this industry. It is 
important to know the behavior of the consumers for the better 
functioning of the business. Still there are some reasons, which 
say that there are many online businesspersons as to ‘why they 
don’t prefer to buy online.’ Online consumer behavior has 
become more of science than marketing in today’s life.Chang, 
et al. (2004) did a research on a number of factors that are 
responsible for the online buying activity. In the research work, 
the study is classified into three groups. Firstly, it is perceived 
characteristics in the web business which has risk, advantage, 
online shopping experience, service quality and trust. Next is 
the website and product characteristics. This factor causes 
reduction in the risk, websites characteristics and also product 
characteristics. Lastly, are the consumer characteristics? This 
factor depends on various features like consumer shopping 
orientation, demographic variables, computer, internet 
knowledge and usage, consumer innovativeness and 
psychological variables. Kotler and Armstrong studied the 
consumer behavior and (2010) and stated that, “the way of the 
perception of the buyers, how they interpret and receive the 
stimuli from advertisements.”Kotler and Armstrong also said 
that, “the decisions of consumers are influenced by several 
characteristics and these characteristics are linked with the 
needs of the consumers.” 
 

Factors affecting Consumer Behaviour, Consumer 
Characteristics in the Online Medium  
 

There are a total number of four parameters on which 
consumer’s behaviors are studied these factors are: 
 

 Personal Characteristics 
 Psychological Characteristics 
 Social Characteristics 
 Cultural Characteristics 

 

These help in identifying the right consumers and help in 
strategy implementation. 
 

Personal Characteristics  
 

The purchasing decisions are affected by the demographics of 
any individual. This affects the purchasing decisions of a 
person. These factors are, age, gender, occupation, monthly 
income, educational qualifications, and living conditions. 
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Thesis about young generation are useful in determining the 
future of online consumer websites. As Youngers are more into 
new technology and have more choices than others. They have 
a different thought process, they draw conclusions on the basis 
of their own opinions. On the other hand, the older generation 
feels that it is a risky method to make transactions over the 
internet. In addition, they do not have enough information 
about what is going on the websites; they mostly buy the 
products in real and not virtually. In today’s world we can see 
that both men and women are using internet at a very fast rate. 
Earlier this was not the case. It was more of men into 
technology than the women but the change in times it has 
become equal. Women are more concerned about new things in 
the market. The attitudes of the people play a major role here. 
The low income group people are worried about the online 
shopping as there a lot of risk in involved in this kind of buying 
as there is a financial risk involved in it. The people who have 
high income are more into the online buying as they have a part 
of their income which they can spend on other products too. 
“Hernandez et al. (2011)’s comprehensive study regarding 
socio-economic characteristics of consumers (age, gender and 
income) moderating effects on online shopping behavior 
reveals that these characteristics do no moderate experienced 
online shoppers’ behavior.”It is when the consumers are well 
aware of the online shopping, the social and the economics 
factors doesn’t matter when the individuals have become used 
to the online portals. There is a lot of difference in the behavior 
in the initial stages. However, there are a lot of people who are 
experienced in the online shopping so the study is based on the 
behavior of the people rather than the demographic features. 
Studies are based on the parameters that are based on the 
behavior of the individuals, which are supposed to be more 
effective. 
 

Psychological Characteristics  
 

Human beings are slaves of their own mind. Human mind is a 
complicated one, there are a lot of questions that are going on 
in their minds. Consumers are motivated by themselves as the 
mind keeps giving them ideas. People think about the better 
options available online, the price options available to them, is 
shopping online beneficial to them or not. These are some of 
the questions that are oscillated in the minds of the people. The 
way people see the product and react to it is known as 
perception. People make perceptions about the products by 
their experiences and observations. It helps in identifying the 
security of the net and also about the product’s quality. Next 
important factor is the personality. It helps the consumers in 
knowing what kind of websites match their personality. 
Attitude is also an important factor which changes according to 
the situations of the people. Lastly, emotion plays a role in the 
psychology of the people. It is proportional to the choices of 
the consumers. 
 

Social Characteristics  
 

Social status of the people have a lot of influence on the buying 
patterns. Reference groups have an impact on the consumers 
buying habits. Social websites like Facebook and Twitter 
affects the behavior of the individuals. There are various 
communities on the website that discuss the experiences and 
product information. There are various related links on the 
websites that help in judging the websites and this is how 

people make opinion about the products and services. It is the 
belief of the people that influences the buying decisions. 
Family, friends, peer groups, ect causes the individuals to make 
decisions. The lifestyle and other factors are part of the social 
characteristics.  
 

Cultural Characteristics 
 

There is a difference in the societal status of the people. 
Individuals of high status spend more on the products and 
services than the people who have low status. “Kotler and 
Armstrong (2007) discussed that culture set values and beliefs 
in the early ages therefore person’s wants and needs are driven 
by this settled features. Almost everything we do, how we give 
and receive information, make decisions, lead and manage, 
working teams, use time is influenced by culture. Hofstede 
defined culture as 'the collective mental programming of the 
mind which distinguishes the members of one group or 
category of people from another.”  
 

Customer Loyalty  
 

21st century has been an era of technological changes in the 
marketing industry. There were many new chances which gave 
rise to more competition in this industry. This allows the 
marketers to adopt new method of business apart from 
traditional ones.  
 

Online shopping is now a trend everywhere. Internet is being 
used by almost all people in today’s world for their daily 
purposes. In order to maintain the customers the buyers need to 
keep in pace with their services for customer loyalty. 
Customers in today’s time has a lot of options and can switch 
from one to another. So it is important for the buyers to use 
various internet tools and methods to maintain the customer 
loyalty. To make the customers happy and satisfied, it is 
important for any business to retain customers as it increases its 
profits. The customers’ needs and wants must be met so that 
the customers return back to the websites to make the purchase. 
The websites can measure the satisfaction level through the 
experiences received from the consumers. Consumer’s loyalty 
is the measure of the trust of a company. The loyalty level is 
measured in terms of the experience the consumers get after the 
sale of a product to its delivery. 
 

Trust  
 

Trust is a factor that implies the buyers and the suppliers to be 
obliged to the organizations. The trust of the people is 
depended on the responses received from the suppliers. It is 
after the response that the customers gain their trust over the 
suppliers. In the online shopping the computers are involved in 
which the consumers cannot have the opportunity to get the 
actual picture of the product in real life. Thus, they make their 
decisions through the online pictures available to them. 
Although, people can personalize their product and can also 
change it the way they want to in the online websites. Not only 
this the website’s functional features attract the audience. With 
the advent of online business websites, the role of middle men 
have increased tremendously also, cost rate has also decreased 
to a great extent. This affects the behavior of the consumers in 
real life. With the increase of middlemen time and cost has 
been brought down to a great level. The details present on the 
website have helped the consumers to get proper knowledge 
about the products and also to compare rest of the products. 
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Firms are using more of the internet technology for sale of 
products and not many of the consumers are used to it thus the 
consumers’ behavior should be studied. 
 

Disadvantages  
 

Internet has given rise to online shopping by which consumers 
buy products and services. Internet is beneficial to the 
organisations and customers simultaneously. Organisations use 
technology to advance their work. Online shopping is a new 
way and is considered as a modern trend in today’s era. Online 
shopping has its advantages and disadvantages as the same 
time. However, the disadvantages of online shopping are the 
most talked about subject today. There are mainly two types of 
risks in online shopping i.e. product and transaction processes. 
Satisfaction of the consumers is the most important thing in 
online shopping for the consumers. People are not content with 
the services they receive online. Security risks: Internet has 
become one of the most important thing in our lives today. We 
are constantly using internet for some thing or the other. 
Although, security issues and other risks are still a threat to the 
individuals today. Two main kinds of risks are the “Product 
category risk and financial risk”. Private information is linked 
to the financial risks so the private risks are associate to it. We 
cannot see the goods physically over the net so the consumers 
have trust issues related to it as the pictures shown on the net 
are always not similar to the one that it is in real life. 
 

METHODS OF RESEARCH 
 

In this, the strategies and theories are used for the survey 
process. The details of research are detailed and described in a 
technical manner. In this section, topics like, philosophy of 
research, preparation of the research, the method and procedure 
data collection, components of questionnaire and sampling 
decision are covered here. Firstly, topic is selected. The 
knowledge about the study, observations of the survey and 
interest on the topic help to understand the topic. After that the 
theories and literatures have been searched from various 
sources to support this study. Next, problem of the study and 
questions related to it were developed and the research method 
was chosen for the same. Data collection was done using the 
planned methods. After data collection, I did the analysis with 
the theories selected. Lastly, conclusion of this study was 
drawn. Exploratory study was the first step in this research 
after which explanatory study was done. The first aim was to 
gain knowledge about the consumer’s behavior which was 
followed by the aim to gain information about the online 
consumer behavior. Next step was to identify the factors that 
are important during the online purchase. Then the knowledge 
was used to get relationship between these factors. 
 

Research Approach 
  

To start with the research, clear understanding of the approach 
is necessary. “Philosophies and approaches are the first and 
second layers of the 'research onion' respectively” In order to 
be clear about the theory in the initial stages of the study, it is 
concluded that the approach of the study need to be conducted. 
Two main approaches are used in this report. First is the 
deductive approach that have been chosen for this study. In the 
deductive approach, the theory is studied then the data that was 
collected is tested using tools. The deductive approach is valid 
only for quantitative data and in my report quantitative data is 

the best way of study. The research philosophy helps to 
understand the world in a better way. Also, it helps the 
researchers in collecting and analyzing the data. “Positivism is 
the philosophy which provides a natural science way to 
conduct the research.” The researchers are not affected by the 
topic of the research paper and are it free to collect the data 
from researcher’s values and feelings. ‘The collected data can 
be 'law-like generalization”.  
 

Data Collection 
 

To fulfill the research objectives and to solve the research 
questions, the dissertation works on both primary and 
secondary data collection methods. The secondary data is a 
useful method to help us in solving the research questions. Not 
only that, the secondary data helps us in understanding the 
topic area while the primary data helps in providing the 
information. 
 

Primary Data  
 

Survey  
 

The aim of the research was that firstly the participants were 
selected using a non-probability sampling method. There are 
various non-probability sampling methods out of that two types 
of sampling methods are sufficiently used in this paper. First is 
the snowball sampling and the other is the purposive sampling. 
Snowball sampling is the best when it is difficult to identify the 
population of a particular area. In this sampling method first a 
small group of who are in relation to the research topic are 
selected then these groups of people are made to identify 
further population so on this sampling is done. The drawback 
of this sampling is that it is not sure that this small group of 
individuals will represent the whole population or not. Thus, 
purposive sampling is considered a better one over the 
snowball sampling. Purposive sampling helps us to use our 
judgment to make a better understanding of the cases that will 
help us in meeting the objectives. Keeping in mind the aim of 
the research, the participants were selected. For the selection of 
the participants, non-probability sampling method is used here. 
There are various kinds of sampling methods used of which the 
two main types of sampling methods used are snowball 
sampling and purposive sampling method. This sort of 
sampling begins with little gathering of individuals who are 
proper with the research topic and these little groups 
distinguish promote individuals and afterward they recognize 
further individuals thus the example snowballs. In any case, the 
issue with snowball test is that it is impossible that the example 
will speak to the entire populace. It is on the grounds that 
respondents are well on the way to achieve respondents who 
are like themselves. Along these lines, purposive sampling 
strategy additionally utilized as a part of this review. Since the 
subject manages conduct of online customers, online surveys 
were utilized. A free administration site, google forms was 
used for the study purpose. It helps participants to answer the 
questions over the internet. After that the link of the 
questionnaire was forwarded through mail and WhastApp. In 
order to be part of this study, the respondents were supposed to 
have atleast on online shopping website knowledge. This 
knowledge brought down the rate of responses and was 
important for study purpose. The data of results was transferred 
to excel document with the help of google spreadsheets. This 
survey was conducted from March 20 and March 26, 2017. 103 
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were reacted and inside the reacted questionnaire 100 were 
usable for analysis (3 deficient reactions have been eliminated). 
The example comprised of people Delhi and Lucknow areas.
The survey was voluntary and the respondents could stop in 
between and could leave the survey at any point of
any stage of the questionnaire. 
 

The questionnaire was online as the topic of the research was 
online consumer behavior study so online method of data 
collection was preferred. The way in which the questionnaire 
was prepared was at its introductory part which explained the 
purpose of the study along with the content of the study. The 
questionnaire had 20 questions in total. In the last part of the 
questionnaire demographic questions were asked which 
included name, age, sex, income and educational level of the 
participants. The inquiries circulated to people who utilize the 
Internet and have no less than one web based shopping 
experience in this manner people were asked about their 
reasons as to how they utilize the internet, what products
services they look for over the net and also what was their 
monthly expenditure on the net. These questions helped to 
understand the perceptual difference of the respondents with 
respect to their mindset. It was based on shopping and the 
participants had to rate their responses on the scale from 1 to 5. 
1 being the lowest and 5 being the highest. Apart from that 
other questions like the ranking ones, yes/no ones, filter 
questions and the open-ended questions were used in this 
survey. 
 

Secondary Data  
 

The secondary data provides the basic understanding about the 
problem at hand, which includes unprocessed data and well 
known researches, various sources like from looks, journals 
and published articles. In this study the data was drawn out 
from Google scholar website. The website has many published 
articles and papers which helped me in my study.
 

Descriptive Statistics is a method to measure the quantitative 
research.  Coding process is used to transform the data from the 
questionnaire results to numeric one. The calculation is done 
for all the questions by the SPSS software. Tables are formed 
in which the data is added. Then a detailed study of the tables 
and charts are concluded. 
 

 Descriptions are drawn and frequencies are calculated 
from the answers of the respondents.

 One sample T test is applied on the data received from 
the questionnaire. 

 Correlate analysis have been done to find relationship 
between various factors. 

 The main aim of the study is to find out the 
differences and similarities of the behav
consumers of two cities. i.e. Lucknow and Delhi.

 

Analysis & Interpretation 
 

This chapter discusses about the analysis of data collection and 
the findings that are concluded from the research work. This 
chapter shows the descriptive information and 
analysis that are drawn out of the questionnaire collected from 
the consumers. A detailed study is done through the statistical 
software called SPSS. In the questionnaire the demographic 
questions were also added that were filled online.
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consumers of two cities. i.e. Lucknow and Delhi. 

This chapter discusses about the analysis of data collection and 
the findings that are concluded from the research work. This 
chapter shows the descriptive information and the statistical 
analysis that are drawn out of the questionnaire collected from 
the consumers. A detailed study is done through the statistical 
software called SPSS. In the questionnaire the demographic 
questions were also added that were filled online. 

Demographic Variables  
 

Demographic information of the people were obtained from the 
responses through the questionnaire form. 
 
 
 
 
 
 
 
 
 
 

From the study it is concluded that from the total 
responses obtained i.e. 101, 47.5% (48) of the total were from 
Lucknow whereas, 31.7% (32) were from Delhi NCR region 
and rest 20.8%(21) were from other parts of India.
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The table and the figure above shows the gender profile of the 
responses received from the survey. The number of male 
respondents is more than the number of female ones. The total 
number of female are 49 and male are 54. 
number of male and female in both the cities.
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

The ages were divided in five different groups. This method 
was adopted to find the groups of people belonging to different 
age groups. The maximum responses were obtained from the 
age group belonging to 21-30 from both the cities 
set of group that ranked second was the age group of 31
and the people belong 21 were 10 in number. 8 people were 
from the group of 41-50 and 2 people belonged to the age 
group of 51 and above.  

Figure 1 Distribution of respondents in terms of the cities

Figure 2 Distribution of respondents with respect to gender

Table 1 Where do you currently live * Gender

 

Where do you 
currently live 

Delhi
Lucknow

Other
Total 

Table 3 Frequency distribution of the respondents with 
respect to their age group
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Demographic information of the people were obtained from the 
responses through the questionnaire form.  

From the study it is concluded that from the total number of 
responses obtained i.e. 101, 47.5% (48) of the total were from 

(32) were from Delhi NCR region 
and rest 20.8%(21) were from other parts of India. 

The table and the figure above shows the gender profile of the 
responses received from the survey. The number of male 
respondents is more than the number of female ones. The total 
number of female are 49 and male are 54. Table 4.1 shows the 

and female in both the cities. 

The ages were divided in five different groups. This method 
was adopted to find the groups of people belonging to different 
age groups. The maximum responses were obtained from the 

30 from both the cities – 49. Next 
hat ranked second was the age group of 31-40, 10 

and the people belong 21 were 10 in number. 8 people were 
50 and 2 people belonged to the age 

 
Distribution of respondents in terms of the cities 

 

 
Distribution of respondents with respect to gender 

 

Where do you currently live * Gender 
 

Gender 
Total 

Male Female 
Delhi 17 15 32 

Lucknow 23 25 48 
Other 14 9 23 

54 49 103 
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In the above figure it is seen that major part of the responses 
were obtained from the students. 43.7% of the responses were 
from students and 18.4% were obtained from working group. 
What is more, 23.3% of the respondents were self
This shows that most of the population belongs to the age 
group of 21-30 category. 
 
 
 
 
 
 
 
 
 
 
 

48% of the responses received have a masters degree in hand. 
85.3% of the responses have either a masters degree or 
bachelors degree this shows that most of the respondents were 
well educated. In terms of educational level, university 
graduate and postgraduate students dominate the sample. This 
distribution is similar for the samples from Delhi NCR 
Lucknow. 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
Majorly the responses obtained belonged to the category of low 
or middle-income group of people. As most of the respondents 
were students this result had to like this. 44 people have 
monthly income of 2 lakhs who are mostly students. 24 
responses have 2 lakhs to 5 lakhs income. The remaining 15, 8 
and 5 of the people had income of 5 lakhs- 
to 20 lakhs and more than 20 lakhs respectively. 
 

To know the consumer behaviour and what people buy most, 
respondents were asked to give their respon
People mostly buy clothing and accessories over the internet. 
Second most preferred good/ service is travel tickets and 

Figure 3 Distribution of responses in terms of occupation

 

Figure 4 Distribution of responses in terms of education levels
 

Table 4 Frequency distribution of the respondents with 
respect to their monthly income
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In the above figure it is seen that major part of the responses 
were obtained from the students. 43.7% of the responses were 
from students and 18.4% were obtained from working group. 
What is more, 23.3% of the respondents were self-employed. 
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48% of the responses received have a masters degree in hand. 
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To know the consumer behaviour and what people buy most, 
respondents were asked to give their responses for the same. 
People mostly buy clothing and accessories over the internet. 
Second most preferred good/ service is travel tickets and 

electronic goods and cinema tickets ranks third.
consumed in small quantities. 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 

In the above table it is shown that how many people go to the 
store to buy the products or not. 13 of the total responses were 
from Lucknow. They felt that the information is 
them. 12 said that they feel it is necessary for them to go to the 
store. The total of Delhi responses were 32 of which most of 
them said no and only 8 said yes. This shows that mostly 
people were ok with not going to the store to buy the p
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The collected data from the respondents suggest that 
individuals mostly trust on advertisements in press and media 
(36). People use the search engines to reach the shopping 
websites.  
 
 
 
 
 
 
 
 
 

 
Distribution of responses in terms of occupation 

 
Distribution of responses in terms of education levels 

Frequency distribution of the respondents with 
respect to their monthly income 

 

Figure 4 Mostly buy products and services over the Internet

 Table 5

Table 6 The way of reaching shopping websites

Figure 5 Most preferred websites online
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electronic goods and cinema tickets ranks third. Other good are 
consumed in small quantities.  

In the above table it is shown that how many people go to the 
store to buy the products or not. 13 of the total responses were 
from Lucknow. They felt that the information is not relevant to 
them. 12 said that they feel it is necessary for them to go to the 
store. The total of Delhi responses were 32 of which most of 
them said no and only 8 said yes. This shows that mostly 
people were ok with not going to the store to buy the products. 

The collected data from the respondents suggest that 
individuals mostly trust on advertisements in press and media 
(36). People use the search engines to reach the shopping 
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Next way is through the recommendation by friends in both the 
cities. While, email links and computer magazines ranks at the 
last. 
 

The survey helped to know that most of the population uses 
amazon website the most with the count of 67. Next most used 
website is flipkart. Whereas, snapdeal and Jabong/Myntra is at 
the third preference. E-bay ranks the least amongst these 
websites.  
 
 
 
 
 
 
 
 
 
 
 

The analysis shows that most of the population that is 39.2% of 
the people in India spend less than Rs. 5000. Whereas, 31.4% 
of the population spends from Rs. 5000- Rs. 10,000 
This is justified as mostly the population earns less than 10 
lakhs per annum. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

In General, in both the cities people feel that it is a risk not to 
see the products in real (p<0.5). In the above table it shows that 
people find it risky to share their information over the net. The 
respondents feel that the products might come from different 
website as they are not aware of the process. The delivery time 
is also not accurate, they don’t have enough information about 
the products. In all the above cases (p<0.5) which states that 
the test is negative and the overall population has doubt issues 
regarding the online shopping. 
 

 

Figure 6 How much do people spend on online products and services
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The analysis shows that most of the population that is 39.2% of 
the people in India spend less than Rs. 5000. Whereas, 31.4% 
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People in both the cities were ok with 
over the net (T=1.578, t=1.526). The delivery fee is high so the 
respondents don’t prefer to buy online. Similarly, people also 
do not have knowledge of online buying products. Although, 
people are not well aware of online buying bu
online shopping saves time according to the study. They also 
feel that it is easy to have more options over the internet and 
also that the products are cheaper over the internet. Moreover, 
they think that products can be differentiated o
easy way. 
 

People's attitude can be affected by website includes too. 
Security is a major issue in online shopping. This can be see in 
both the city through the responses obtained from the survey. 
In both the cities i.e. Lucknow and Delhi
contextual design of the websites before making a purchase. 
They are keen on looking at the functional design, visual and 
audio of the context, communication patterns, links to the 
websites, products and services sold and lastly the fi
security which is of most importance.
 

CONCLUSION 
 

Customer fulfillment is of outmost importance for any business 
organization. Through this study it is concluded that the 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
shopping frequencies of the two cities is 
Consumers in Delhi shop online more than that of Lucknow. 
The reason could be the security issues as expressed by the 
people through the survey. Security is one of the major 
disadvantage of the online shopping. For the shoppers in 
Lucknow security is a major issue as people don’t trust web 
portals for online payments. Security is a major concern, there 
is not information about the items, and customers are not able 
to physically identify the product.
 

 

How much do people spend on online products and services 
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People in both the cities were ok with having less information 
over the net (T=1.578, t=1.526). The delivery fee is high so the 
respondents don’t prefer to buy online. Similarly, people also 
do not have knowledge of online buying products. Although, 
people are not well aware of online buying but the believe that 
online shopping saves time according to the study. They also 
feel that it is easy to have more options over the internet and 
also that the products are cheaper over the internet. Moreover, 
they think that products can be differentiated over the net in an 

People's attitude can be affected by website includes too. 
Security is a major issue in online shopping. This can be see in 
both the city through the responses obtained from the survey. 
In both the cities i.e. Lucknow and Delhi, people look at the 
contextual design of the websites before making a purchase. 
They are keen on looking at the functional design, visual and 
audio of the context, communication patterns, links to the 
websites, products and services sold and lastly the financial 
security which is of most importance. 

Customer fulfillment is of outmost importance for any business 
organization. Through this study it is concluded that the  

shopping frequencies of the two cities is different in some way. 
Consumers in Delhi shop online more than that of Lucknow. 
The reason could be the security issues as expressed by the 
people through the survey. Security is one of the major 
disadvantage of the online shopping. For the shoppers in 

cknow security is a major issue as people don’t trust web 
portals for online payments. Security is a major concern, there 
is not information about the items, and customers are not able 
to physically identify the product. 

 



Aparna Goyal., A Study of Psychological Perspective of Customers W.R.T. Rising Digital Retailing

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Trust is the major concern in Lucknow buyers as the city is 
identified as a cultural place with high vulnerability. There is a 
lot of contrast amongst Lucknow and Delhi online customers. 
We see that Lucknow buyers usually prefer cash on delivery 
method than direct money transfer or online payment methods, 
whereas, customers in Delhi go for online payment methods 
more. However there was an extremely slight contrast in the 

Table 

Table 9 
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We see that Lucknow buyers usually prefer cash on delivery 

n direct money transfer or online payment methods, 
whereas, customers in Delhi go for online payment methods 
more. However there was an extremely slight contrast in the 

investigation of both the cities. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Be that as it may, because of absence of innovation and offices 
in Lucknow, individuals in Delhi incline toward more online 
shopping when contrasted with Lucknow. The analysis done on 
the online shopping websites shows that quality of products 
and services as well as the feedback services influences the 
shopping behavior was out of the context of this study.
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investigation of both the cities.  

Be that as it may, because of absence of innovation and offices 
in Lucknow, individuals in Delhi incline toward more online 
shopping when contrasted with Lucknow. The analysis done on 
the online shopping websites shows that quality of products 

as well as the feedback services influences the 
shopping behavior was out of the context of this study. 
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