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EMERGING ISSUES IN ECOMMERCE LAW’S IN INDIA 

 

Author- SUHAAS DANG1 

ABSTRACT 

E-commerce or Electronic Commerce can be defined as buying and selling of goods and 

services over the internet, and the transfer of money and data to conduct the transactions. 

Ecommerce usually involves sale and purchase of products and services online. Any kind of 

commercial transaction done through the internet can be called as E-commerce. Internet 

banking, online auctions, online ticketing, online shopping and payment gateways are some 

of the activities that are included in e-commerce. Online shopping stores such as Flipkart, 

myntra, amazon, ebay, olx, are perfect examples of e-commerce websites. E-commerce has 

evolved in many ways since its inception in the early 90’s. 

It is believed that by 2030 India will be home to a billion internet users, this means that 

ecommerce in India has a very big scope of expansion in India, the Indian population will 

mainly comprise of younger and middle aged people. It is believed that young people will 

move the modern India towards a better future. Internet and technology will touch new feats. 

India will be a manufacturing hub for the whole world, countries from all around the world 

will want to conduct international trade deal with India. 

With the advancement in technology e-commerce market will grow a lot and it will increase 

its reach to rural India as well, the rural population might not be able to spend a lot on e-

commerce market but it will be able to get a taste of e-commerce, how t works and how it 

manages to deliver products to whole of the country’s customers. There are chances that the 

rural India might be able to take advantage of e-commerce by selling their produce through it.  

Looking at the advancement in technology there are chances that product delivery may be 

done in new and innovative ways like delivery of products through drones and robots which 

will be using GPS and google maps to find the exact address for delivery, the e-commerce 

websites will open brick and mortar shops which will be selling fresh produce and grocery 

items and people will not require to stand inline the shopping carts will automatically detect 

the products and create a bill for the customer.  

In the near future artificial intelligence and hologram technology will take over the customer 

care support for finding solution to the problems of the customer. Chances are that dispute 

will be resolved with online mechanisms which will be developed especially for this purpose 

only. 

During this research it will be seen that Indian Ecommerce and emergence of problems and 

legal issues associated to it, Although the Indian Ecommerce Market has a lot of potential but 

it has failed to achieve the desired height because legal provision not adequate to the issues 

being face, with a population of 1.35 crores the market can set new benchmarks in various 

sectors 
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This research will mark out the factors that are responsible for the slow growth legal analysis 

on the issues of e-commerce in India, these factors need to be focused on very carefully, in 

India there is massive need of employment as there is a huge number of young people 

unemployed , e-commerce can be used as an employment generator without reducing the 

profits of the e-commerce websites. 

INTRODUCTION 

E-commerce in India started to plant its roots in the market in the early 90’s, back then no 

one knew what e-commerce is all about, people were completely oblivious to the benefits of 

it. Majority of the Indian people preferred only traditional methods of shopping or buying 

products, going to the market for purchasing a product was a common thing, shopping in 

market was a part of Indian lifestyle, people had to dig out one or two hours for shopping, a 

large section of the society would shop on Sundays which would cause a traffic jam in the 

cities as people couldn’t afford to go for shopping on a working day. People would often 

delay or sacrifice their desired need, traditional stores or outlet would sell the products but the 

price would be high and there was hardly anything in the name of discount.  

Matrimonial websites and job search websites were the most primary types of e-commerce 

websites that were launched in India, these websites laid the foundation stones for the e-

commerce, these websites got a lot of attention form the people as these were designed in 

such a way that it caught the eye of the people, internet was also developing side by side e-

commerce, they both needed each-other for survival. India came in contact with e-commerce 

very late, whereas the western world was taking advantage of it 15 years earlier. Indian 

people did understood the importance and advantages of e-commerce with the launch of 

IRCTC’s online ticket reservation, booking of tickets for travelling was the first experience of 

e-commerce that Indian people had. 

Few online retail stores were launched but they did not last for long, flipkart was one of the 

most proper e-commerce app launched in India, it started its operation in India in 2007, 

people found it very attractive and it was getting popular day by day. Flipkart gained a lot of 

attention because of its sales that it would conduct occasionally or during festive seasons, it 

used to make a lot offers on products. Another e-commerce app that got popular in India was 

Amazon which started its operation in 2013, amazon saw the huge scope of e-commerce in 

India, it knew that such a vast country with huge population will need some major e-

commerce websites to satisfy their demands. Both of these websites became very popular and 

soon they launched apps for the smartphone. Bothe of these apps have a very fierce 

competition among them, which has led to the drop in the price of products.  

Ever since e-commerce started to establish itself in India it has faced some serious issues and 

challenges which have restricted the growth of it.  

ISSUES AND CHALLENGES OF E-COMMERCE IN INDIA  

• Return of merchandise from the customers – the Indian people have been exposed 

to e-commerce in the past 10 to 12 years, they are still figuring out their needs and 

demands, they are still not satisfied by the products sold on the websites. 2E-

commerce in India has many first time buyers. This means that they have not yet 

 
2 Pitneybowes.com/us/blog/8-challenges-ecommerce-india.html 
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made up their mind about what to expect from ecommerce websites. As a result, 

buyers sometimes fall prey to hard sell. But by the time the product is delivered, they 

demonstrate remorse and return the goods. Though consumer remorse is a global 

problem, it is all the more prevalent in a country like India, where much of the growth 

comes from new buyers. Also the returns are expensive for e-commerce players, as 

reverse logistics prevents unique challenges. This becomes all the more complex in 

cross-border e-commerce.  

 

• People prefer Cash on Delivery (COD) – India is still a cash preferring nation, 

majority of people tend to use cash for their purchases, despite various initiatives by 

the governments of India to promote cashless transaction people are still preferring 

the use of cash, one of the reason for such a problem is that people find online 

payment methods cumbersome, they have to remember pins and passwords for the 

use of online payment. Another reason is that people think that their banking details 

could be stolen during the use of online payment methods. Another reason is that 

people think that they will not have to deal with the technical process of refund if they 

cancel the order after ordering. Low credit card penetration and low trust in online 

transactions has led to cash on delivery being the preferred payment option in India. 

Unlike electronic payments, manual cash collection is laborious, risky and expensive. 

 

• High failure rate of payment gateways – 3Indian payment gateways have an 

unusually high failure rate by global standards. E-commerce companies using Indian 

payment gateways are losing out on business, as several customers do not reattempt 

payment after a transaction fails. (dpgadmin, 2019)There are many reasons behind a 

payment gateway failure one of which is bad internet connection, in order to have 

successful payment of products the device must have a consistent and good internet 

connection,  if the network id weak or if the internet is not consistent there are 

chances that the payment might fail. Another reason could be the entering of wrong 

banking details, another reason could be the overload on payment network, this is 

very common during flash sales or offer nights during the festive season. 

 

• Geography of towns and cities causes problems – India is a very large country it 

has various types of terrains, the landscape changes every 50 or 100 kilometers, some 

areas may be easily accessible but some areas are very hard to reach. Uneven terrain 

poses great problems for the logistics department of the e-commerce website, uneven 

terrain also cause delay in delivery of products and it consumes much more fuel, 

which in turn increases the cost of products and reduces the profits of the e-commerce 

website. Climate and weather is also a major concern, e-commerce loses a good 

amount of products due to bad weather during transit. 

 

 
3 Id. 
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• Lack of security and privacy – security and privacy is still a major concern for both 

e-commerce websites as well as the customers, with the increase in cyber-crime there 

is always a concern that valuable banking details of the customers may be stolen by 

the cybercriminals by hacking and other methods of data theft. Lack of security 

creates a fear in the minds of the people which prevents them from opting for online 

payment. People are always worried that they might loose money from their account 

if they opt for online payment methods. E-commerce websites have been working on 

beefing up their internet security. 

 

• Lack of human interaction – e-commerce websites lack human interaction, a person 

has to apply his own brain while buying a product online, on one is there to guide him 

towards the product, all he/she could do is take some ideas from the review and 

comments on the product page. In a traditional market shops there are shopkeepers 

and salesman who guide a customer towards his desired product. E-commerce 

websites or applications interact with the customer with the help of 24*7 customer 

support and chatbots. People tend to miss the human interaction in e-commerce 

websites they love the process of buying the product from the shop, they enjoy the 

bargaining and haggling that that occurs with the shopkeepers. 

 

• High maintenance cost -  E-commerce is operated and regulated with the help of its 

servers and internet connectivity, these need to be completely overhauled every few 

years in order to meet the demands of the current and future needs of the website, the 

servers, electronics and the headquarters need to be maintained regularly which 

increases the cost.  

 

• Low internet penetration – internet is a very vital component for e-commerce 

without it e-commerce is not possible, the internet penetration in the urban areas is 

increasing but the semi urban areas are still having issues with the internet 

connectivity. People in rural areas don’t get the cellular networks properly, they don’t 

even think of using e-commerce or internet, they tend to ignore their needs at times. 

Sometimes the villages are so remote that even the broadband or wired internet 

services can’t be provided to the people. low internet penetration is one of the major 

factors for slow growth of e-commerce in India. Telecom companies are beefing up 

their network so that it could meet the demands of the rising e-commerce industry. 

 

• Illiteracy and un-education – the education of the people tends to get in the way of 

e-commerce, lot of people are unable to understand the whole process of e-commerce, 

they are unable to understand how e-commerce works. It is just way too technical for 

them to trust or use. Educated people are able to use e-commerce in much better way, 

they understand the whole process very well, and in the case of online payment they 

will be able to conduct the whole transaction without the help of an another person. 
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• Lack of trust on online shopping – people lack trust in online shopping, with the 

news of frauds circulating in the society people get this fear in their heart that they 

might be the next victim. People fear that their money might get siphoned away by 

cyber criminals during online payment. People also fear that they don’t know what 

they are getting, all they can see is the pictures of the product and there have been 

cases where people ordered mobile phones and received stones and rocks in the 

package.  

 

• Tangibility the missing factor – another issue with e-commerce shopping is that it 

lacks tangibility, you cannot touch or feel the product while buying it, all you can do 

is see the pictures of the product posted by the e-commerce website, the product may 

look and feel a lot different in person. This is of the issue due to which people opt out 

of it, people enjoy the touch and feel of the product in the traditional market. 

 

• Uneven taxation – 4tax rate of Indian market is another factor for lesser growth rate 

of e-commerce in India in comparison to other developed countries like USA and UK. 

In those countries, tax rate is uniform for all sectors whereas tax structure of India 

varies from sector to sector. This factor creates accounting problems for the Indian 

online business companies. In India there are different taxes on various types of 

products for example, undergarments will have a different taxes compared to 

electronics, imported electronic goods would have different tax, foot-wear will have 

different tax and so on. 

 

• Logistics and shipment services – 5in India, logistics and courier services required 

lots of improvement. While, perfect and strong logistics service is one of the key 

reasons behind the success of any online company, India is lagging far behind in this 

sector as most of the towns and small villages are still not covered under serviceable 

area of many of the courier and logistic companies. E-commerce is hampered in a big 

way owing to the limited services offered by the courier service companies. People 

also return products, so reverse logistics becomes a challenge for the logistics 

department. 

 

6The logistics challenge in India is not just about the lack of standardization in postal address. 

Given the large size of the country, there are thousands of towns that are not easily 

accessible. Metropolitan cities and other major urban centers have fairly robust logistics 

infrastructure. But since the real charm of the Indian market lies in its large population, 

absence of seamless access to a significant proportion of prospective customers is a 

 
4 Emavens.com/blog/major-challenges-faced-by-ecommerce-industry-in-india/ 
5 Laudon C. Kenneth,  Traver Carol Guercio, Working Kinderaly India Pvt Ltd, 11th edition, 2009 
6 Pitneybowes.com/us/blog/8-challenges-ecommerce-india.html 
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dampener. The real problem with logistics is compounded by the fact that cash on delivery is 

the preferred payment option in India. International logistics providers, private Indian 

companies, and the government-owned postal services are making a valiant effort to solve the 

logistics problem. If someone could convert the sheer size of the problem into an opportunity, 

we might soon hear of a great success story coming out of the Indian logistics industry.  

 

• Postal addresses are not standardized – Indian states are a combination of urban 

and rural areas which merge with each other perfectly and there is unplanned 

urbanization. This ultimately creates problems for the local administration or the 

municipality to provide a proper postal address to the people. unstandardized postal 

addresses create problems for the logistics department, they are unable to deliver the 

products a time as the delivery vans are not able to locate the proper address, delivery 

boys until now call the owner of the to whom the product is to be delivered to locate 

the houses. Presently technology has been able to solve this problem to some extent. 

The logistic department is now taking the help of Google maps and GPS, this gives 

them an exact location of the address. 

 

• Competition from local market – the competition from the local market is 

increasing day by day, the products sold on e-commerce websites are much cheaper 

compared to the local market the reason for that is the products produced by the 

manufacturer are delivered straight to the customer which removes all the middlemen 

and also reduces the cost of product. Observing the working of the e-commerce 

websites the local market has reduced the cost of the products which has left the 

customer in a state of confusion, he thinks that why should he wait for 2 or 3 days for 

the product to be delivered when he can simply buy it from the local market by paying 

a little bit more, and he might be able to negotiate the price there, he can even touch 

and feel the product also. People tend to opt out of e-commerce finding the traditional 

market convenient, a person will only go for e-commerce he is unable to find the 

product in the local market. 

 

Factors promoting the growth of e-commerce in India 

India being a developing country is definitely facing some issues and challenges which are 

preventing the growth of e-commerce but with the growth in its economy, globalization and 

liberalization there are factors which are promoting the growth of e-commerce. Rise in the 

Indian economy after 2018 saw the rapid increase in the development of the various sectors, 

which included the information technology and e-commerce.  

 

Following are the factors which are promoting growth of e-commerce in India –  

• Customer care service – this is one the most important part of e-commerce, it hears 

and tries to give solutions to the problems of the customers. One of the drawback of e-

commerce is that a person cannot touch and feel the product, so he buys the product 
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on the basis of the pictures, reviews and information given on the product page of the 

website or application, the customers can face many problem with their products, the 

product delivered could be damaged, or customer is not satisfied by the product and 

wants to return it, or the customer wishes to know the position of his refund, product 

could be of wrong size or colour or does not meet the requirements, the delivery could 

be delayed etc. this is when the customer care support comes into play. The customer 

calls to the customer care to solve the problem he is facing with his order or product. 

Some of the e-commerce website provide 24*7 customer care which is very beneficial 

for the customers, facilities like these help in building a good relation with the 

customers which in turn increases the trust of the customer on the e-commerce 

website. In the recent years e-commerce websites have laid great emphasis on 

increasing the quality of customer care service. 

 

• Change in the standard of living of the customers – if we look at the growth of 

Indian economy in the past two decades India has seen an enormous amount of 

development. It has a huge market for national and international trade, our industries, 

real estate, manufacturing sector, agriculture, food processing are on at an all-time 

high. It is believed that the Indian e-commerce industry will hit $ 200 billion by the 

year 2027. All of this development has had a positive impact on the standard of living 

of the Indian people, the per capita income has also increased. People in India are 

willing to buy all the comforts of life, they are spending their money on vehicles, 

electronics, smartphones as well as e-commerce. E-commerce has become a part of 

their standard of living, they are buying less from the market and are opting for e-

commerce as it gives them a better value for money.  

 

• Increase in education and awareness of the customers – increase in the 

development of the country has led to increase in the quality of the education as well, 

children and people today are much more educated and aware compared to the people 

of 10 years back. Accessibility to technology and internet has played a vital role in the 

awareness of the people, people know the things that are happening in the country. 

They understand their needs very well, this can be seen in their way of spending 

money.  

 

• Enhancement in online payment systems – with the advancement in technology 

online payment systems are getting popular day by day, people are using these very 

often. Online payment systems are vital components of e-commerce, without them e-

commerce might not function correctly. As the use of smartphone is getting more and 

more prevalent, so the modes of payment earlier people used to pay through cash or 

cards but now e-commerce has provided them various other options. Nowadays 

people tend to have at least 3 or 4 modes of payment with them which they carry with 

them at all times, they understand their importance in their daily lives. In an e-

commerce website a person can pay through as many as 6 channels which include Net 

Banking, credit card, debit card, UPI, prepaid card and E-wallet, one of the benefit of 
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online mode of payment for customers is that these can be used 24*7. Enhancement in 

the modes of online payment has led to the popularity of e-commerce among the 

people of India.   

 

• Liberalization – 7liberalization means relaxation of various government restrictions 

in the areas of social and economic policies. Liberalizing trade policy by the 

government hat is the removal of tariff, subsidies and other restrictions on the flow of 

goods and services between countries is also termed as liberalization. Liberalization is 

the result of New Industrial Policy which abolished the “license system”. All 

industries except six major industries were liberalized. As a result industries grew 

rapidly and therefore liberalization also means deregulation of industries. Autonomy 

at large has resulted because of liberalization. Liberalization means to follow liberal 

economic policy, accepted by the world. It has revolutionized the entire business 

world and has provided highly competitive opportunities for all countries. 

Liberalization has opened new business opportunities abroad and increased foreign 

direct investment. The National Democratic Alliance (NDA) government’s policy 

regarding foreign direct investment (FDI) in business to consumer e-tail announced 

on Tuesday has made a virtue of necessity. Indian players in the sector and their 

foreign investors have been making an end run around poorly defined ban on FDI for 

years now with their marketplace model. There is little the government could have 

done now save regularize such inflows; the alternative was too disruptive to be a 

serious option. Unfortunately it has hedged the mildly progressive move with 

conditions that undercut it and illuminate the shortfalls of the NDA’s stance on FDI in 

the broader E-commerce and organized retail space. In effect consumers in general 

and the agricultural sector have been shortchanged to protect retail pressure groups 

that have brought pressure to bear. Consumers are too diffuse a grouping to have any 

political coherence or relevance and farmers have been glutted for decades with 

subsidies. Mature western markets have shown that lower e-tail prices force brick and 

mortar retail to increase efficiency an reduce costs in turn. It compels them to 

innovate an era where e-tail is lacking. It offers a platform to small vendors and 

producers who lack the logistical capabilities to access larger markets on their own.  

• Social media – social media has played a vital role in promoting the growth of e-

commerce in India, earlier it was used as a medium to connect with family and friends 

over the internet nowadays it is used as a tool for business as well. 

Social media was introduced in India with the launch of facebook and twitter, these were the 

days when internet was a very popular, markets had cyber café’s for research work and 

spending time. 8Over time social media has become an important part of people’s life, they 

spend a good amount of time on it. Nowadays social media is used as a medium to promote 

business. Many businesses use social media e-commerce strategies to target their audience on 

social networks before consumers visit their online stores. Everything from taking a class to 

balancing a budget to buying a car can be done online. It’s up to brands to move to social 

media to find new customers. Social media has played a critical role in the evolution of 

 
7 Rastogi Sachin, Insights into E-Contracts in India,1st Edition, EBC, 2019 
8 Id. 
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online shopping. In fact 9 out of 10 consumers turn to social media for help with a buying 

decision and 75% of people bought something because they saw it on social media. As you 

can see social shopping creates a lot of opportunities for e-commerce. But determining where 

to place you digital footprint isn’t always easy. The social networks and apps use will depend 

a lot on details specific to the business. That’s one of the reasons why social media is so 

essential to marketers.  

One of the example of use of social media for business can be taken of Instagram, here 

people create their own Id’s and profiles to showcase people about their business. The social 

media influencers and celebrities promote a lot of products and services, they do earn a lot of 

money through this.  

• Technological advancements – advancement in technology is one of the reason why 

e-commerce has managed to develop so much, it is impossible to think of e-commerce 

without technology. Technology is one of the main drivers that move e-commerce in 

Indian market. Technological advancement will include everything the smartphones 

and devices on which e-commerce website or app is accessed, the payment options, 

the logistics, the order management, warehouse facilities, internet, network, etc. it will 

also include the websites, the softwares that help the e-commerce website to keep 

track of stock. Technology is an important factor in e-commerce, it is hard to imagine 

of e-commerce without technology. If we look at the previous versions of e-

commerce very small variety of products was sold on them but now there are millions 

of products managed and sold. 

 

• Globalization – (Jason, 2021)when an economy opens itself to the world for sharing 

trade, culture, technology, information, jobs etc. is known as globalization. It helps 

other businesses and industries to settle in our country, it helps in increasing 

cooperation and dealing among the nations as it helps sharing natural resources and 

technology. The concept of globalization can be traced to ancient times when traders 

travelled from one nation to another for trade, back then majority of traders used 

barter system for trade.  

The best example of ancient globalization can be taken from the Silk Route, which passed all 

the way from Asia to Russia. The modern form of globalization can be seen through 

international trade which is done all over the world with many countries, in this a country 

may buy iron ore from one country and sell timber to that country. In a globalized world 

countries are dependent on each other. 9Globalization has a positive impact on e-commerce as 

e-commerce comprises of products form brands of various countries. E-commerce is possible 

because of globalization. Globalization also affects how governments throughout the world 

create policies affecting areas such as monetary regulation and trade. On a corporate level 

globalization has had a positive effect on organizations products and service life cycle. 

Product life cycle is the period of time over which an item is developed, brought to market 

and eventually removed from the world market. 

 
9 Id. 
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• Quality of product – with the increase in technology and demand the quality of 

products has increased a lot in the recent years, this is one of the reasons that the sale 

of products and services in e-commerce has increased. It is one of the reasons why 

people buy products online more, they know that they are getting a better quality 

product at a cheaper rate. E-commerce websites understands this concept very well, 

that is the reason why they ask for feedback and reviews from the customer, it gives 

them valuable information which in turn helps them to eliminate bad quality product 

from the catalogue. The need for quality products has also increased the rage of 

products available on e-commerce websites. E-commerce websites also provide a 

compare section where two products can be compared on the basis of price, size 

quality etc.  

• ERP system – 10enterprise resource planning software is an integrated business suite 

that helps manage multiple applications and operations from s single platform. This 

type of software share similar data models and covers the end to end processes. E-

commerce platforms can consolidate visibility for HR, finance, distribution, 

manufacturing orders, customer service and supply chain processes into one robust 

business suite with ERP. Smaller e-commerce platforms can also implement ERP, as 

new cloud-based hybrid structures are now available to any-sized business in a given 

marketplace. Small businesses can automate many back office functions as they 

pertain to technology, services and other areas of operations. Depending upon the size 

of your E-commerce platform, the size and structure of an ERP system will vary. 

Since the online retail industry is a digitally driven nowadays ERP systems can 

monitor, manage and increase visibility with regard to critical components of a 

business’s foundation. Your ERP software needs to be integrated with other aspects of 

operations, though, otherwise it won’t be effective.  

• Growth in internet and information technology – India has witnessed an enormous 

amount of growth in internet and information technology in the recent years, which 

has resulted in the growth of e-commerce also. E-commerce is heavily dependent on 

technology for its working, majority of the work is done through internet. The ERP 

system is a perfect example of use of sophisticated technology in e-commerce. 

Growth of internet, smartphones and devices have increased the accessibility to e-

commerce. Government of India is formulating its own policies to regulate 

information technology in the country, which will have a significant impact of e-

commerce as well. One of the reasons for the government to formulate policies is to 

keep the technology in check and see that it is not misused in any way.  Growth in 

internet and technology has helped people in getting aware about the working of the 

e-commerce websites, it also creates a sense of curiosity in the people to know more 

about the things happening in the surroundings.  

• Smartphone Technology – with the advancement in smartphone technology 

smartphones have taken over the society, majority of the people use smartphones 

these days. People spend a good part of their time on their smartphones, they use it for 

various purposes which includes gaming, calling, listening to music, watching 

movies, attend online classes and another use is the e-commerce, majority of the apps 

 
10 Id. 
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of e-commerce websites are being designed for the smartphones as people carry these 

at all times. Smartphones are much more convenient than laptops or tablets as they are 

very portable, they can be carried in pockets. The smartphone developed because a 

smartphone can do a lot of things, it has its own mind. With the growth in smartphone 

technology there has been growth in e-commerce as well, as people use smartphones 

to access e-commerce websites. 

The rise in the use of smartphones for buying goods and services has resulted in creation of a 

term called m-commerce. The e-commerce players are targeting smartphone users for their 

profit. 

• Supply chain management – supply can be defined as delivery of goods from the 

producer to the consumer, the reason why traditional commerce lags behind e-

commerce is the poor supply chain management. E-commerce websites are spending 

an enormous amount of money on supply chain management so that the products are 

delivered to the customers as quickly as possible. In a e-commerce market time is 

money, an e-commerce website usually delivers a product to the customer within 2or 

3 days, this time will get extended if the supply of the products is not on time. E-

commerce picks up products from its various hubs which are located all over the 

country, these hubs are linked to each other  and the website and these act like a 

chain, so if the product is delivered late at one hub it will automatically be late for the 

next hub and covering the lost time in a e-commerce supply chain is almost 

impossible, sometimes the product is sourced from a hub which is located very far, in 

such a situation any loophole in the supply chain will cause loss of time and money. 

• Trust of customers – e-commerce market has been working nonstop throughout so 

many years which has developed a sense of trust on these websites. The trust of the 

customers on the websites is the reason which is helping the e-commerce market to 

grow in such a huge country. E-commerce websites try their level best to not break 

the trust of customers, they seek feedback and reviews from the customers so that 

they can work on the problems which the customers are facing. 11The biggest 

advantage of e-commerce is the ability to provide secure shopping transactions via the 

internet and coupled with almost instant verification and validation of credit card 

transactions. This significant impact has resulted in more numbers of customers to 

explore various fields of e-commerce for their benefits. There is also a significant 

national diversity in e-commerce adoption, particularly in downstream marketing, 

sales and other customer-oriented activities.  

KEY LEARNING INSIGHTS 

• E-commerce industry should take steps to promote local businesses  

• It should take steps to use ecofriendly packaging and fuels to deliver products, it 

should also educate and encourage the customers to take care of the environment, it 

should be contributing more towards environmental cause. 

 
11 Joseph P.T., E-Commerce an Indian Perspective, Presntice Hall India, 2nd edition, 2007 
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•  It should avoid very aggressive business and marketing strategies, should take care of 

the local traditional commerce. 

• E-commerce should work on removing the misconceptions that the people have in 

their minds regarding the e-commerce. 

• Should develop online commerce dispute resolution mechanisms 

• Find ways to incorporate unemployed women in the e-commerce market 

• Indian government should develop laws with stricter punishments for online frauds 

and cyber-crimes conducted in e-commerce industry. 
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