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ABSTRACT  
The present article is an attempt that has been made to study the customer perception towards 
online shopping at gudalur Taluk. In this study an attempt has been made customer perception 
on online shoppers has been playing a vital role in these scenarios day to day activities in the 
mind of customers. Customer perception is typically affected in the way of broadly such as 
advertising, reviews, public relations, social media and personal experiences etc., Today we say 
that customers are mind blowing while go for an online shopping because the wide range of 
internet facilities in the era. The present focused only to probe into the awareness and 
satisfaction level, features and problems faced by online shopping. 
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I. INTRODUCTION 
 

Indian customers utilizing web based business entry not exclusively to buy the item yet 
additionally to benefit online administrations. This investigation finds that larger part of clients 
saw that web based shopping is the most ideal approach to purchase merchandise and ventures 
and they were eager to proceed with this foundation of buying. By the innovation of network 
technology, the business organizations and service institutions making use of this technology to 
create new business formats and platforms. The buzz word World Wide Web (WWW) is not 
just information providing platform, but also creating an amazing opportunity to business 
people to convert their ideas into business through e- commerce portals. At present people in all 
over the world are put forward out on the internet for buying and selling goods or services. 
Online business platform is a flourishing more organizations through electronic transactions 
using internet technology. Thus, the era of e-commerce has proven a significant synergy 
between the use of digital information and business. 
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Online shopping or online retailing is a form of electronic commerce which allows 
consumers to directly buy goods or services from a seller over the internet using a web browser. 
Alternative names are: e-shop, e-store, Internet shop, web-shop, web-store, online store, and 
virtual store. In the case where a business buys from another business, the process is called 
business-to-business (B2B) online shopping. India's e-commerce market grew at a staggering 88 
per cent in 2013 to $ 16 billion, riding on booming online retail trends and defying slower 
economic growth and spiralling inflation. The increasing Internet and availability of more 
payment options boosted the e-commerce industry in 2013. E- commerce business in India is 
expected to reach around $50-70 billion by 2020 on the back of a fast growing internet-
connected population and improvement in related infrastructure like payment and delivery 
systems. 

OBJECTIVES OF THE STUDY  

 The primary objective is to the study perception of customers towards online shopping. 

 To identify the main influencers in online buying process. 

 To analyse the awareness of consumers in online shopping. 

 To offer suitable suggestions based on the findings. 
 

STATEMENT OF THE PROBLEM 

In a less serious market maintenance of Customer is a simple assignment. In any case, 
this isn't valid in web based shopping, as customers have wide chance to pick the web-based 
interfaces where products are offered at low value, conveyance of merchandise at shorter range 
of time, limits offered and so forth., Thusly, client maintenance is a difficult assignment for all E 
Commerce administrators. Along these lines, client maintenance exclusively relies upon 
consumer loyalties. Clients' who buy merchandise through online might be fulfilled because of 
nature of data offered in Web gateways, Quality of merchandise conveyed, items coordinating 
with the item showed on site, cost charged for the item, time taken for conveyance and so forth. 

II. RESEARCH METHODOLOGY 
 

In this study both primary and secondary data has been used for the purpose of 
collecting data. The primary data have been collected through the well structured questionnaire, 
100 samples were selected as a sample in Gudalur taluk at the Nilgiris district by adopting 
convenient sampling method. The secondary data have been collected from various published 
literature like text books, magazines, newspapers and websites. Data has been analysed using 
percentage and interpreted for meaning inferences. 

 
LIMITATION OF THE STUDY 

The research is being carried out in Gudalur taluk at the Nilgiris district only from 100 
respondents using an interview schedule method. However, data were collected from those 
respondents with utmost care and personal attention to avoid ambiguity in the results of the 
study. 
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2.1. ADVANTAGES OF ONLINE SHOPPING 

Due to rapid growth of technology, business organizations have switched over from the 
traditional method of selling goods to electronic method of selling goods. Business 
organizations use internet as a main vehicle to conduct commercial transactions. 

Online stores do not have space constraints and a wide variety of products can be 
displayed on websites. It helps the analytical buyers to purchase a product after a good search. 

2.1. Convenience of online shopping 
Customers can purchase items from the comfort of their own homes or work place. 

Shopping is made easier and convenient for the customer through internet. It is also easy to 
cancel the transactions. 

Top 6 reasons given by shoppers in buying through internet 

 Saves time and efforts. 

 Convenience of Shopping at home. 

 Wide variety / range of products are available. 

 Good discounts / lower prices. 

 Get detailed information of the product. 

 We can compare various models / brands 
 

2.2. No pressure shopping 
Generally, in physical stores, the sales representatives try to influence the buyers to buy 

the product. There can be some kind of pressure, whereas the customers are not pressurized in 
any way in online stores. 
2.3. Online shopping saves time 

Customers do not have to stand in queues in cash counters to pay for the products that 
have been purchased by them. They can shop from their home or work place and do not have 
to spend time travelling. The customers can also look for the products that are required by them 
by entering the key words or using search engines. 
2.4. Comparisons 

Companies display the whole range of products offered by them to attract customers 
with different tastes and needs. This enables the buyers to choose from a variety of models after 
comparing the finish, features and price of the products on display, Sometimes, price 
comparisons are also available online. 
2.5. Availability of online shop 

The mall is open on 365 x 24 x 7. So, time does not act as a barrier, wherever the 
vendor and buyers are. 
2.6. Online tracking 

Online consumers can track the order status and delivery status tracking of shipping is 
also available. 
2.7. Online shopping saves money 

To attract customers to shop online, e-tailers and marketers offer discounts to the 
customers. Due to elimination of maintenance, real-estate cost, the retailers are able to sell the 
products with attractive discounts through online. Sometimes, large online shopping sites offer 
store comparison. 
 
2.2 DISADVANTAGES OF ONLINE SHOPPING 

Ease of use is the prime reason that drives the success of e-commerce. Though internet 
provides a quick and easy way to purchase a product, some people prefer to use this technology 



 

 

A Study on Consumer Perception towards Online Shopping in Gudalur Taluk at the Nilgiris 

District 

   
 4 

 Emperor Journal of Women Studies 

only in a limited way. They regard internet as a means for gathering more information about a 
product before buying it in a shop. Some people also fear that they might get addicted to online 
shopping. 
The major disadvantages of online shopping are as follows. 
 
2.2.1. Delay in delivery 

Long duration and lack of proper inventory management result in delays in shipment. 
Though the duration of selecting, buying and paying for an online product may not take more 
than 15 minutes; the delivery of the product to customer’ s doorstep takes about 1-3 weeks. This 
frustrates the customer and prevents them from shopping online. 
2.2 2. Lack of significant discounts in online shops 

Physical stores offer discounts to customers and attract them so this makes it difficult 
for e-tailers to compete with the offline platforms. 
2.2.3. Lack of touch and feel of merchandise in online shopping 

Lack of touch-feel-try creates concerns over the quality of the product on offer. Online 
shopping is not quite suitable for clothes as the customers cannot try them on. 
2.2.4. Lack of interactivity in online shopping 

Physical stores allow price negotiations between buyers and the seller. The show room 
sales attendant representatives provide personal attention to customers and help them in 
purchasing goods. Certain online shopping mart offers service to talk to a sales representative, 
2.2.5. Lack of shopping experience 

The traditional shopping exercise provides lot of fun in the form of show-room 
atmosphere, smart sales attendants, scent and sounds that cannot be experienced through a 
website. Indians generally enjoy shopping. Consumers look forward to it as an opportunity to go 
out and shop. 
2.2.6. Lack of close examination in online shopping 

A customer has to buy a product without seeing actually how it looks like. Customers 
may click and buy some product that is not really required by them. The electronic images of a 
product are sometimes misleading. The colour, appearance in real may not match with the 
electronic images. 

People like to visit physical stores and prefer to have close examination of good, though 
it consumes time. The electronic images vary from physical appearance when people buy goods 
based on electronic images. 
2.2.7. Frauds in online shopping 

Sometimes, there is disappearance of shopping site itself. In addition to above, the 
online payments are not much secured. So, it is essential for e-marketers and retailers to pay 
attention to this issue to boost the growth of e-commerce. The rate of cyber crimes has been 
increasing and customers’ credit card details and bank details have been misused which raise 
privacy issues. 

Customers have to be careful in revealing their personal information. Some of the e-
tailers are unreliable. 

 
III. REVIEW OF LITERATURE 

Vaitheesewaran. K (2013) examined the convenience of online shopping “With 
product getting standardized, specifications getting fixed and the concept of service getting 
eroded, the post sale responsibility of the retailer has come down drastically. Hence customers 
go to stores to explore the product physically detail but by online at a cheaper rate. Heavy 
discounts of e-commerce firms are possible because of their no warehouse model.” 
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Rama Mohana Rao, (2016) The objective of the study was to identify the key factors 
influencing the consumer’s perception towards online shopping of different products or services 
available in the retail market. Was told was focused on assessing the importance of six factors 
such as convenience, website design, delivery, price advantage, reliability, and responsiveness. It 
was based on quantitative researched approached and the data was collected from primary 
sources. 

Jaganathan, Suresh Kumar, Sakthivel, Mohan raj (2016) The primary objective was 
to the study perception of customers towards online shopping. To determine consumer behavior 
in online environment to identify the main influencers in online buying process to identify 
people's attitude towards benefits and risks of online shopping to find out the preferences of 
the consumer regarding the attributes of online shopping website the questionnaire had been 
collected 210 and out of 210 one hundred and fifty (150) individuals provided responses to the 
surveyed the perception of the consumer also had similarities and difference based on their 
personal characteristics usage based on their needs and demanded. 

Dr. S. Hariharan, Dr. N. Selvakumar (2018) In simple term consumer perception 
explains us what a consumer thought about a product or services during the purchase decision 
process. It acts as a very significant job in a organizations ability to attract new customers and to 
keep held of existing customers. 

Vidyashree .D.V, Alay. P, and Shobha.H.N (2018) examined that consumer’s 
perception on online shopping varies from person to another and the perception is limited to a 
certain extent with the availability of the proper connectivity and the exposure to the online 
shopping has to be improved to make the customer satisfied. The perception of the consumer 
also has similarities and difference based on their personal characteristics usage based on their 
needs and demand. In the day to come online shopping has tremendous potential and more and 
more business are going to add online platform to offer extended retailer’s shelves in the 
customers. However they have to build up the trust by offering value service to the customers to 
sustain in the long run. 

IV. ANALYSIS AND INTERPRETATION 

4.1. Gender of the respondents  

S. No Gender  No. of Respondents  Percentage 

1 Male  67 67 

2 Female  33 33 

Total 100 100 

                             Sources: Primary data  

From the above table revel that the 67 percentages of respondents are male and 33 
percentages of respondents are female.   
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4.2. Occupational level of the respondents  

S. No Occupational level No. of Respondents  Percentage 

1 Student 38 38 

2 Self- employee 18 18 

3 Business person 17 17 

4 Home maker  21 21 

5 Agriculturist 06 06 

Total 100 100 

                   Sources: Primary data  

From the above table revel that the 38 percentages of respondents are students’ level, 
21 percentages of respondents are home maker, 18 percentages of respondents are self-
employee, 17 percentages of respondents are business people and 06 percentages of 
respondents are agriculturist for the occupational level  

4.3. How do you know about online shopping?  

S. No Online shopping  No. of respondents  Percentage 

1 Self  15 15 

2 Friends and relatives  24 24 

3 Advertisement 39 39 

4 Family member  11 11 

5. Internet  11 11 

Total 100 100 

                   Sources: Primary data  

From the above table revel that the 39 percentages of respondents are knowing online 
shopping through advertisement, 24 percentages of respondents are friends and relatives, 15 
percentages of respondents are self, 11 percentages of respondents are knowing the online 
shopping though family member and internet.  
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4.4. State the level of awareness of respondents  

S. No Level of Awareness   No. of Respondents  Percentage 

1 Mode of payment  10 10 

2 Discounts and offers 40 40 

3 Guarantee and warrantee  19 19 

4 Variety of product  20 20 

5. Terms and condition  11 11 

Total 100 100 

               Sources: Primary data  

From the above table revel that the 40 percentages of respondents are awareness about 
discounts and offers, 20 percentages of respondents are Variety of product, 19 percentages of 
respondents are Guarantee and warrantee, 11 percentages of respondents are Terms and 
condition and 10 percentages of respondents are Mode of payment awareness about the online 
shopping. 

4.5. What are features you think necessary for an online shopping site? 

S. No Features  No. of Respondents  Percentage 

1 Multiple payment gateways  21 21 

2 Social network integration  17 17 

3 Privacy and secure check out  13 13 

4 Design and style  27 27 

5. User friendly  22 22 

Total 100 100 

            Sources: Primary data 

From the above table 27 percentages of respondents are attaching main features of 
Design and style, 21 percentages of respondents are Multiple payment gateways, 22 percentages 
of respondents are User friendly cover online shopping, 17 percentages of respondents are 
social network integration cover online shopping and 13 percentages of respondents are Privacy 
and secure check out online shopping features. 
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4.6. How often do you shop in last six months?   

S. No Duration of online shopping  No. of respondents  Percentage 

1 Every day  18 18 

2 Once in a week  42 42 

3 Twice in a week  28 28 

4 Once in a month  12 12 

Total 100 100 

           Sources: Primary data 

From the above table 42 percentages of respondents are purchasing online shopping 
Once in a week regularly, 28 percentages of respondents are Twice in a week use the online 
shopping, 18 percentages of respondents are every day frequently used online shopping, 12 
percentages of respondents are used online shopping once in a month. 

4.7. Mode of payment for online purchase 

S. No Mode of payment   No. of Respondents  Percentage 

1 Cash on delivery  52 52 

2 Debit card and Credit card  31 31 

3 Net banking  17 17 

Total 100 100 

               Sources: Primary data  

From the above table revel that the 52 percentages of respondents are mode of 
payment on cash on delivery the online shopping goods, 31 percentages of respondents are used 
mode of payment on Debit card and Credit card used and 17 percentages of respondents are 
used mode of payment on Net banking for the online shopping. 

4.8. Which retails is most preferred by you for online shopping  

S. No Prefer online shopping  No. of respondents  Percentage 

1 Flipkart  28 28 

2 Amazon  28 28 

3 Shap deal  12 12 

4 Jabong  10 10 
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5 Myntra  13 13 

6 Other 09 09 

Total 100 100 

                 Sources: Primary data  

From the above table revel that the 28 percentages of respondents are preferred online 
shopping goods in Flipkart and Amazon, 13 percentages of respondents are preferred goods in 
Myntra, 12 percentages of respondents are preferred goods in Shapdeal and 09 percentages of 
respondents are preferred goods in others like E-bay and Naaptol etc.  

4.9. Reason for preferring online shopping   

S. No Reason  No. of respondents  Percentage 

1 Availability and variety of product   20 20 

2 Time saving and less expensive  10 10 

3 Offer and discount  41 41 

4 Availability of latest product  20 20 

5 Quality and better services of product  09 09 

Total 100 100 

       Sources: Primary data  

From the above table revel that the 41 percentages of the respondents are reason for 
preferred goods for Offer and Discount, 20 percentages of the respondents are reason for 
preferred goods in Availability, variety of product and latest product, 10 percentages of the 
respondents are for reason for preferred Time saving and less expensive and 09 percentages of 
the respondents are reason for preferred goods in Quality and better services of product.  

4.10. State the problems at online shopping  

S. No Problems at online shopping No. of respondents  Percentage 

1 Insecure payment systems   12 12 

2 Risk of internet hackers  25 25 

3 After sales services  33 33 

4 May not get correct product   15 15 

5 Problems of return on goods  15 15 

Total 100 100 
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             Sources: Primary data  

From the above table revel that the 33 percentages of the respondents are problems by 
the After sales services, 25 percentages of the respondents are problems by the Risk of internet 
hackers for online shopping, 15 percentages of the respondents are May not get correct product 
and Problems of return on goods in online shopping and 12 percentages of the respondents are 
the problems faced by the Insecure payment systems. 

4.11. Mention the level of satisfaction respondents of the online shopping  

S. No Level of satisfaction  No. of respondents  Percentage 

1 Highly satisfied  28 28 

2 Somewhat satisfied  35 35 

3 Just satisfied  17 17 

4 Not satisfied  12 12 

5 Not at all satisfied  08 08 

Total 100 100 

                   Sources: Primary data  

From the above table revel that the 35 percentages of the respondents are somewhat 
satisfied for the online shopping, 28 percentages of the respondents are highly satisfied online 
shopping, 17 percentages of the respondents are just satisfied online shopping and 12 
percentages of the respondents are not satisfied and 08 percentages of respondents are not at all 
satisfied online shopping.  

V. FINDINGS 

 Most of the respondents are male using the online shopping. 

 38 percentages of respondents occupational are students’ level. 

 Majority of respondents know online shopping through advertisement. 

 40 percentages of respondents are awareness level about the discounts and offers. 

 27 percentages of respondents are attaching main features of Design and style for 
online shopping. 

 Most of respondents are purchasing online shopping once in a week regularly. 

 Majority of respondents are mode of payment on cash on delivery the online 
shopping goods. 

 28 percentages of respondents are preferred online shopping goods in Flipkart and 
Amazon. 

 41 percentages of the respondents are reason for preferred goods for Offer and 
Discount. 

 Most of the respondents are problems by the after sales services in online shopping 
for purchase of goods. 
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 35 percentages of the respondents are somewhat satisfied for the online shopping. 

 

VI. SUGGESTIONS 
 

 Internet environment has to be improved in the areas of art, dynamic and interactive 
techniques. This improvement will give more visual appeal. 

 E-retailers should offer quality services to the consumers by improving technology in 
their portal to consumers for shopping convenience. 

 The online marketers should deliver right colour, quality and quantity product order by 
the consumers’. It will improve the customer satisfaction in order to increase online 
trading. 

 To increase the online shopping behaviour in the gudalur taluk more advertisement 
can be conducted through various media. Such as Facebook, Newspaper, Television, 
etc. 
 

VII. CONCLUSION 
 

Online shopping is becoming popular in today’s life. The consumer’s perception on 
online shopping varies from person to another and the perception is limited to a certain extent 
with the availability of the proper connectivity and the exposure to the online shopping has to 
be improved to make the customer satisfied. The perception of the consumer also has 
similarities and difference based on their personal characteristics usage based on their needs and 
demand. The study reveals that mostly the students are attached to the online shopping and 
hence the elder people don’t use online shopping much as compared to the younger ones, so 
awareness has been fashioned in the coming era. Finally we are suggested that the online 
transaction should be flexible for the customers who perceived in shopping. 
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