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Mobile  phones  are  an  inseparable  part  of   modern  day  living.  India  holds  second  

rank  in the  world  in  terms  of  number  of  mobile  phones  in  use .  Therefore,  it  is  a  

highly competitive  sector  offering  a  lot  of  services  and  incentives  to  customers. 

Since  the  advent  of  E-commerce , companies  increasingly  use  it  as  a  platform  to  

offer mobiles  to  potential  customers. This  platform  is  recognized  as  an  information 

superhighway,  which  helps  in  creating ,  maintaining  and  expanding  customer  

relationships. 

A   study  was , therefore ,  carried  out  on  the  impact  of  E-commerce  on  traditional  

mobile  retailing.  It   was  divided  into  two  parts  where  the  first  part  dealt  with  

assessing  the  extent   of  impact  on  buying  habits  of  mobile  phone  customers  

because  of  the  emergence of  E-commerce.  The second part  analyzed  the nature  of   

the  impact  and  its  effect  on  the conventional  mobile  shops.  For  the  first part  

respondents  of  different  age  groups  were interviewed  by  preparing  a  structured  

questionnaire .  They  were  from  various  income levels.  For  the  second  part,  

interviews  of  mobile  phone  shop  owners  were  taken  to  assess   the  extent  of  

impact  of  e-commerce  on  their  business  and  what  kind  of  additional services  they  

are  rendering  to  retain  their  customers. This  study  could  be  a  part  of  a bigger  

research  where  performance  of  traditional  mobile  shops  adopting  online  sales  could  

be  studied.  (225 words) 
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I   Introduction- 

A smart phone is considered to be an integral part of today’s lifestyle. It has become a 

virtual sounding board from which we seek advice. An average user checks his smart 

phone at least hundred and ten times a day. Even if it is a text message from the news 

media flashing on the screen, we tend to go for it. The cell phone has thus proved to be a 

vital part of an individual’s life.  Since the mobile phone plays such an important role in 

the in the modern day scenario, the selection process of the mobile phone assumes 

enormous importance. This is not very different from recruiting potential candidates to 

suit the requirements of an organization. While selecting a mobile phone various aspects 
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are taken into consideration and this is what gives rise to the gap between E-commerce 

and traditional forms of mobile retailing.    

II  Objectives- 

1. To define E-commerce. 

2. To study impact of E-commerce on sales of  mobile retail stores. 

3. To find out solutions to the problems E-commerce and mobile retailers face.   

III Literature Review- 

E-commerce is basically the buying and selling of goods and services or transmission of 

funds or data, over a wide electronic network, primarily the internet. The emergence of 

the internet led to the outburst of information at the click of a button. Hence while buying 

products people began to prefer digital leisure instead of  physical effort, because of the 

fruitful experience the internet gave. 

One theory that initiated the E-tail Vs Retail concept is the application of the DeLone and 

Mclean internet success model. It has laid stress on how the internet has impacted the 

conduct of business. It has highlighted how information technology drives businesses and 

markets, which has led to substantial change in traditional industries and companies 

(William H. DeLone, Dec 2014). This theory holds true since we use the internet 

frequently to communicate via emails, social networking sites, etc . In fact due to the 

internet, maintaining customer relationships has become more flexible. 

Another study is based on the valence of online shopping experience which focuses on 

perceived product quality, perceived risk and production price. (Thijs L. J. Broekhuizen, 

2005) 

The relatively sparse research on the gap between reality (retail shops) and perception 

(online) while purchasing electronic devices, in this case mobile phones has left plenty of 

room for further research. 

Most of the research focuses on how   E-commerce has triumphed over retailing as a 

general phenomenon. Importance of minute details has been neglected. In the market 

each and every product has a different personality, hence the medium through which 

customers will purchase the product to obtain optimum satisfaction will also defer 

variably. Especially in the case of mobile phones customers prefer to try before they buy, 

even though the online world offers a considerate amount of customer experience. 

IV Hypothesis- 

The current study focuses on the hypothesis that “E-commerce has affected sales of 

mobile retailers.” 

V  Research  Methodology- 

This research is based on primary data collected through structured questionnaires as well 

as personal interviews and secondary data collected through library research. The 

researcher has used percentages and averages, for analyzing the data, and the data 

analyzed is presented in the form of charts and diagrams. In addition the researcher has 

carried out an opinion survey for testing the practicability of the suggestions. 
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VI Data Interpretation- 

Structured questionnaire for students- 

Primary data was partly based on the structured questionnaire. The researcher selected a 

universe of students from the Costing department of Symbiosis College Of Arts And 

Commerce, having a strength of total 600 students. There were 50 respondents . Each and 

every one of them possessed a smart phone. This questionnaire basically tested the  

mobile phone buying habits of the students. For example the awareness of online 

experiences, recognition of prevailing mobile retail stores and E-commerce sites, mobile 

phone brand variety, popular retail shops and emerging years of ecommerce has been 

tested. 

 

Among 50 students, 90% of students had purchased new mobile phones last year. 
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From a total of 50 students, 48% of them had purchased their mobile phone from a retail 

store, 44% of them made their purchase online, and 8 % of them received a mobile phone 

as a gift or as a prize. 

 

 

Out of 50 students 18% of the students had not installed any shopping app on their smart 

phone, 32% of the students had installed one shopping app, and 50% of the students had 

installed more than one shopping app. The students who had more than one app installed 

on their mobile phone felt that the various apps had helpful reviews, insightful research 

and great variety which helped them through the process of selecting their product. 
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Among a choice of looks, features, price and apps, maximum number of people selected 

their phone on the basis of its features. Features primarily being type of screen, battery 

life , size, wireless carrier, applications provided, etc. 
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The most popular retail shops seemed to be the Mobile Store, Vijay Sales and Telephone 
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VII Interview of the retailers

The second step of collecting primary d

Aundh Road and Parihar Chowk. The researcher interviewed various retail shops like 

Sagar Mobile Shop, The Friends Electronics, The Mobile Store and Metro Mobile.
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The researcher used certain factors to assess how the online market was affecting the 

mobile retailers. According to the interview taken, from the time of emergence of the 

online market , sales percentages of retail stores have dropped between 30% -50% . The 

rate distributor mainly did not allow flexibility of prices.  There was a great difference 

between the amount of tax the retailers had to pay and online shopping websites paid. 

Retailers had to pay 12.5% tax while the online world only had to pay 4% tax. Customers 

who wished to buy from a retail store ended up shopping online due to price rigidity. This 

was observed to be a growing digital divide where consumers digital behavior and 

retailers ability to deliver on those consumer expectations continued to diverge. 

VIII  Analysis of  Data- 

From the evidence provided all the students possessed a smart phone. Hence the process 

of selection of a smartphone proved to hold great importance. There was an increase in 

the number of purchases of mobile phones online by students in the years 2014-2015. 

Online purchases were influenced by various apps, like Ebay, Snapdeal and Flipkart 

mainly. It was observed that these E-commerce sites had better deals and offers compared 

to retail stores, precise product research helpful reviews, and wider range of variety. Most 

importantly online shopping was promoted through social media like Facebook, twitter, 

etc. with the help of advertisements, and also through messages, coupons and vouchers. 

All this packaged enhances the overall customer experience. Due to this mostly online 

shopping receives greater response. But according to the data collected mobile retail 

shopping was given more preference. The reason being in the case of electrical devices 

there needs to be an element of trust, and since you can physically inspect the handset 

before purchase that element of trust is justified in the retail sector. 

IX   Observations and conclusions- 

Though online shopping is considered to have a certain amount of social position , people 

tend to overlook the possible limitations. Especially since a smart phone has direct access 

to the digital world through various kinds of apps ,  E-commerce is assumed to be more 

convenient in this case. But the main criteria of a mobile phone is that , it is an electronic 

device . A customer in such a case needs to have a prime factor of trust, which will be 

brought about only by physically testing it. This luxury is not available while using E-

commerce as a medium. Therefore mobile retail stores can use this as an opportunity to 

increase their sales. Online shopping has shipping charges, at times frauds , and a time 

lag between selecting, ordering and receiving the mobile phone. It is also observed that 

retailers raise advantages out of these flaws. In addition retailers can do a lot more to up 

the value of sales by using segments of strategies of E-commerce, that is by creating 

more relevant and in-store shopping experience for customers using a retailer dedicated 

app or site. 

X  Suggestions - 

Suggestions to the retailers- 

Since consumers shopping attitudes are evolving into researching and purchasing 

both online and in-store.  

1. Retailers should examine the needs and interests of their customers, and after 

doing so provide perceptive research and profound reviews. Since the customers 
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incline more towards purchases which have minimum uncertainty, and price 

inflexibility, high efficiency , convenience and pleasure. 

2. During festivals retail stores should take more efforts to advertise their offers, by 

the medium of social media. This is a crucial time where the retailers can increase 

interaction with their potential customers. 

3. The retailers need to increase their communication tools, and since the web has 

direct and immediate access to it through electronic instruments like email, blogs, 

Facebook, etc., retailers should make use of this kind of communicative apparatus 

to reach out to their customers. 

 

 Suggestions To Customers- 

Since customers basically give priority to features and need to inspect physical 

handsets the           following should be considered. 

1. Customers should take the effort to explore retail stores and share their 

research with the retail stores for optimum purchase results. 

2. Customers should also make an effort about generating awareness of those 

retail stores which are dealing precisely with customer satisfaction. 

Bibliography 

360, G. (2015). Online Sales of Consumer Goods and Retail in India to Grow 40 Percent: 

Report. Press Trust of India. 

Coopers, P. W. (2015). Total Retail 2015:Retailers and the Age of Disruption. PwC’s 

AnnualGlobal Total Retail Consumer Survey. 

Francis Buttle, S. M. (2015). Customer Relationship Management, Concept and 

Technologies. Routledge; 3 edition . 

Frenke, L. (2014). Why we should rethink our relationship with our smartphone. 

How Ecommerce Affects the Offline World. (2014). eMarketer. 

Kristen Anderson, C. K. (22nd Sept, 2001). Customer Relationship Management. 

McGraw-Hill Education. 

Lin, H.-F. (2007). The Impact of Website Quality Dimensions on Customer Satisfaction 

in the B2C E-commerce Context. Total Quality Management & Business 

Excellence, 363-378. 

Lin, H.-F. (2010). The Impact of Website Quality Dimensions on Customer Satisfaction 

in the B2C E-commerce Context. Total Quality Management & Business 

Excellence, Volume 18, Issue 4, 2007. 

Mike Brinker, K. L. (22 October, 2013). 

http://www2.deloitte.com/content/dam/Deloitte/us/Documents/consumer-

business/us-retail-mobile-influence-factor-062712.pdf. Retrieved from 

http://www2.deloitte.com/content/dam/Deloitte/us/Documents/consumer-

business/us-retail-mobile-influence-factor-062712.pdf 



Online International Interdisciplinary Research Journal, {Bi-Monthly}, ISSN 2249-9598, Volume-VI, Issue-III, May-June 2016 Issue 

 

 

w w w . o i i r j . o r g                      I S S N  2 2 4 9 - 9 5 9 8  

 
Page 108 

Thijs L. J. Broekhuizen, W. J. (2005). A Conceptual Model of Channel Choice: 

Measuring. University of Groningen, The Netherlands, Interactions between 

consumers and firms . 

William H. DeLone, E. R. (Dec 2014). Measuring e-Commerce Success: Applying the 

DeLone & McLean Information Systems Success Model. International Journal of 

Electronic Commerce, Volume 9, Issue 1, 2004, 31-47. 

 

(Kristen Anderson, 22nd Sept, 2001), (Francis Buttle, 2015), (Coopers, 2015), (Mike 

Brinker, 22 October, 2013), (How Ecommerce Affects the Offline World, 2014), (Lin, 

The Impact of Website Quality Dimensions on Customer Satisfaction in the B2C E-

commerce Context, 2010), (360, 2015), (Frenke, 2014) 


