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Abstract 

This research paper examines the effects of COVID-19 on consumer behavior for the use of 

digital technologies and e-commerce in India. In the years before covid-19, developing 

countries has shown the lower share of active online shoppers as internet access was not 

available at the broader scale. The role of electronic commerce is now seen as a reality for 

many businesses and a normal part of a business plan. This paper will highlight the importance 

and role of e-commerce during this pandemic condition of coronavirus. This paper also 

identifies the change or shift in the buying behavior of the consumers during this pandemic as 

rush has been shifted from offline to online stores and now people are much aware of shopping 

their daily needs items through the podium of e-commerce. This paper follows a structure of 

exploring ideas of having an online presence among the people and various stages of questions 

to the people will allow them to share their ideas for the role of e-commerce during covid-19.       

 

1. INTRODUCTION 

Electronic commerce generally known as E-commerce is a business 

model which grows rapidly. This basically helps individuals and firms 

to buy and sell products, services over the internet. This e-commerce 

business model basically operates in some segments, such as 

 Business to business   

 Business to customer 

 Customer to customer 

 Customer to business 

E-commerce business model conducted over our gadgets like 

computer, smartphone etc. through some apps. Nowadays almost every 

sector or mostly everything is in e-commerce sector, from agriculture 

products to machineries, from educational equipment to medical 

equipment and medicines. Day by day this business model becoming 

popular in every sector so that some major players also arises in this 

business model, such as: AMAZON, FLIPKART etc. 

If we talk about the origin of this e-commerce, it is started around 30 

years back from today. At that time many industries started to grow 

with new technologies, innovation, from that time thousands of 

companies started to enter in e-commerce. The history of e-commerce 

slightly connected with internet, as in 1991, after making available the 

internet coverage for public use the online buying became possible. US 

based company AMAZON was the first player who started online 

selling of products, after that many companies started to enter into 

online business. 

Point of interests: - 

“There are some decades when nothing happens and then there are 

days when decades happen”.  This is the quote suitable for the year 

2020. Our world have seen many things in this year from pandemic to 

floods, from riots to war, one of the most defining year of 21st century.  

Anyhow, the situating is changing and people are very cautious about 

their health. Many restaurants, bars, movie theatres, and gyms in many 

major cities were shut down due to one of the strict lockdown in India. 

Meanwhile many office workers and school teachers and students are 

facing new challenges of working remotely full time. 

Truly this event is the watershed movement in everyone life, this covid 

19 pandemic has changed many things but our focus is how it affected 

the particular ecommerce industry as a whole. What are the purchasing 

trends of Indian consumers, how they behave, which platform they 

preferred, what was the reason. All these answer will be given in this 

report. 

When lockdown were imposed in late march, non-essential businesses 

were being ordered to close and customers were given strict instruction 

to remain at home and come out of home if necessary. There were 

many changes in consumer buying behaviour and brands have to adapt 

these changes effectively to survive this era.  
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2. OBJECTIVES 

 Change in consumer buying behaviour 

 To figure out the data of sector wise shift in online buying process 

 To find out the challenges which are faced during online buying 

 To analyse the risk factors which retain some sectors of e-

commerce from extensive growth in this time. 

3. LITERATURE REVIEW  

 (Mansour Abd Elrhim & Abdullah Elsayed, 2020) aimed to find 

that which are the independent variables which were the most 

important and influencing variable that influences the returns of shares 

of global e-commerce companies. There have certain variables, such as 

total deaths, total cases, new cases. The degree of its impact of total 

death is in first rank and total cases is in second rank by its impact and 

new cases are in third. The effect of coronavirus spread is varying for 

company to company, depending upon the country in which they are 

belonging. 

(Anam Bhatti, Hamza Akram, Hafiz Muhammad Basit, Ahmed 

Usman Khan, Syeda Mahwish Raza Naqvi, Muhammad Bilal) 

aimed to find that how e-commerce is providing alternative way to 

people to meet their demands, when most of the business, economies 

are affected by coronavirus pandemic. It also discussed what changes 

in people help to increase e-commerce during this pandemic. 

(Charlene Li, Miranda Mirosa, and Phil Bremer) finds that the 

online food delivery is a global trend for many countries, basically for 

developing countries like India, Brazil. Apart from this growth of this 

sector in china is highest. Food delivery providers can be categorized 

as either restaurant to customer delivery (KFC, PIZZA HUT etc.) or 

platform to customer delivery (SWIGGY, ZOMATO etc.). they also 

finds the economic, social, and environmental sustainability impacts 

on online food delivery industry. In this covid-19 pandemic period 

online food delivery has positive and negative impact both. Positive 

impact is that it allowed people to secure food at home, whereas it has 

negative impact on delivery people.  

OVER 1 LAKH LOCAL SHOPS AND KIRANAS TO 

FACILITATE AMAZON INDIA DELIVERY THIS FESTIVE 

SEASON: Each and every sector in India has seen some contraction in 

its sales and revenue as a Covid-19 repercussion. However, there is 

one sector flourishing like nothing else. Their sales are up, their 

revenue are up and they are incorporating more and more employment 

because of such a humongous demand. Amazon India has enabled over 

one lakh local shops, kiranas and neighbourhood stores across the 

country. More than 20,000 offline retailers, kiranas and local shops 

from 'Local Shops on Amazon' programme will participate in 'Great 

Indian Festival' for the first time, selling various items like daily 

essentials, large appliances and home décor products. This will give 

huge boost to the supply and will be beneficial to both the parties 

involved. Amazon now have more than 20000 retailers in more than 

400 cities and 40% of the retailers are from tier 2 and tier 3 cities.  

ECOMMERCE TO CREATE 3 LAKHS JOBS IN INDIA: 

REDSEER: About 3 lakhs jobs will be created this festive season 

where e commerce giants are preparing themselves for a surge in the 

demand because of Dussehra and Diwali. The major hiring will be 

temporary and done ahead of time because the companies wants to 

catch up with the spike in the demand. About 70 percent  About 70 per 

cent of these three lakh jobs are expected to be offered by online 

platforms like Amazon and Flip kart, while the remaining will be by 

logistics players like Ecom Express and others. The ecommerce 

shipment is expected to see a surge of 1.8* jump to 22 million in daily 

shipments as compared to last year. 

PANIC BUYING DUE TO CORONAVIRUS: As the coronavirus 

was spreading and was declared a pandemic by WHO people started to 

pile up the stock with them like hand sanitizers, toilet paper, masks, 

and other household essentials. Soon the big marts and shops were 

struggling to fulfil the demand. It was a panic buying situation and 

people responded to the crises in different ways. Paul Marsden, a 

consumer psychologist at the University of the Arts London was 

quoted by CNBC as saying: “Panic buying can be understood as 

playing to our three fundamental psychology needs.” These needs are 

autonomy (or the need to feel in control of your actions), relatedness 

(the need to feel that we are doing something to benefit our families), 

and competence (the need to feel like smart shoppers making the 

correct choice). Also people want themselves to be safe and secure 

from the virus so there was a huge surge in the online buying. The 

World Health Organization addresses the concern as well, by saying 

that it is safe to receive packages from locations with reported COVID-

19 cases.  

Market situation and people’s reaction 

Now it is not the right time to say that covid19 will have implications 

as this situation of pandemic will remain or will last well into the 

decade but the situation is rapidly changing as the places where 

number of people were thousands have distorted into hundreds and 

now to ten.  All the crowdie places or marketplaces have been shut 

downed and due to this the market economy has suffered a lot. This is 

the serious concern to the Indian market. 

We know that the needs of the consumers are never going to decrease 

and in this pandemic also the buying of consumer has not stopped but 

the channel or ways of buying has been changed i.e. from bulk buying 

to online shopping the criteria had been changed. This change has been 

seen in the shopping behaviour of the consumers. 

Growth in e- commerce sector: 

The report clarifies that there is a huge growth in E-commerce 

consumer sales in Medical department, baby products and moreover in 

grocery items also but the least growth is seen in the sector of travel 

and tourism. 

Generational purchasing responses to covid-19 

 Generation Z and millennial i.e. young generation is much 

more aware about the decrease in the economy as survey of 

U.S. and U.K. states that 96% of millennial and gen Z’s  are 

much concerned about this pandemic and to overcome 

through this pandemic they have changed their buying 

process to online buying. 

 

 Generation X and Boomers or we can say the older 

generation is less concerned than younger generation and 

they are letting it impact on their shopping habit less. 58% 

older generation people are not growing their concern to 
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raise the Indian economy and least concerned about the 

shopping behavior.  

Also the survey data shows that men are more likely to be 

concerned about the effects of covid-19 as most of men as 

compared to women having their spending experience on 

travels, restraunts, entertainment, etc. 

 

4. RESEARCH METHODOLOGY 

Research Design 
Research design refers to the collection of procedures followed to 

study the variables used in the research study giving information about 

the instruments and the method of application of such instruments. The 

research design we will be adopting in the study is descriptive design 

because our survey is totally based upon the naturalistic observations 

from the sample. 

Sample Design 
Sample design or sample size is used to measure the number of 

individual observations present in the survey. The sample size will be 

200. We will send questionnaires to 150 respondents and their 

response will be collected in order to analyse the customer preference 

and perception towards use of e-commerce during covid-19. 

Research Instruments 
Instruments business research methodology is a measurement used to 

measure the desired behaviour of the respondents. Hence in this study, 

the instrument is questionnaire which is a subject selected instrument; 

it measures the level of awareness, usage and ease of using the e-

commerce during covid-19. 

The questionnaire is divided into two parts, one for the consumers and 

other for the sellers. Both the questionnaires contain demographic 

details which include age, name, gender and educational qualifications 

and other half of the questionnaire contains the MCQ’S.  

 

5. CASE ANALYSIS THROUGH 

QUESTIONNAIRE 

5.1  From Consumers Point of View 

 

 
Fig 1.1: age group representing interest in online shopping 

INTERPRETATION: 

The above bar graph represents the age group which is showing the 

interest in the online shopping. The graph is clearly showing that the 

range of age starts from 19 years and ends in 47 years. Teenage group 

is showing more interest in the online shopping as highest percentage 

of shopping is seen between 22-27 years of age. Least interest is taken 

by the people who are minors i.e. from 19-21 and among majors i.e. 

from 40-47 years of age. 

 

            Fig 1.2: gender differentiation of online shopping  
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INTERPRETATION:

From the above pie chart it is clear that from the sample of 150 

people, 68.3% of male’s population is interested in shopping online  

whereas 31.7% females are interested in doing online shopping

.   

            Fig 1.3: preference to online shopping 

 

INTERPRETATION: 

It is clear from the above pie chart that maximum of the people 

nowadays prefer online shopping rather than going outside from their 

homes in the local stores for buying their essentials that are required in  

 

their day to day life. As the statistics says that 94.4% of the population 

prefers online mode of shopping which nearly consists as a major part 

of the sample. 

 

           Fig 1.4: frequency of shopping online before covid-19  

 

INTERPRETATION: 

The above pie chart represents the number of times the people are 

shopping online before the covid-19 and the chart shows that 

maximum number of population is doing shopping once or twice in the  

 

 

month whereas there are people who are doing shopping more than 

twice in a month. 12% of the population is there who used to buy 4-6 

times in a month which a great number is showing the usage of online 

shopping.  
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          Fig 1.5: types of online shopping platform used by the population 

INTERPRETATION: 

From the above pie-chart it is clear that 44.4% of the people are there 

who are using flipkart as their mode of online shopping platform 

whereas 39.4% people are there who are using amazon, 12% people 

are using snapdeal. The usage of the online platforms majorly depends 

upon the advertisement that the particular platform is doing. For 

example if amazon is doing more advertisement then number of 

customers will increase towards amazon and same is with flipkart and 

snapdeal also. 

 

        Fig 1.6: items bought before covid-19 

INTERPRETATION: 

The above pie-chart states that 39.4% people are there who are buying 

items of fashion like clothes but there are people who are interested in 

buying home equipment like grocery.  Nearly 30% people are there 

who are interested in buying items like electronics, beauty kits and 

pharmaceutical products. This was the scenario before the covid-19 

period and maximum people are interested in the fashion items rather 

than daily essential items.

        Fig 1.7: frequency of shopping online during covid-19 
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INTERPRETATION: 

From the above pie-chart it is clear that the number has been changed 

during covid-19 period as nearly 50% people is there who used to buy 

the online products more than twice in a month which is a great 

number in itself. Though one quarter of the population is also there 

who are the single time buyer in the month. But the proportion of the 

people who used to buy the products more than once is more. 

 

       Fig 1.8: items bought during covid-19 

INTERPRETATION: 

From the above pie-chart it is clear that during covid-19 the demand of 

the grocery and pharmaceuticals products has been increased as 

compared to the previous period before the covid-19. It can be seen  

 

 

 

that before covid-19 period the demand of clothes i.e. fashion wear and 

electronics were more before covi-19 but now the scenario has been 

changed now. Fashion wear items have been reduced to nearly 18% 

and place has been now taken by the pharmaceutical and grocery 

items. 

 

        Fig 1.9: interest of people shopping online during covid-19 

INTERPRETATION: 

The above pie-chart states that maximum number of population is 

feeling safe in doing online shopping i.e. 62.7% people are buying the  

 

 

 

daily requirements via online mode whereas there is nearly 15% 

population who does not feel safe buying online during this pandemic 

situation. There are few people also who are stuck in between that 

whether it is safe or not to buy the essentials through online mode. 
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         Fig 1.10: spending on online shopping during covid-19  

INTERPRETATION: 

It is clear from the above pie-chart that the spending of maximum 

population has increased i.e. 54 % of the population is there who are 

spending 4000 and above for shopping online. As the demand of  

 

 

pharmaceutical products and fashion wear had been increased so the 

spending of the people will gradually increase but as there are many 

people who are not buying their essentials online and if they are 

buying sometimes then their spending is in between 2000-4000. 

 

Fig 1.11: change in the service quality of e-commerce during this pandemic 

INTERPRETATION: 

Service quality means the additional benefits that the e-commerce 

market is providing its consumers whether in terms of delivery terms 

or in packaging terms. From the pie-chart it is clear that 54.2% people 

are there who thinks that there is no change or depreciation in the  

 

service quality that the e-commerce platform is giving. There are few 

people who think that there is depreciation in the service quality while 

there are 12.7% people who states that there may be decrease in the 

service quality but they are not sure.

 

 Fig 1.12: payment options preferred during covid-19 
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INTERPRETATION: 

From the above pie-chart it is clear that maximum population is 

spending in terms of cash exchange transactions only i.e. 53.5% people 

are there who are taking the benefit of cash on delivery scheme. While 

some people are there who are promoting digitalization in India i.e. 

nearly 48% of people is there who use their net banking or online 

facilities to shop online in the e-commerce market.  

 

 Fig 1.13: customers seeking for offers while purchasing. 

INTERPRETATION: 

According to the Indian’s approach people think of some other 

additional benefits that they can get while purchasing the products that 

they require i.e. in terms of cashback or any other additional item  

 

which is free of cost. Same is the case here as the pie-chart is showing 

that nearly 90% of the people thinks that there should be some offers 

while they make an online purchase. 

 

     Fig 1.14: results of getting offers during online purchase. 

 

INTERPRETATION: 

From figure 1.13 where 90% people are seeking for additional benefits 

while purchasing online, from them only 50% people are getting the 

benefits either in terms of cash back or gift vouchers. This means e- 

 

 

commerce platform is giving benefits to the lucky customers only 

while there are some people i.e. 18% who are having 50-50 approach 

towards the additional benefits. 31% population is there who states that 

they never get the additional benefits.  
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     Fig 1.15: assurance provided by e-commerce sites for safety. 

INTERPRETATION: 

From the above pie-chart it is clear that there are 55.6% people who 

think that the e-commerce service providers like flip kart, amazon and 

many other companies are providing the assurance i.e. facilities of 

proper social distancing, sanitising the products and use of safety kits  

 

i.e. PPE kits by the delivery boy is there. 36.6% people are thinking 

that there may be the use of protection that is equipped by the delivery 

boys but from the above stats it is very much clear that E-commerce 

service providers are taking care of the safety of their consumers. 

 

5.1  From Sellers Point of View: 

 

 

  Fig 2.1: scalar rating of consumers using e-commerce 

INTERPRETATION: 

The above bar graph is representing the usage of e-commerce by the 

consumers and the report is prepared through the survey from the 

sellers. The above bar graph is clearly showing that maximum number 

of people are nowadays using the e-commerce platform for buying 

their products of daily requirements. While it can be observed thatthere 

is no scalar rating of 1 that means very few people are there who are 

not using e-commerce for buying the essentials commodities. 
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 Fig 2.2:  increase in the e-commerce during covid-19 

 

INTERPRETATION: 

From the above pie-chart it is clear that nearly 88% of the sellers are 

there who are saying that there is a increase in the e-commerce 

segment during this pandemic situation. While there are 13% sellers 

who are stating that there is no increase in the e-commerce sector. This 

may be due to the sellers who are selling in the rural areas where there 

is less usage of internet. 

 

Fig 2.3: scalar rating of people feeling safe during online transcation 

 

INTERPRETATION: 

The above bar chart represents the scalar rating of the people feeling 

safe to transact via online mode to buy their essentials. But from the 

graph it is clear from the graph that there is a situation where peope are  

 

 

completely not feeling safe during this pandemic to use online mode of 

transaction but there is no more safer options than the online method 

for the purpose of transaction as it avoids touching and spreading of 

covid-19. 
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Fig 2.4: scalar rating of sale done online or via e-commerce 

INTERPRETATION: 

It is clear from the above bar graph that the sale of the retailers through 

the online platforms has increased as during lockdown there was not 

the option of coming out of home and shop the items of their daily 

requirerments. The online here referred is not only by using e-

commerce sites but the suppliers state that customers are making 

phone calls or texting messages and asking for the home delivery, so 

this is also categorised under online sale. 

 

Fig 2.5: time required in online transaction 

INTERPRETATION: 

From the above pie-chart it is clear that it is clear that most of the 

retailers stated that online transaction is vwery much easy and 

convenient to use. The seller found it easier and reliable as their work 

is also reduced to a greater extent as they need to deposit the money in  

 

their respective banks but online transaction in the very first phase 

helps the supplier in managing their operations in a very good manner, 

while there is one-fourth of the population who thinks it’s a time 

consuming process. 
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Fig 2.6: scalar rating in terms of safety of using e-commerce 

INTERPRETATION: 

From the above bar graph it is clear that during this pandemic 

maximum of the retailers thinks that use of e-commerce is a better 

option as it is fulfilling the very first condition of precaution of covid-

19 i.e. social distancing. While very few people are there who thinks 

that it’s not a safe option in this pandemic situatuon

.  

Fig 2.7: ease of doing business during covid-19 w.r.t e-commerce 

INTERPRETATION: 

It is clear from the above bar graph that 62% of the retailers represents 

that when e-commerce came into existence, from then there is ease of 

doing business as customer can also look to the variety of products 

without disturbing the store keeper and during the pandemic condition 

of lockdown also the business run on its pace. This type of initiative of 

providing e-commerce platform to the consumers helped the market to 

proliferate its share in the market. 

 

 

Fig 2.8: preferance of e-commerce by various age groups. 



Suraj Parkash et al /Journal of Business Management and Accounts Studies (JBMAS) 

13 | Page                                                                              30 December 2020                                                          www.jbmas.jarap.org 

 

INTERPRETATION: 

The pie-chart clearly represents there is maximum number of 

population who prefers the use of e-commerce in shopping their daily 

requirements products. Teenagers are very much found of this activity  

 

as the number states that 20-25 years of age group is there who prefers 

the most shopping online whereas lower age and upper age’s category 

of people are there who are having equal passion in using e-commerce. 

 

Fig 2.9: fulfillment of the demand of the consumers 

 

INTERPRETATION: 

The concept of demand and supply is very complex as before this 

pandemic also the suppliers are not able to fulfil the demand of the 

consumers but during the phase of covid-19 the demand of the 

consumers are fulfilled to such extent that nearly 38% of the demand 

has been fulfilled by the suppliers but this number is not so good. But 

there is one-third of the population stating that the demand is not 

fulfilled which means the rest of the demand is fulfilled by the 

suppliers. 

6. CONCLUSION OF THE REPORT: 

With the help of this survey it is clear that the consumers are nowadays 

using the e-commerce platform to a greater extent. The emergence of 

e-commerce technology may seems to enter in India very early but 

during this pandemic condition the covid-19 had given the slight 

increase or boost to the e-commerce business. Report states that 

previously the demand of fashion wears and electronic gadgets was 

there but now the demand of grocery items and pharmaceutical items 

has come into existence. 

The online service providers are also giving assurance to the their 

customers by keeping the proper care of them as during this novel 

coronavirus the proper care is there like delivering the proper sanitized 

products to their customers and keeping in mind the proper norms of 

the covid-19. 

The suppliers are also stating that the consumers are making use of 

more and more e-commerce platform. This activity of using e-

commerce platform helps the suppliers and vendors to make their 

operation very reliable and ease of doing business is also increased to a 

greater extent.  

While supplying the products of the daily requirement to the 

consumers it is very much important to provide the right and desired 

quality but one more additional service that is to be provided by the 

suppliers is the safety, which includes proper sanitization of the 

products and there also at the last mile operation proper social distance 

should be there with the end user. 

These all facilities had been provided with respect to this pandemic 

situation of covid-19 which at last resulted in increase in the e-

commerce segment. 
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