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Abstract: E-commerce the game changer of business in 
the past decade has been continuing to show its progress 
even after the sudden invasion of GST. India has been 
pegged second in the whole world in online business; it’s 
assured that the electronic business within the country 
would reach the 100 billion mark in very few succeeding 
years. E-commerce includes different sectors of business 
along with buying and selling of products and services, 
but mostly the thought, which pops up into the minds of 
people, is only buying and selling, as it comprises the 
huge part. It is a known fact that online buyers are 
increasing in numbers equal to the stars in the galaxy. 
However, the fact being ignored in the whole scenario is 
the number of sellers or suppliers who are registering 
themselves for selling online are also rising in a 
shocking number, as electronic selling is the most 
effortless, riskless, non-capital oriented business. It has 
become an easy target for all the business population 
who always are in search of easier sources to deal. Most 
of the studies have dealt in a clear way regarding the 
problems being faced by online consumers and also have 
given most indispensable suggestions of how to avoid 
them, again here no person or government have focused 
on the predicaments being faced by the online sellers 
without whom all this marketing would be useless as 
well as meaningless. The following paper tries to expose 
the issues being experienced by the online vendors and 
their opinions and suggestions of how to overcome them 
to run a successful and profitable electronic business. 
 

Introduction 
 

E-commerce is one of the greatest business hubs in the 
present era. It has changed impossible to possible and 
made living a very easy task irrespective of time, 
distance and cost. The word e-commerce itself brings 
about the thought of buying and selling over the internet 
besides of pure buying and selling e-commerce platform 
includes many more services like mobile commerce, 
electronic fund transfer, supply chain management, 
internet marketing, online transaction processing, 
electronic data interchange, inventory management 
systems, automated data collection systems, online 
shopping and lot many. 
 

According to a recent survey conducted by IMF (Indian 
Monetary Fund) and Central statistics office it is proved 
that India is one of the fastest growing economies in e-
commerce and it is also assumed that it would increase 7 
folds by 2020. There are many reasons for such 
triumphant growth of e commerce in India but primarily 
there are some reasons specifically listed and they go as: 
 

Increase in the involvement of companies 
 
Measuring the involvement of companies in e-commerce 
in the past to the contemporary situation, it can be 
alleged that there is a tremendous increase in 
participation, as many of the business analysts came to 
understand the easiness of online business and its 
accessibility. Target marketing has become the mantra of 
the moment. All the marketing strategies are being 
concentrated on achieving specialization and 
customization as people would love to be treated in a 
special way and would find irresistible to get special 
handling and they feel proud to be treated as one among 
many. Due to this frame of mind, it has become very 
much easy for the business people to conduct their 
activities, which resulted in the heavy increase of 
companies using online trading. 
 
Unmatched FDI (Foreign Direct Investment): 
 
FDI is restricted in a strict way to the retail sector which 
made free trade impossible between the countries but 
when that particular restriction has been lifted or 
tweaked a little there was a great transformation which 
completely altered the face of wholesale and retail 
business, but still there are some restrictions related to 
retailing in India. 
 
Uniform GST 

 
The latest reform introduced in India is GST (Goods and 
service tax) with the notion of one nation and one tax. 
Most of the traders and companies have started to 
accustom to the changes brought by GST in the country. 
It’s a great relief to the online marketers as all the goods 
are being charged uniform taxes everywhere in the 
country unlike the previous situation where different 
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states have levied different tax rates according to their 
own state constitutions. 
 

Inclusion of food delivery and Grocery 
 
People would not have believed that the delivery of food 
and groceries can take place through an electronic 
network completely barring the necessity of visiting 
different stores for them. However, glancing at today’s 
circumstances the unbelievable thing had become the 
easiest and fastest thing over the net. Most of the 
consumers primarily living in the metropolitan cities for 
whom time is a blessing in disguise can be called as 
addicts to these food and grocery applications. 
 
All the above-mentioned reasons have become most 
important to measure the growth of e-commerce in the 
digitalised 2017. 

 
Research gap 
 
Most of the research papers and research articles those 
have been written regarding online marketing or e-
commerce have only concentrated on the issues faced by 
the consumers and the reasons why they face such 
consequences and also mentioned many wise 
suggestions regarding how to overcome them. 
 
Nevertheless, the point mostly ignored by the society, is 
the problems being faced by the online sellers. Sellers 
are also the most important pillars for the marketing 
segment, without them, where would be the consumers 
or the end users would be getting their goods or services. 
How come the end users can satisfy their needs, Is a 
most valid question, which cannot be answered in a 
single term? 
 
This particular paper brought out a detailed view of the 
predicaments being faced by the online sellers and their 
views of how government should take charge regarding 
their issues and also their suggestions to improve online 
business and to give a qualitative output to the 
consumers. 
 
Review of literature 
 
According to world trade organisation “E-commerce is 
the production, distribution, marketing, sales or delivery 
of goods and services by electronic means.” 
 
The organisation for economic co-operation and 
development defines e-commerce as “commercial 
transactions, involving both organizations and 

individuals, that are based upon the processing and 
transmission of digitalized data, including text, sound 
and visual images and that are carried over open 
networks or closed networks.” 
 
According to Roger Clarke “electronic commerce is the 
conduct of commerce in goods and services, with the 
assistance of telecommunications – based tools.” 
 
American marketing association clearly defined online 
selling or marketing, as “it is the activity, set of 
institutions, and processes for creating, communicating, 
delivering, and exchanging offerings that have value for 
customers, clients, partners and society at large.” 

  
Philip Kotler father of marketing have rightly defined 
marketing as “the science and art of exploring, creating, 
and delivering value to satisfy the needs of a target 
market at a profit. Marketing identifies unfulfilled needs 
and desires. It defines measures and quantifies the size 
of the identified market and the profit potential. It 
pinpoints which segments the company is capable of 
serving best and it designs and promotes the appropriate 
products and services.” 
 
“Marketing includes research, targeting, communications 
(advertising and direct mail) and often public relations. 
Marketing is to sales as ploughing is to planting for a 
farmer- it prepares an audience to receive a direct sales 
pitch.”—Mary Ellen Bianco. 
 
Renee Blodgett the CEO defines marketing as “An 
ongoing communications exchange with customers in a 
way that educates, informs and builds a relationship over 
time. The over time part is important because only 
overtime can trust be created. With trust, a community 
builds organically around products and services and 
those customers become as excited about the products 
and services and those customers become excited about 
the products as you are—they become advocates, loyal 
evangelists, repeat customers and often, friends. 
Marketing is a really great way to identify what grabs 
people and gets them excited about your brand and give 
it to them, involve them in the process and yeah, the best 
part, build great friendships in the process.” 
 
Research tool 

 
Various kinds of rating scales have been developed to 
measure the opinions of the respondents and the most 
interesting easy and best tool among them is Likert 
scale. Likert (1932) developed the principle of 
measuring attitudes by asking people to respond to a 
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series of statements about a topic, in terms of the extent 
to which they agree with them, and so tapping into the 
cognitive and affective components of attitudes. 
 
Likert type scale assumes that the strength or intensity of 
experience is linear, i.e. on a continnum from strongly 
agree to strongly disagree, or such other opiniated 
options, and makes the assumption that attitudes of the 
respondents can be measured. 
 
In this research paper respondents are offered five pre-
coded responses with the clear opinion of problems they 
face. 
 
Data:  
All the responses recorded from the sellers are strictly 
primary and random sampling method is used to 
calculate them further from the questionnaires issued to 
them. Responses from 50 sellers have been recorded 
randomly selecting from different online websites like 
flipkart.com, amazon.com, jungle.com, snapdeal.com 
and jabong.com. 
 
Here the five factors being  
Strongly agree - A,  
Agree - B,  
Undecided - C, 
 Disagree - D,  
Strongly disagree - E respectively.  
 

Data analysis 
 
1. Is GST effecting sales of online marketing: 

 
Code No. of respondents % percentage 

A 29 58% 

B NIL NIL 

C 15 30% 

D 05 10% 

E 01 05% 

TOTAL 50 100 

 
Source: Primary data. 

 
The above table represents the effect of GST on online 
marketing and many of the sellers have complained that 
GST has negatively affected their business though it has 
come just a few months back. Due to roll in of GST the 
tax is being collected by the government from the online 
sellers and the same is being levied on the consumers in 
the form of optimization of prices resulting in lesser 
demand from consumers. The table clearly depicts that 
58% of the surveyed population strongly agree that GST 

is affecting their business and 30% of the population are 
still undecided how GST is affecting their business as it 
is a new concept and a very low percentage of sellers 
constituting 15% of the tested population are disagreeing 
to this consideration. 
 

2. Do you face administrative challenges: 
3.  

CODE 
NO. of 

respondents 
Percentage 

A 15 30% 

B 15 30% 

C 10 20% 

D NIL NIL 

E 10 20% 

TOTAL 50 100% 

Source: Primary data. 
 

The above table represents the responses of the sellers 
regarding the administrative challenges they face during 
the process. Though they are technical sellers they do 
have administrative offices to supervise the sales and the 
incomes generated and to maintain proper accounts and 
due to many of the administrative challenges like low 
workforce, unexpected absence of workforce, delay in 
information processing etc., nearly 60% of the surveyed 
population have agreed that they do face many 
challenges and 20% of sellers cannot decide that whether 
those challenges are affecting the business or not and 
20% more strongly disagree. 
 

4. Do you favour return policy of customers 
5.  

CODE NO. of respondents Percentage 
A 30 60%
B 10 20%
C 05 20%
D 05 10%
E NIL NIL

TOTAL 50 100%

 
Source: Primary data. 

 
One of the most important features that attract customers 
towards online marketing is the return policy concept 
i.e., if the customer dislikes the product or the product 
does not match the taste of the consumers they can 
return it to the company and get either a refund or 
replacement for that particular product. This feature is 
most comfortable for the buyers but nearly 80% of the 
online sellers are at ease with this feature as they can 
assure complete customer satisfaction through this 
element and can build shoppers trust. Whereas 20% of 
the sellers remain undecided whether they are being 
benefitted by this element or not. In addition, 10% of 
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traders completely disagree with this option as they 
faced lot of troubles from the buyers. 
 
6. Do you encourage card payment: 
 

CODE NO. of respondents Percentage 
A 25 50%
B 25 50%
C NIL NIL
D NIL NIL
E NIL NIL

TOTAL 50 100%

Source: Primary data. 
 

The above table illustrates how strong the vendors 
selling online encourage card payment. When this 
question was put forward 100% of the responses 
recorded said yes they would love to encourage card 
payment which completely erases the obstacles between 
consumer and producer as well as speeding up the 
transactions whereas in the case of cash on delivery 
which is slowing down their business. 
 
7. Do you face problems with logistics: 

 
CODE NO. of respondents Percentage 

A 30 60%
B 05 10%
C 10 20%
D NIL NIL
E 05 10%

TOTAL 50 100%

Source: Primary data. 
 

This table demonstrates the responses of the online 
merchants regarding the issue of logistics.  Most of the 
merchants have complained that they face many logistics 
issues like late delivery, missing goods, wrong 
shipments, damage of goods and many other and due to 
such major issues, they are unable to satisfy the 
consumers in a full scale, which in turn results in lack of 
trust. 10% of the sellers have mentioned that they do not 
face any problems with logistics and they are completely 
in favour of the companies serving for them. 
 
8. Is the competition healthy between online sellers: 
 

CODE NO. of respondents Percentage 
A NIL NIL
B 15 30%
C 15 30%
D 15 30%
E 05 10%

TOTAL 50 100%

Source: Primary data. 
 

When this particular question was put forward there was 
an equal reaction from all the traders who opines that 

there is healthy competition and those who cannot 
decide and those who does not agree that there is fair and 
advantageous competition between themselves as the 
size and relationship with the customers play a major 
role in increasing their sales to a large extent which 
definitely varies from seller to seller based on the ways 
they adopt. 
 

9. Do you face payment issues from logistics companies: 
 

CODE NO. of respondents Percentage 
A 15 30%
B 15 30%
C 05 10%
D 05 10%
E 05 10%

TOTAL 50 100%

Source: Primary data. 
 

This table demonstrates the response of online purveyors 
regarding the problems they face in the payments made 
by logistic companies. 60% of them are facing some or 
the other issue regarding payments they receive from the 
logistics companies and some of them complained that 
some logistics companies are receiving the payments on 
cash on delivery and are not paying the sellers until a 
whole month completes. It adversely affecting them and 
10% of the sellers are unable to decide whether the 
companies are creating problems through payments or 
not as their turnover are massive enough to indicate such 
little problems, 20% of the sellers are confident that the 
3rd party logistic companies are honest enough towards 
them in the case of payments. 
 
10. Did demonetisation affect your business: 

 
CODE NO. of respondents Percentage

A 15 30%
B 15 30%
C NIL NIL
D 10 20%
E 10 20%

TOTAL 50 100%

Source: Primary data. 
 

The above table represents the answers of the traders 
regarding the effects of demonetisation on their 
businesses. 60% of the traders supposed that they are 
facing many challenges due to demonetisation as the 
businesses have been slowed down a lot, as cash on 
delivery was held tough for the consumers. 40% of the 
sellers mentioned that their business had no effect. 
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11. Are the offers and discounts influencing business 
 

CODE NO. of respondents Percentage
A 25 50%
B 10 20%
C NIL NIL
D 10 20%
E 05 10%

TOTAL 50 100%

Source: Primary data. 
 

50% of the vendors completely agree that discounts and 
offers for sure influence the business as most of the 
consumers visit the online websites only when there are 
advertisements of heavy offers and discounts and they 
supposed that their sales are being hitched only during 
such seasons. Whereas 30% of the sellers opined that 
most of the consumers rely on the quality of product and 
service and are not influenced by these kinds of tricks. 
 
12. Do you wish the government to implement e-

commerce laws: 
 

CODE NO. of respondents Percentage
A 30 60%
B NIL NIL
C 05 10%
D 05 10%
E 10 20%

TOTAL 50 100%

Source: Primary data. 
 

 As it is a known fact that there are no particular laws 
regarding e commerce with the exception of cyber laws. 
Many of the sellers opined that intervention of 
government would bring a lot of change in the behaviour 
of both buyers and sellers and makes online marketing 
more trust worthy for both sides.60 percent of the sellers 
voiced their positive opinion whereas 30% are not ready, 
as there comes many complications with the 
involvement of government. 
 
Findings 
 
1. GST is affecting online business in an appalling 

way as additional taxes are being levied which 
results in reduction of sales, there are chances to 
face reduction in the offers and discounts and even 
cancellations and returns are also going to become 
complex. 

2. The administrative challenges cannot be terminated 
but can be reduced to a certain extent with careful 
planning. 

3. All the sellers to maintain the trust from consumers 
should definitely accept return policies. 

4. Logistics problems are increasing in a great number, 
which should be avoided at any costs. 

5. All the sellers should maintain healthy competition 
among them as it is mandate to avoid consumerism 
problems. 
 

Suggestions 
 
1. Government should modify some rules of GST to 

reduce its alarming effects. 
2. As digitalisation is taking its place in the economy, 

mostly all the consumers should try to make card 
payments with tight security which would reduce 
many obstacles. 

3. Logistic companies should go hand in hand with the 
sellers to make the online marketing profitable and 
also should be alert in the services they provide to 
retain consumers trust and satisfaction. 

4. The online vendors should make legal agreements 
with the third party logistic companies in order to 
reduce the payment mishaps. 
 

 Government should definitely provide legal framework 
for the e-commerce sector so that both the sides would 
be benefitted. 
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