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ABSTRACT _ el At f

The purpose of this st dy is to identify and measure th(., c/lmu?.s/an,ls of customer experience

pertaining to online services. Further, the study also ains 110 "_/C’””f}’ the impact of Covip.
) hopping. On 11" of March 2020, the Directy

] < experi line s

10 in customer experience on on :

General of WHO, declared novel corona Virus, also known as COVID-19 g5 4 global
pandcmic.. While briefing at the media COVID-19, he remarked that *the number of cases

of COVID-19 outside China has increased 13-fold, and t/_ve mmber of affected countyipy
has tripled.” This means that COVID-19 will have lasting effects. India is one of i,
countries to be adversely affected by the crisis called COVID-19. In fact, on 25" of May
2020, India became the 10th biggest hotspot worldwide overtaking Iran in respect of
COVID-19 cases.

The data were collected from those customers who have purchased products from e-
commerce stores. An electronic questionnaire was designed through Google form and
made available via the internet (i.e. a hyperlink was created and sent to the respondents).
The study used convenience sampling as well as snowball sampling techniques. A total of
131 usable responses were obtained. The study identified online customer experience as a
composite of four factors viz. responsiveness & ease of use, reliability, e-loyalty & e-
satisfaction and e-trust. Further, the study results suggested that COVID-19 has significant
impact on online customer experience.

Keywords: Customer Experience, COVID-19, E-loyalty, E-Satisfaction, E-trust
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INTRODUCTION
In India, online is a very dominant area of research today as India is one of the
fastest growing online retail markets in the world. Though online retail market size
in India was only US$ 3 billion in 2014 it is estimated to reach US$ 70 billion bY
2020 (Agarwal, 2015). The COVID-19 pandemic has pile up distress on people
around the world, affected the global economy, and changed the retail landscape:
Among the various pandemics faced by human beings, novel coronavirus dise¢
Is recent, disastrous and widely spreading pandemic (Nadeem, 2020). On 1" ol
March 2020, the Director-General of WO, declared novel corond virus, als
k'"“’"’” as COVID-19 as a global pandemic (WHO, 2020a). While bricting ““‘!I;L:
;l]ltnﬁ:[: I("(')Y“)-I‘), he remarked that “the number of cases of COVID-19 ‘"l,l::r
'l'his(111;:11'::("10?%(] lH”l‘l»_im(l the number of alfected countries has
The im];m:' (i"{‘(:-(())\\/"|l)~ l(‘) will lmvg long lasting eftects.
SUE0E hele [1-] ) (ll.s‘t,jils.c'l's such !lml even lhc-dcv.clopc .
icare and medical facilities are facing tough time in dealu

/

d nations with

1 with suct

—_—_
ISBN: 978-81-942875-3.7

Scanned with CamScanner



