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ABSTRACT :

The study description emphasizes how technological and digital improvements have made almost all services available online, leading to an increasing
reliance on online buying. It does, however, acknowledge that not everyone feels at ease with online buying, pointing to problems such as the inability
to visually inspect items before making a purchase, the possibility of product unavailability, and the challenge of pinpointing exact client demands.
Despite its many advantages, internet shopping isn't yet developed enough to completely satisfy customer wants, which is the main issue that has been
highlighted. The study admits that a number of persistent problems cause internet shopping to presently lag behind offline buying. Online shopping,
however, is set to become indispensable in the future due to people's increasingly hectic lifestyles.

In order to guarantee that online shopping services can successfully satisfy future demand, the study highlights the urgent necessity to address and correct
the current flaws in these services. The study is to examine a number of variables that affect the delivery of online shopping services, with an emphasis
on issues pertaining to product delivery that affect both customers and service providers. Additionally, it aims to analyze the complete online buying
experience in order to pinpoint issues with execution and suggest fixes.

The study's final goal is to ascertain whether or whether consumers prefer to purchase online and, if so, for what kinds of goods.

Introduction

Online shopping, which includes both business-to-business (B2B) and business-to- consumer (B2C) transactions, is defined in the introduction as a type
of e-commerce that permits buying products or services directly from vendors online. With a focus on the transition from advertising to safe interactive
transactions, it charts the evolution of online commerce OLTP, which IBM introduced in the 1960s, to its current state. The part also offers a thorough
synopsis of Jeff Bezos' 1994 founding of Amazon.com, Inc., emphasizing how the company has grown from an online bookshop to a multinational
technology behemoth offering a variety of services like digital streaming, cloud computing (AWS), and e-commerce. It discusses the public offering of
Amazon, its acquisitions (including Whole Foods and MGM), and its status as a top online marketplace. The study's focus is on the issue that, in spite of
its advantages, internet buying may not always be able to satisfy customer needs, which can make physical shopping more appealing. Analyzing
theelements that affect the delivery of online shopping services, spotting flaws when buying online procedure, and comprehending consumer preferences
for online versus offline buying for various goods are among the goals of the study. Online consumer satisfaction and service quality are significantly
correlated, according to the premise. The study's focus is restricted to Amazon users and the larger online retail sector.

Literature Review

The lack of a separate "Literature Review" section represents a significant shift in the document's level of scholarly depth. The goal of an authentic
literature review is not fully met by "Overview" sections on Amazon and online purchasing, even though they include basic background information. A
thorough academic exercise is a strong literature review. Finding, evaluating, and synthesizing previously published academic works (dissertations,
books, and journal articles) that are pertinent to the study topic is part of this process. This process involves analyzing other people's methods, contrasting
their results, and determining theoretical viewpoints in addition to just describing their work. Importantly, a literature evaluation identifies knowledge
gaps—areas where prior research hasn't thoroughly examined or where discrepancies exist. The text loses the chance to thoroughly determine the present
research's position within the larger academic discourse by lacking this specific section. It doesn't specifically show how it advances, contradicts, or
expands on preexisting theories or research. Because the precise knowledge gap that the current research attempts to address isn't methodically recognized
and underlined, this could result in a less apparent basis for it. Essentially, even though the publication gives background information, it does not critically
engage with earlier research, which is essential to academic rigor.
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Research Methodology

The research methodology used in this study was unquestionably quantitative, a scientific approach that emphasizes statistical analysis and
numerical data.

Testing hypotheses, quantifying relationships, and extrapolating results to broader groups are the main goals of this methodology.

It functions on the tenet that objective research is possible because observable events can be quantified and mathematically described.

This approach's main components are described in detail. The first thing the researchers did was create concepts and theories, which are
essential to quantitative research since they offer verifiable predictions regarding the correlations between variables. Measurement tools were
created to get pertinent data; in this example, a questionnaire was used, which is a popular method for methodically getting organized,
measurable answers from a big sample.

Isolating the impact of particular factors in quantitative research, especially when doing experiments or quasi-experiments methods, requires
controlling variables.

In order to find patterns, correlations, or causal relationships, the empirical data was subsequently rigorously analyzed using statistical,
mathematical, or computational approaches.

The study used primary and secondary sources of information sources, implementing a mixed-data strategy. As demonstrated by the
distribution and collecting of questionnaires, primary data is original information that was gathered by the researchers themselves for the
particular goal of this study.

By doing this, the data is guaranteed to be specific to the study topics. On the other hand, secondary data was taken from pre-existing sources
like books, journals, and websites. This kind of data, which has already been gathered by others, offers important background knowledge and
context.

It can also frequently support or confirm main findings, providing a more comprehensive view without requiring direct collection efforts.

Quantitative Research Methodology Flowchart

Use Primary Ensure Data
Develop Create Control Analyze Data Specificity
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Secondary —— Background
Data Knowledge

Results

Survey results are shown quantitatively in Subject of "Data Analysis and Interpretation” section.

According to the main findings, 47.8% of customers prefer online shopping over offline shopping, and 4.4% perceive both to be equally
convenient.
Seventy-two percent of Amazon users thought the website and app were easy to use. Amazon's customer service was rated as good or best by
the majority of consumers (80.6%).
o  With86.1% of customers evaluating Amazon's payment system as good or very good, customer satisfaction was high.
75% of consumers rated the information on Amazon products as extremely trustworthy. Information on the present the state of their
instructions was generally well received by customers.
81% of consumers were promptly informed about promotions.
70% of consumers agreed or strongly agreed that the products arrived on schedule. 63.9% of customers were satisfied with the items' price
worthiness, which is an average level of satisfaction.
Customers discovered discrepancies between the goods and its online representation in 30.6% of cases.
75% of consumers expressed satisfaction with the product's packaging and the security of its transit.
Returns and exchanges option was deemed convenient by 61.1% of clients.
Amazon's product quality was evaluated as good or best by 75% of customers.
75% of consumers were happy with how easy it was to shop on Amazon.
70% of consumers expressed satisfaction with the range of products available.



International Journal of Research Publication and Reviews, Vol (6), Issue (6), June (2025) Page — 8766-8769 8768

Top Amazon Customer Satisfaction Metrics

Product
Information
75% of consumers 86.1% of customers 80.6% of consumers
find Amazon's rate Amazon's rate Amazon's
p(oduct information payment system as customer service as
extremely good or very good. good or best.
trustworthy.

Discussion

The discussion components are included under the heading "Analyzing and Interpreting Data", which comes right after the results are presented. In order
to compile customer sentiment and satisfaction levels across a range of Amazon's online purchasing services, this part analyzes the survey's numbers and
consensus data. It highlights the implications of the findings for consumer payment, user experience, preferences, and customer service methods,
shipping, pricing worthiness, product information dependability, product similarity to photographs, packaging, return policies, product quality, shopping
efficiency, and product diversity. Nevertheless, it lacks a distinct, comprehensive commentary that evaluates these results critically, contrasts them with
previous research, or investigates the underlying causes of the noted patterns in a more general academic setting..

Conclusion

. In the conclusion, Concluding remarks and limitations. the key conclusions are restated, and the research's discoveries are summed up.

. It confirms that consumers now favor both online and in-store purchasing. The majority of Amazon consumers, according to the study's
findings, find the website easy to use and are typically happy with the customer service, payment options, and accuracy of product information.

. Additionally, consumers expressed pleasure with the prompt notifications, prompt shipment, product packing, and ease of return/exchange
procedures.

. Although there was a high level of satisfaction with product excellence, ease of shopping, and variety, the survey found that customers were
only somewhat satisfied with price worthiness and that a significant portion of them had problems with product photos and the real goods.

Amazon Customer Experience
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