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vkWuykbu “kkWfiax esa xzkgdksa ds Ø; O;ogkj dk voyksdu % ,d 

fo”ys’k.k 

(An Overview of Customers’Buying Behavior in 

online shopping : An Analysis) 

 

nhid dqekj lkguh            MkW- uhjt dqekj flag 

“kks/k Nk= ]okf.kT;]              lgk;d vkpk;Z 

okf.kT; ladk;                 ch-ch-,- foHkkx] okf.kT; ladk; 

fl)kFkZ fo”ofo|kky;] dfiyoLrq] fl)kFkZuxj      fl)kFkZ fo”ofo|kky;] dfiyoLrq] fl)kFkZuxj 

 

lkjka'k 

 bZ&d‚elZ dh c<+rh mi;ksfxrk us fo'o dks cktkj dk ,d u;k vk;ke feyk gSAtks fo'o 

dks ,d cktkj ds :i esa fodflr fd;k gSAbl v/;;u dk mís'; mu dkjdksa dk irk yxkuk gS 

tks v‚uykbu [kjhnkjh O;ogkj dks çHkkfor ,oa çksRlkfgr djrs gSaAfofHkUu ,sls dkjd gS tks xzkgdksa 

ds chp v‚uykbu [kjhnkjh O;ogkj dks çHkkfor djrs gSa ysfdu ;g v/;;u dsoy mu fo"k;ksa ij 

vk/kkfjr gS tks lcls vf/kd çHkko Mkyrs gSa dfFkr ykHk] dfFkr tksf[ke ,oa euksoSKkfud dkjd tks 

v‚uykbu [kjhnkjh O;ogkj ds lkFk lh/kk vkSj egRoiw.kZ laca/k j[krs gSa ,d ç'ukoyh rS;kj dh xbZ 

gS tks U;kn'kZ v‚uykbu [kjhnkjh djus okys xzkgdksa ls ,d= fd, x, gSa uewus dk vkdj 100 gS 

v/;;u ds fy, lqfo/kktud U;kn'kZ rduhd dk ç;ksx fd;k x;k gS fo'ys"k.k ls irk pyrk gS fd 

fyax]f'k{kk] mez ,oa lksp xzkgdksa ds v‚uykbu [kjhnkjh dks egRoiw.kZ :i ls çHkkfor djrs gS rFkk 

okilh uhfr ,oa forj.k lsok,a Hkh muesa ls çeq[k gSA  

;g v/;;u foØsrkvksa dks v‚uykbu pSuyksa dks c<+kus esa lg;ksx djsxk mlds vykok v‚uykbu 

[kjhnkjh O;ogkj ds vU; igyqvksa dk v/;;u djds foLr`r fd;k tk ldrk gSA 

eq[; 'kCn&  v‚uykbu [kjhnkjh O;ogkj] dfFkr ykHk] dfFkr tksf[ke] euksoSKkfud dkjd ] miHkksäk 

–f"Vdks.k  

çLrkouk 

vk/kqfud ;qx esa çkS|ksfxdh dk fodkl rhoz xfr ls c<+ jgk gS baVjusV ds vkxeu ls fo'o dks cktkj 

dk ,d u;k vk;ke feyk gS ftlds varxZr vkt xzkgdks ds ikl fofHkUu v‚uykbu pkSuyksa ds ek/;e 

ls O;olk; ds lkFk [kjhnkjh djus dk fodYi gSa bu lHkh fodYiksa esa ls ,d muds fy, bZ&d‚elZ 

dh miyC/krk gS bZ&d‚elZ ls rkRi;Z v‚uykbu lsokvksa ;k baVjusV ij mRiknksa dks bysDVª‚fud :i 

esa [kjhnus ] cspus ;k lwpukvksa dk vknku&çnku djus dh xfrfof/k gS A 
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v‚uykbu 'k‚fiax vk/kqfud [kqnjk cktkj dk ,d ifjorZuh; :i gS ftlds }kjk  miHkksäk baVjusV 

ds ek/;e ls oLrqvksa ,oa lsokvksa dk Ø; foØ; djrk gS bl vk/kqfud rdfud us cktkj esa ,d ubZ 

Økafr dk mn; fd;k gS tks cktkj dks bruk lqxe cuk fn;k gS fd dksbZ Hkh miHkksäk ?kj cSBs fdlh 

Hkh le; v‚uykbZu [kjhnkjh cl dqN fDyd ds ek/;e ls dj ldrk gS A 

 v‚uykbu [kjhnkjh ds dqN çeq[k ykHk ;g gS fd dksbZ Hkh O;fä fdlh ds ?kj esa vkjke ls dgha Hkh 

baVjusV dusD'ku ds lkFk fdlh Hkh le; [kjhnkjh dj ldrk gSA ;gk mRiknksa dh ,d foLr`r 

J`a[kyk czkmt dj ldrs gSa] dherksa dh rqyuk dj ldrs gSa] leh{kk i<+ ldrs gSa vkSj dqN fDyd 

ds lkFk [kjhnkjh dj ldrs gSaA v‚uykbu miyC/k fodYiksa dh fo'kky J`a[kyk fofo/k çkFkfedrkvksa 

dks iwjk djrh gS] ftlls miHkksäkvksa ds fy, tks os pkgrs gSa mls Bhd ls <wa<uk vklku gks tkrk gSA 

bZ&d‚elZ us oSf'od O;kikj dks Hkh lqxe cuk;k gS] HkkSxksfyd ck/kkvksa dks rksM+ fn;k gS vkSj O;olk;ksa 

dks O;kid xzkgd vk/kkj rd igqapus esa l{ke cuk;k gSA lqjf{kr ysunsu lqfuf'pr djus ds fy, 

Hkqxrku fodYi vkSj lqj{kk mik; fodflr gq, gSa] v‚uykbu nqdkunkjksa ds chp fo'okl dks c<+kok 

nsrs gSaA gkykafd] v‚uykbu 'k‚fiax dh dqN pqukSfr;ka Hkh  gSA tSls MsVk lqj{kk] diViw.kZ osclkbVksa 

vkSj mRiknksa dk HkkSfrd :i ls fujh{k.k djus esa vleFkZrk ds ckjs esa fpark dqN miHkksäkvksa dks jksd 

ldrh gSA  v‚uykbu 'k‚fiax us [kqnjk O;kikj dks fQj ls ,d  vkdkj fn;k gS] tks fMftVy ;qx 

esa O;olk;ksa vkSj [kjhnkjksa ds fy, leku :i ls voljksa vkSj pqukSfr;ksa nksuksa dks çLrqr djrs gq, 

miHkksäkvksa dks vf}rh; lqfo/kk vkSj ilan çnku djrk gSA 

“kks/k lkfgR; leh{kk 

lksykseu ¼ 1998 ½ us miHkksäk O;ogkj dk v/;;u fd;k vkSj dgka dh bUVjusV dk ç;ksx 

,d çfØ;k gS ftlds ek/;e ls dksbZ O;fä viuh t:jr ,oa bPNkvksa dks iwjk djus ds fy, oLrqvksa 

,oa lsokvksa dk Ø; djrk gS ftlls bUVjusV dh mi;ksfxrk c<+h gSA 

lqYrku vkSj gsufjDl ¼2000½ us vius v/;;u esa fu"d"kZ fudyk fd xzkgdksa dks v‚uykbu 

[kjhnkjh ds fy, çsfjr rRo esa mudh vk; ,oa ?kjsyw vkdkj çeq[k gSA 

xksYMfLeFk vkSj fDyu ¼ 2004 ½ dh us dgk fd dSVy‚x v‚uykbu fcØh dks vklku cukrk 

gS ftlds varxZr xzkgd ?kj cSBs [kjhnkjh dj ldrs gSa dSVy‚x dh fofo/krk xzkgdksa dks v‚uykbu 

'k‚fiax djus ds fy, çsfjr djrk gSA 

Dykst vkSj Øwdj ¼2010½ dk lq>ko gS v‚uykbu 'k‚fiax O;ogkj baVjusV ij oLrq ,oa lsokvksa 

dh [kjhnkjh dks vR;f/kd vklku cukrk gS ftlds varxZr ikjaifjd [kjhnkjh dh rqyuk esa xzkgdksa 

dks vfrfjä lqfo/kktud ,oa de ykxr rFkk de le; esa Rofjr forj.k ds dkj.k v‚uykbu 'k‚fiax 

dks ,d ubZ fn'kk çnku dh gS ftlls xzkgd ;Fkk'kh?kz ?kj cSBs fdlh Hkh le; vius ysunsu dj 

ldrs gSa v‚uykbu 'k‚fiax xfrfof/k;ksa esa o`f) gksus ls çR;sd daiuh vius mRiknksa ,oa lsokvksa dks 

v‚uykbZu foØ; djus ds fy, etcwj  gS ftlls daifu;ksa dks çfrLi/kkZRed  ykHk gkfly djus esa 

lQyrk feyh gSA  

uthj ,V vy ¼ 2012 ½ us dgka dh v‚uykbu [kjhnkjh  ikjaifjd [kjhnkjh dh rqyuk esa 

T;knk lqfo/kktud gS ftlds dkj.k bldh yksdfç;rk c<+h gS ftlds varxZr ?kj cSBs cl ,d fDyd 

ds ek/;e ls oLrq dh lqiqnZxh vius lqfo/kkuqlkj dgha Hkh djk ldrs gSaA 

vjksM+k vkSj vxzoky ¼2018½ us vius v/;;u esa crk;k fd dfFkr ykHk tSls fd eryc 

lqfo/kktud ykHk ,oa mRikn fofo/krk çeq[k dkjd gS ftls vkdf’kZr gksdj efgyk,a v‚uykbu 'k‚fiax 

djrh gSa A 
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vØq'k vkSj vy nsch ¼2015½ us çHkkfor djus okys dkjdksa ds ,d ,dh—r e‚My dk irk 

yxk;k dh osclkbV çfr"Bk xzkgdks dks v‚uykbu 'k‚fiax ds fy, çHkkfor djrh gS rFkk osclkbV 

dh xq.koÙkk dfFkr ykHkks ls çsfjr jgrh gSA 

lksçkesfu;e vkSj jkcVZlu ¼2007½ dk lq>ko gS fd v‚uykbu 'k‚fiax ds çfr joS;k yksxksa ds 

–f"Vdks.k ij fuHkZj djrk gS xzkgdksa  dks ikjaifjd [kjhnkjh ds foijhr baVjusV ij dh tkus okyh 

'k‚fiax ls muds le; ,oa lqfo/kk dk  gksuk ,d çeq[k dkjd gS ftlls os v‚uykbu 'k‚fiax ds çfr 

tkx:d gq, gSa A 

psu ,V vy ¼2010½ dk rdZ gS fd lqj{kk ] tksf[ke  miHkksäkvksa ds v‚uykbu [kjhnkjh ds 

fopkjksa dks çHkkfor djrk gS vuqekfur foÙkh; tksf[ke ekSfnzd gkfu dh laHkkouk dks lanfHkZr djrk 

gSA 

vkQjhu ,V vy ¼2018½ us ifjHkkf"kr fd;k fd dbZ çdkj ds dfFkr tksf[ke gSa ftlesa 

miHkksäk –f"Vdks.k ]vuqekfur tksf[ke ] foÙkh; tksf[ke lqj{kk tksf[ke] le; vkfn gS ;g lHkh tksf[ke 

[kjhnkjh ls tqM+s gSaA 

jgeku vkSj v'kQkd ¼ 2011 ½ ikfdLrku esa v‚uykbu [kjhnkjh O;ogkj ds eq[; dkjdksa dk 

irk yxkus ds fy, 'kks/k fd;k ftlls mu dkjdksa dk irk yxk tks miHkksäk dks v‚uykbu [kjhnkjh 

djus ls jksdrs Fks bu dkjdks es euksoSKkfud ]HkkoukRed vkSj xksiuh;rk vkfn eqís gSA 

 

flag ,V vy- ¼ 2019 ½ us rdZ fn;k fd ;qok Hkkjrh; tks lcls vf/kd v‚uykbu [kjhnkjh 

djrs gS mUgksaus  crk;k fd ,sls vusd euksoSKkfud dkjd gS tks v‚uykbu [kjhnkjh dks çHkkfor 

djrs gSa tSls –f"Vdks.k ]çsj.kk ] /kkj.kk O;fäRo ,oa dfFkr ewY; vkfnA dfFkr ewY; lcls cM+k 

euksoSKkfud dkjd tks v‚uykbu [kjhnkjh ds fu.kZ; dks lcls vf/kd çHkkfor djrs gSaA 

 

xzkgdksa ds Ø; O;ogkj dks çHkkfor djus okys dkjd  

vuqekfur tksf[ke  

vuqekfur tksf[ke vfuf'prrkvksa ds mu lewg dks lanfHkZr djrk gS tks miHkksäk lkeku ;k lsok,¡ 

[kjhnus ds ckn eglwl djrk gSA  dfFkr tksf[ke vke rkSj ij mPp dher okys mRiknksa tSls yDtjh 

dkjksa] cSx] ySiV‚i bR;kfn ls tqM+k gksrk gSA mRikn [kjhnus ds ckn fdlh Hkh çdkj dh leL;kvksa 

ls cpus ds fy, miHkksäk vke rkSj ij egaxs lkeku [kjhnus ls igys nksLrksa vkSj fo'ks"kKksa ls iwNdj 

xgu 'kks/k djrs gSaA miHkksäk u, vkSj xSj&yksdfç; czkaMksa ds ctk; cktkj esa vxz.kh czkaMksa dks 

[kjhndj bl tksf[ke ls cpus dh dksf'k'k djrk gSA   

euksoSKkfud dkjd  

 çR;sd O;fä dh vius mRikn [kjhnus dh viuh ilan gksrh gSA  pkgs og de dher okys mRikn 

gksa ;k egaxs mRikn ;k fQj v‚uykbu ;k v‚Qykbu] og ges'kk dherksa dk ,d&nwljs ls rqyuk 

djds loksZÙke mRikn [kjhnuk ilan djrk  gSaA  miHkksäk dc vkSj dSls mRikn vkSj lsok,a [kjhnrk 

gSA ;g mlds euksfoKku ij fuHkZj djrk gS vusd ,sls euksoSKkfud dkjd gS tks v‚uykbu [kjhnkjh 

dks çHkkfor djrs gSa tSls –f"Vdks.k ]çsj.kk ] /kkj.kk O;fäRo ,oa dfFkr ewY; vkfn A  

 

 

http://www.ijcrt.org/


www.ijcrt.org                                                            © 2024 IJCRT | Volume 12, Issue 3 March 2024 | ISSN: 2320-2882 

IJCRT2403356 International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org c951 
 

dfFkr ykHk 

v‚uykbu 'k‚fiax esa dfFkr ykHk dks v‚uykbZu [kjhnkjh ls çkIr ykHkksa dh /kkj.kk ds :i esa tkuk 

tkrk  gSA tc xzkgdksa dks yxrk gS fd os fdlh ysu&nsu ls ykHk dek jgs gSa] rks ;g [kjhnkjh 

mudh çfrc)rk esa lq/kkj djrk gS vkSj [kjhnkjh ls tqM+h fuf'prrk dks c<+krk gS  ;g crkrk gS fd 

dfFkr ykHk miHkksäkvksa ds fo'okl dks etcwr djrs gSa fd mUgsa v‚uykbu [kjhnkjh ls fdruk ykHk 

gksxkA 

mRikn fooj.k dh xq.koÙkk% tc xzkgd v‚uykbu [kjhnkjh djrk gS rks og lcls igys fdlh 

Hkh mRikn fooj.k dh xq.koÙkk ds ckjs esa fofHkUu tkudkjh çkIr djrk gS tSls mRikn ds vk;ke ] 

lkexzh otu vkfn ds ckjs esa lwpuk,a 'kh?kz çkIr gks tkrh gSa ftlls miHkksäk ds eu esa mRiknu ls 

lacaf/kr fdlh çdkj dh dksbZ leL;k ugha gksrk vkSj mlds çfr vkdf"kZr gksdj mRikn [kjhnrk gSA 

lqiqrZxh O;;% lqiqrZxh O;; ,d egRoiw.kZ dkjd gS ftlls xzkgd viuh lqfo/kkuqlkj fdlh Hkh 

LFkku ij mRikn dh lqiqrZxh çkIr dj ldrk  gS rFkk blds fy, mls dksbZ vyx ls dher nsus dh 

vko';drk ugha iM+rhA  

okilh uhfr% vklku okilh v‚uykbu [kjhnkjh O;olk; dh jh<+ gS T;knkrj xzkgd vklku 

okilh uhfr dks ns[krs gq, v‚uykbu lkeku [kjhnuk ilan djrs gSaA 

mRikn [kkstus esa lqfo/kk% fdlh Hkh v‚uykbu 'k‚fiax ,i dh cukoV ;k baVjQsl xzkgdksa dh 

[kjhnkjh dh lEHkkoukvksa dks çHkkfor djus esa egRoiw.kZ Hkwfedk fuHkkrk gS ;fn dksbZ xzkgd nks [kkst 

ç;klksa esa çklafxd mRikn [kkstus esa vleFkZ gS rks lEHkkouk gS fd ,sls ,si ;k ist dks NksM+ nsxkA  

u, mRiknks dk oxhZdj.k% ;fn gj fnu gkseist ij lkexzh cnyh tkrh gSa fQj Hkh xzkgd bls fu;fer 

:i ls ns[kus ls Åc tkrs gSa vkSj u, LV‚d dks utj vankt dj nsaxs ysfdu ;fn os u, mRiknksa ds 

fy, ,d fo'ks"k vkbd‚u ns[krs gSa rks lh/ks ogka igqapdj [kjhnkjh djus dh laHkkouk c<+ tkrh gSA 

mís';%  

 v‚uykbu [kjhnkjh ds çfr xzkgdks ds O;ogkj dk v/;;u djukA 

 v‚uykbu [kjhnkjh ds varxZr mRikn [kjhnrs le; xzkgd dh fu.kZ; ysus dh çfØ;k dks 

çHkkfor djus okys dkjdksa dks tkuukA 

 v‚uykbu [kjhnkjh ds ek/;e ls lcls yksdfç; mRikn dh [kjhnkjh ds ckjs esa tkuukA 

'kks/k çfof/k 

çLrqr 'kks/k çkFkfed ,oa f}rh; leadks ij vk/kkfjr gS çkFkfed lead fo'ks"k :i ls cukbZ 

xbZ ç'ukoyh ds ek/;e ls ,df=r fd;k x;k gS rFkk v/;;u ds fy, f}rh; lead 'kks/k i=ksa] 

if=dkvksa ,oa osclkbVksa ls fy;k x;k gSA 

U;kn'kZ% U;kn'kZ v‚uykbu [kjhnkjh djus okys xzkgdksa ls ,d= fd, x, gSa uewus dk vkdkj 

100 gS v/;;u ds fy, lqfo/kktud uewuk rduhd dk ç;ksx fd;k x;k gSA 

leadks dk fo'ys"k.k% ,df=r vkadM+ksa dk fo'ys"k.k fofHkUu lkaf[;dh rduhd tSls çfr'kr]  

ikbZ pkVZ ] ckj pkVZ vkfn midj.kksa ds ek/;e  ls fd;k x;k gSA 
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fo"ys"k.k  

çLrqr 'kks/k v‚uykbu [kjhnkjh ds çfr xzkgdksa ds O;ogkj dk fo'ys"k.k vkSj ewY;kadu djus 

ds fy, vk;ksftr fd;k x;k gS çkIr 100 mÙkjnkrkvksa ls lajf{kr ç'ukoyh dh lgk;rk ls çkFkfed 

lead ,d= djds v/;;u fd;k x;k gS çkFkfed lead dk fo'ys"k.k vkSj O;k[;k vuqikr vkSj 

çfr'kr dh enn ls dh xbZ gS rFkk fo'ys"k.k rkfydkvksa dks pkVZ ds :i esa çLrqr fd;k x;k gSA 

 

 nksuksa fyaxksa }kjk lkeku lsok,a v‚uykbu [kjhnus dh laHkkouk gS ysfdu iq#"kks dh 

rqyuk esa efgyk,a vf/kd v‚uykbu [kjhnkjh djrh gSaA 

 

 

s 
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 v‚uykbu [kjhnkjh esa LFkku çeq[k Hkwfedk fuHkkrk gS mijksä ls Li"V gS dh 'kgjh {ks= 

esa jgus okys xzkeh.k {ks= dh rqyuk esa vf/kd [kjhnkjh djrs gSA 

 

 

 vk; dk v‚uykbu [kjhnkjh ls udkjkRed laca/k gS vFkkZr de vk; okys yksx vf/kd 

v‚uykbu [kjhnkjh djrs gSA 
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 mÙkjnkrkvksa dk f'k{kk Lrj Hkh vPNk ik;k x;k v‚uykbu [kjhnkjh dh vko`fÙk ds lkFk 

ldkjkRed :i ls lglaca/k gS fd yksxksa dk f'k{kk Lrj ftruk vf/kd gksxk] mudh 

;ksX;rk mruh gh vf/kd gksxh rFkk v‚uykbu lkeku [kjhnus dks çkFkfedrk nh xbZA 

 

 v‚uykbu 'k‚fiax ds fy, lcls yksdfç; osclkbV f¶yidkVZ gS ftl ij lcls vf/kd 

v‚uykbu [kjhnkjh dh tkrh gSA 

 

 baVjusV ij yksxksa }kjk [kjhnh xbZ lcls yksdfç; oLrqvks esa ifj/kku ,oa lgk;d oLrq, 

] fdrkcs rFkk bysDVª‚fud xStsV~l vkfn gSA  
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 v‚uykbu [kjhnkjh djrs le; miHkksäk rRdky Hkqxrku ,oa lqiqnZxh ij Hkqxruk djuk T;knk 

ilan djrs gSA 

 

 

 v‚uykbu [kjhnkjh djus esa çsjd dkjdksa esa  le; dh cpr ,oa lqfo/kktud rFkk NwV çeq[k 

gSA 
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lq>ko %  

Hkfo"; ds v/;;uksa esa vU; fu/kkZjd rRo 'kkfey gks ldrs gSa tks v‚uykbu [kjhnkjh O;ogkj 

dks çHkkfor dj ldrs gSa v‚uykbu [kjhnkjh O;ogkj dsoy bu dkjdksa ls fu/kkZfjr ugha gksrs gSa 

osclkbV ij miHkksäk }kjk fcrk, x, le; dks VªSd djds vU; çsjd dkjdksa dh igpku dh tk 

ldrh gSA xzkgdksa dks vPNh xq.koÙkk ,oa rst lqiqnZxh  rFkk v‚uykbu Ý‚M dks nwj djds xzkgdksa 

ds lkFk Hkjkslsean laca/k LFkkfir djus dk ç;kl fd;k tkuk pkfg,A 

 

lanHkZ xzaFk lwph% 
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