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Abstract : 

This study looks into how consumer satisfaction and e-commerce success in Navi Mumbai, India are affected 

by quick delivery services. The efficiency of delivery services has become crucial for guaranteeing great client 

experiences and maintaining competitive advantage in the digital marketplace due to the exponential 

expansion of online purchasing. This study investigates the relationship between delivery speed, customer 

happiness, and important performance measures of successful e-commerce, drawing on a combination of 

literature review and empirical analysis.  

This study combines surveys and interviews to examine the impact of fast delivery services on customer 

satisfaction and e-commerce success in Navi Mumbai. Preliminary findings reveal strong demand for fast 

delivery, emphasizing its critical role in enhancing the overall e-commerce experience. Businesses prioritizing 

fast delivery and addressing logistical challenges can gain a competitive edge. This research provides practical 

insights for stakeholders to meet evolving consumer expectations and foster sustainable growth in Navi 

Mumbai's e-commerce sector. 
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Introduction : 

E-commerce activity in Navi Mumbai has increased dramatically in recent years, following worldwide 

patterns in this area of digital commerce. Residents of Navi Mumbai are adopting e-commerce as a practical 

and effective means to meet their shopping demands due to the growth of online shopping platforms and rising 

internet penetration. E-commerce businesses rely heavily on the delivery experience, especially when it comes 

to the promptness and dependability of the services provided.  

In light of this, it is critical to comprehend how quick delivery services affect client happiness and the success 

of online businesses. In addition to improving client satisfaction, prompt delivery is essential for encouraging 

repeat business and brand loyalty. This study attempts to understand the relationships among delivery speed, 

customer satisfaction, and e-commerce performance. 

 

Objectives of the study : 

 

1 To assess the perceived quality of fast delivery services among Navi Mumbai residents in e-commerce 

transactions. 

 

2 To Measure customer satisfaction levels with e-commerce transactions in Navi Mumbai, considering 

delivery speed, accuracy, and overall experience. 

 

3 To investigate the relationship between fast delivery services and customer satisfaction levels among Navi 

Mumbai residents engaged in e-commerce transactions. 

 

4 To determine the impact of fast delivery services on e-commerce success rates in Navi Mumbai, considering 

factors like repeat purchases, referrals, and overall business performance. 

 

Review of Literature : 

The research that is now available emphasizes how crucial delivery speed is to the e-commerce industry. 

Research conducted by Wang et al. (2020) and Chopra (2019) indicates that expedited delivery durations 

result in increased consumer contentment and further transactions.  

Singh and Sharma's (2021) research focuses on Indian cities in particular and emphasizes the importance of 

logistical efficiency in sustaining competitive advantage. However, there is a dearth of Navi Mumbai-specific 

literature, which makes this concentrated study necessary.  

Delivery speed and customer satisfaction in e-commerce transactions have been shown in prior research to be 

positively correlated (Wang et al., 2016; Lee & Lee, 2019). Customers view prompt delivery as an indication 

of the quality and dependability of the service, which increases customer satisfaction and loyalty (Huang & 

Lin, 2018).  

 

Fast delivery alternatives provide convenience and immediacy, which enhances shopping experiences and 

positively influences post-purchase assessments (Yang & Lin, 2020).Fast delivery services not only increase 

client happiness but also give e-commerce companies a competitive edge (Chen et al., 2017).  
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Businesses might stand out from rivals and draw in a larger clientele by providing faster shipping choices and 

effective fulfillment procedures (Chang & Chen, 2020). Studies indicate that buyers are prepared to spend 

more. Even though quick delivery has advantages, e-commerce businesses have several difficulties with last-

mile delivery, especially in crowded cities like Navi Mumbai (Vergara et al., 2019).  

 

Innovations in technology are essential for streamlining e-commerce logistics and increasing delivery 

efficiency and speed (Li & Wang, 2019). Companies can increase the accuracy of delivery predictions, reduce 

expenses, and streamline operations with the help of automation, artificial intelligence, and advanced analytics 

technology (Ding et al., 2020).  

 

Research Methodology: 

This study will utilize a quantitative research design to gather numerical data and analyze it statistically. The 

research approach will be deductive, where existing theories and hypotheses will guide the research process. 

Convenience sampling will be used to select participants from the population of Navi Mumbai. This technique 

is suitable for accessing respondents easily and efficiently. The sample size of 151 respondents has been 

determined based on the available resources, feasibility, and ensuring statistical significance.  

Google Forms will be employed as the primary tool for data collection due to its accessibility, ease of use, 

and efficient data management capabilities. A structured questionnaire will be designed based on relevant 

literature review and research objectives. It will include items related to fast delivery services, customer 

satisfaction, and e-commerce success. The Google Forms questionnaire link will be distributed among 

residents of Navi Mumbai through various online channels such as social media platforms, email lists, and 

relevant forums. Participants will be informed about the purpose of the study and assured of confidentiality. 

 

Hypothesis : 

H₀: There is no significant relationship between the quality of fast delivery services and customer satisfaction 

in e-commerce transactions among residents of Navi Mumbai 

H₁: There is a significant positive relationship between the quality of fast delivery services and customer 

satisfaction in e-commerce transactions among residents of Navi Mumbai. 

H₀: Fast delivery services have no significant impact on e-commerce success rates among residents of Navi 

Mumbai.  

H₁: Fast delivery services significantly contribute to higher e-commerce success rates among residents of 

Navi Mumbai. 
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Data Analysis & Interpretation : 

1 What is your age group?  

 

2 What is your gender? 

 

 

3 How often do you shop online? 
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4 Which factor do you prioritize the most when selecting an e-commerce platform in Navi Mumbai? 

 

5 How important is fast delivery service in influencing your satisfaction when shopping online in Navi 

Mumbai? 

 

6 Do customers who frequently use fast delivery services tend to spend more money on online purchases?
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7 How does the reliability of fast delivery services influence repeat purchases among Navi Mumbai 

residents? 

 

8 How do different age groups perceive the importance of fast delivery in their online shopping experience? 

 

 

9 What is the average rating given by Navi Mumbai residents for the speed and efficiency of fast delivery 

services? 
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10 Do customers perceive a difference in service quality between locally-based fast delivery options and 

those provided by national or international e-commerce platforms? 

 

11 How does the distance between the customer's location and the e-commerce distribution center impact 

the effectiveness of fast delivery services? 

 

12 Do you believe that fast delivery services contribute significantly to the success of e -commerce 

businesses in Navi Mumbai? 
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13 How likely are you to recommend an e-commerce platform to others based on their fast delivery services 

in Navi Mumbai? 

 

14 Have you ever experienced a situation where fast delivery service exceeded your expectations in Navi 

Mumbai? 

 

15 Have you ever abandoned a purchase due to slow delivery times in Navi Mumbai?  
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16 Would you prioritize an e-commerce platform with a subscription-based fast delivery service option in 

Navi Mumbai? 

 

Testing of Hypothesis : 

Hypothesis 1: 

 H₀: There is no significant relationship between the quality of fast delivery services and customer satisfaction 

in e-commerce transactions among residents of Navi Mumbai. 

 H₁: There is a significant positive relationship between the quality of fast delivery services and customer 

satisfaction in e-commerce transactions among residents of Navi Mumbai. 

H₀: Fast delivery services have no significant impact on e-commerce success rates among residents of Navi 

Mumbai. 

H₁: Fast delivery services significantly contribute to higher e-commerce success rates among residents of 

Navi Mumbai. 

Findings: 

The study's empirical results shed light on a number of crucial aspects about how inhabitants of Navi Mumbai 

perceive the impact of quick delivery services on customer satisfaction and e-commerce success. 

 

1 According to the study, customers in Navi Mumbai have a high preference for prompt and dependable 

delivery services. One of the most important factors influencing brand loyalty and purchase decisions is timely 

delivery. 

 

2 Delivery speed and general e-commerce experience satisfaction are positively correlated, according to 

analysis of customer feedback and satisfaction surveys. Prompt order delivery increases the likelihood that 

customers will be satisfied and refer others to the business.  
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3 Fast delivery services are prioritized by e-commerce companies, and this results in increased conversion 

rates, recurring business, and customer lifetime value. Increased sales and market share are a result of same-

day delivery services and expedited shipping choices.  

 

4 E-commerce businesses in Navi Mumbai deal with logistical difficulties such traffic jams, poor 

infrastructure, and inefficient operations despite the demand for quick delivery. Making deliberate 

investments in infrastructure, technology, and workforce training is necessary to address these issue 

 

Suggestions : 

Based on the study's findings, a number of suggestions can be made to improve Navi Mumbai's e-commerce 

operations and boost the efficacy of quick delivery services:  

1To enhance the transportation infrastructure and tackle the issues associated with last-mile delivery, e-

commerce enterprises ought to cooperate with local government agencies and logistics service providers. 

Road networks, distribution hubs, and fulfillment facilities are investments that can expedite processes and 

shorten delivery times. 

2 Adopting tech-driven solutions can increase delivery efficiency, reduce errors, and improve the customer 

experience overall. Examples of these solutions include GPS tracking systems, route planning software, and 

warehouse automation. Innovative technology should be investigated by businesses to streamline their 

logistics procedures.  

3 Offering customers a variety of delivery choices—such as click-and-collect services, same-day delivery, 

and next-day delivery—satisfies a range of tastes and improves convenience. E-commerce platforms ought to 

place a high value on delivery schedule flexibility and transparency.  

4 To manage customer  expectations and foster trust, it is imperative to communicate order status, delivery 

updates, and any delays in a clear and timely manner. Active lines of communication, like email notifications 

and SMS warnings, can reduce dissatisfaction and improve the perception of delivery services' dependability. 

Scope for future study: 

Future studies in this field may take a multifaceted approach to further understand the connection between 

Navi Mumbai's e-commerce performance, consumer satisfaction, and quick delivery services. 

1 Holding focus groups or in-depth interviews with Navi Mumbai locals to acquire qualitative insights into 

their opinions about quick delivery services and their influence on the whole e-commerce experience are a 

few possible research approaches. 

2. Identifying separate client segments with differing demands and preferences regarding delivery speed by 

segmenting the Navi Mumbai consumer market based on demographic data, purchasing behavior, and 

delivery preferences.  
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3. To identify regional variances and best practices, e-commerce platforms operating in Navi Mumbai will 

compare their delivery performance and customer satisfaction levels with those of other metropolitan areas or 

regions with diverse infrastructure landscapes.  

4. Examining how, in the context of Navi Mumbai, cutting-edge technology like drones, driverless cars, and 

predictive analytics might improve last-mile delivery operations and boost delivery speed and dependability. 

5. Examining how government regulations, policies, and infrastructure development programs affect the 

efficacy and efficiency of e-commerce logistics in Navi Mumbai and making recommendations for policy 

changes to encourage the expansion of the e-commerce industry.  

Further research into these areas of interest will enable future studies to add insightful information to the 

corpus of knowledge on e-commerce. 

Limitations : 

Even if the study provided insightful information, there are a few important limitations that should be noted:  

1 The size and representativeness of the sample population may have hampered the study's findings. More 

robust results may be obtained with larger sample sizes and more diversified demographic representation. 

2. The study may not adequately represent the subtleties of the e-commerce dynamics in other places because 

it focuses exclusively on the citizens of Navi Mumbai. A more thorough understanding of the effects of fast 

delivery services might be obtained through comparative studies conducted across several cities or regions.  

3 Reliance on questionnaires, interviews, or secondary data sources could lead to biases or restrictions in the 

gathering and processing of data. Using a variety of data collection techniques and cross-referencing the 

results could improve the study's validity and dependability. 

 

Conclusion : 

The study's result clarifies the role that quick delivery services have in influencing consumer happiness and 

the success of e-commerce in Navi Mumbai. E-commerce companies can benefit from the increasing demand 

for online shopping and obtain a competitive edge in the market by placing a high priority on speed, 

dependability, and innovation in logistics operations. However, providing great client experiences and 

fostering long-term success in the e-commerce industry require tackling logistical issues, utilizing technology, 

and improving communication tactics. 
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