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Introduction: 

 

Change management (CM) is a collective term for all approaches to prepare, support, and help 

individuals, teams, and organizations in making organizational change. It includes methods that redirect 

or redefine the use of resources, business process, budget allocations, or other modes of operation that 

significantly change a company or organization. 

Organizational change management (OCM) considers the full organization and what needs to change, 

while change management may be used solely to refer to how people and teams are affected by such 

organizational transition. It deals with many different disciplines, from behavioral and social sciences 

to information technology and business solutions. 

As change management becomes more necessary in the business cycle of organizations, it is beginning 

to be taught as its own academic discipline at universities.[2] There are a growing number of universities 

with research units dedicated to the study of organizational change. One common type of organizational 

change may be aimed at reducing outgoing costs while maintaining financial performance, in an attempt 

to secure future profit margins. 

In a project-management context, the term “change management” may be used as an alternative to 
change control processes wherein formal or informal changes to a project are formally introduced and 

approved. 

Drivers of change may include the ongoing evolution of technology, internal reviews of processes, crisis 

response, customer demand changes, competitive pressure, modifications in legislation, acquisitions 

and mergers, and organizational restructuring 

 

Objectives of the study: 

 

 To understand the concepts of change management 

 To know the difficult models of change management 

 Ensuring the changes are made safely and efficiently 

 Minimising disruptions to the organisation during changes  

 Making sure that the goals of the changes are met 

 Ensuring that all stakeholders are kept informed and involved throughout the process 

 Identifying and mitigating any risks associated with the changes  

 

 

 

 

 

 

Methodology:  

For the purpose of study we referred published articles and google 
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Definition of Change Management: 

 

Change Management is a structured approach to transitioning individuals, teams, and 

organizations from a current state to a desired future state. It involves the application of 

processes, tools, and techniques to manage the human side of change effectively. The ultimate 

goal is not just to implement new strategies, technologies, or processes, but to ensure that the 

people impacted by these changes embrace and integrate them seamlessly into their daily work. 

 

The Need for Change Management: 

Change management is crucial for several reasons: 

1.Minimizing Resistance: People naturally resist change, whether it’s due to fear of the 
unknown or a sense of loss. Change management helps identify potential sources of resistance 

and addresses them proactively, thereby minimizing disruptions and increasing the likelihood 

of successful implementation. 

2.Effective Communication: Change management involves clear and consistent 

communication to all stakeholders about why the change is happening, what it entails, and how 

it will affect them. This helps manage expectations, reduce confusion, and build trust. 

3.Risk Mitigation: Change, especially significant organizational changes, can introduce various 

risks, such as operational disruptions, decreased productivity, or negative impacts on morale. 

Change management assesses these risks and develops strategies to mitigate them, ensuring a 

smoother transition. 

4.Maintaining Continuity: Even as changes occur, organizations need to maintain essential 

functions and processes. Change management helps ensure that critical operations continue 

smoothly during the transition period, minimizing disruptions to day-to-day activities. 

5.Optimizing Benefits Realization: Change initiatives often aim to achieve specific benefits, 

such as increased efficiency, improved customer satisfaction, or enhanced competitiveness. 

Effective change management helps organizations stay focused on these objectives and ensures 

that the desired benefits are realized. 

Overall, change management provides a structured approach to navigating transitions, helping 

organizations adapt to new circumstances while minimizing negative impacts and maximizing 

positive outcomes. 

 

Models of Change Management: 
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Several models guide the Change Management process. One widely recognized model is the 

Kotter's Eight-Step Change Model. This model outlines a series of steps that organizations can 

follow to effectively navigate change: 

1. Create a Sense of Urgency: Communicate the need for change and establish why it is crucial. 

2. Build a Guiding Coalition: Form a team of influential leaders to champion the change. 

3. Form a Strategic Vision and Initiatives: Develop a clear vision for the future and define the 

steps needed to achieve it. 

4. Enlist a Volunteer Army: Encourage employees at all levels to support and participate in the 

change. 

5. Enable Action by Removing Barriers: Identify and eliminate obstacles that hinder change. 

6. Generate Short-Term Wins: Celebrate early successes to build momentum. 

7. Sustain Acceleration: Reinforce the change by embedding it into the organizational culture. 

8. Institute Change: Ensure the change becomes the new norm and is reflected in all aspects of 

the organization. 
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These steps provide a structured framework for managing change, emphasizing the importance 

of both strategic planning and ongoing reinforcement. 

 

Advantages of change management  

Change is an inevitable force that permeates every facet of life, and in the realm of 

organizations, its impact can be profound. As the business landscape becomes increasingly 

dynamic, the ability to adapt and thrive amidst change has become a defining factor for success. 

Enter Change Management—a structured approach designed to facilitate and guide 

organizations through the complexities of transformation. In this essay, we explore the myriad 

advantages of Change Management, ranging from increased employee engagement to 

enhanced organizational resilience. 

1. Employee Engagement and Buy-In: 

One of the primary advantages of Change Management is its ability to foster high levels of 

employee engagement and buy-in. Change, especially when significant, can be met with 

resistance, skepticism, and fear. Change Management strategies, such as involving employees 

in decision-making, providing clear communication, and offering opportunities for feedback, 

create a sense of ownership and inclusion. When employees understand the rationale behind 

the change and feel that their voices are heard, they are more likely to embrace the new 

initiatives with enthusiasm and commitment. 

2. Reduced Resistance and Increased Adaptability: 

Resistance to change is a common human reaction rooted in a fear of the unknown. Change 

Management addresses this resistance by systematically identifying potential sources of 

pushback and developing strategies to mitigate them. By acknowledging and proactively 

managing resistance, organizations can minimize disruptions and create an environment where 

adaptability becomes a cultural norm. This increased adaptability is invaluable in a rapidly 

evolving business landscape, allowing organizations to navigate unforeseen challenges with 

agility. 

3. Strategic Alignment and Goal Achievement: 

Change Management ensures that organizational changes are aligned with strategic objectives. 

Before embarking on any change initiative, a thorough assessment is conducted to understand 

how the proposed changes contribute to overarching business goals. This alignment ensures 

that change efforts are purposeful and directly support the organization's vision. By keeping 

change initiatives connected to strategic objectives, organizations enhance their chances of 

achieving long-term success and competitiveness in the market. 

4. Improved Communication and Transparency 

Effective communication is a cornerstone of successful Change Management. Communication 

strategies are designed to be clear, timely, and transparent, ensuring that employees are well-

informed about the reasons for change, the expected impact, and the steps involved. This not 

only reduces uncertainty but also builds trust among employees. When individuals understand 

the context and rationale behind the changes, they are more likely to feel a sense of shared 

purpose, fostering a positive and collaborative organizational culture. 
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5. Enhanced Organizational Resilience: 

Change Management contributes to building organizational resilience—the ability to bounce 

back from setbacks and adapt to changing circumstances. Resilient organizations view change 

not as a threat but as an opportunity for growth and improvement. By embedding Change 

Management practices into the organizational culture, companies develop the capacity to 

navigate disruptions, learn from challenges, and emerge stronger. This resilience becomes a 

strategic advantage in a world where uncertainty and complexity are constants. 

6. Optimal Resource Utilization: 

Change initiatives often require significant resources, including time, finances, and personnel. 

Without proper management, these resources can be squandered, leading to project delays or 

even failure. Change Management ensures that resources are allocated efficiently by providing 

a structured framework for planning, execution, and monitoring. This results in optimal 

resource utilization, preventing unnecessary expenditures and maximizing the return on 

investment for change initiatives. 

7. Accelerated Implementation and Time-to-Value: 

In a rapidly evolving business environment, the speed at which organizations implement 

changes can be a crucial factor in maintaining competitiveness. Change Management 

methodologies, such as agile approaches, emphasize iterative and incremental progress. By 

breaking down larger changes into manageable phases and focusing on quick wins, 

organizations can accelerate the implementation process. This not only reduces time-to-value 

but also allows organizations to adapt swiftly to emerging market trends. 

8. Talent Development and Skill Enhancement: 

Change Management involves not only changing processes or systems but also developing the 

skills and capabilities of employees. Training and development programs are integral 

components of Change Management initiatives, ensuring that individuals have the knowledge 

and skills required to excel in the new environment. This investment in talent development not 

only supports the success of the current change but also builds a more versatile and adaptable 

workforce for future challenges. 

9. Stakeholder Satisfaction and Customer Impact: 

Change Management extends beyond the internal workings of an organization; it also 

influences external stakeholders, including customers and partners. When changes are 

implemented smoothly and with minimal disruptions, customer satisfaction is maintained. 

Additionally, customer impact is considered during the planning phase, ensuring that changes 

do not negatively affect the customer experience. Satisfied stakeholders are more likely to 

remain loyal and may even become advocates for the organization. 
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10. Continuous Improvement Culture: 

Change Management contributes to the establishment of a continuous improvement culture 

within organizations. Rather than viewing change as a one-time event, organizations that 

embrace Change Management see it as an ongoing process. This mindset encourages a 

proactive approach to identifying opportunities for improvement, responding to feedback, and 

staying ahead of industry trends. The result is a culture that values innovation and is poised for 

sustained success. 

11. Measurement and Evaluation for Continuous Learning: 

Change Management emphasizes the importance of measurement and evaluation throughout 

the change process. Key performance indicators (KPIs) are established to assess the 

effectiveness of change initiatives. By systematically collecting and analysing data, 

organizations gain insights into what worked well and what areas need refinement. This 

commitment to measurement fosters a culture of continuous learning and improvement, 

ensuring that each change initiative contributes to organizational growth and resilience. 

12. Compliance and Risk Mitigation: 

In industries with strict regulatory requirements, Change Management plays a crucial role in 

ensuring compliance. By implementing changes in a controlled and documented manner, 

organizations mitigate the risk of non-compliance, which could lead to legal repercussions or 

reputational damage. Change Management frameworks often include risk assessment and 

mitigation strategies, further enhancing an organization's ability to navigate challenges while 

adhering to regulatory standards. 

 Disadvantages of Change Management 

Change, though inevitable, is a formidable force that organizations grapple with as they seek 

to evolve and adapt in a dynamic business environment. Change Management, a discipline 

designed to guide organizations through the complexities of transformation, is not without its 

challenges and disadvantages. In this essay, we delve into the multifaceted aspects of Change 

Management that can pose difficulties, ranging from resistance to unintended consequences, 

while acknowledging that addressing these drawbacks is integral to successful change 

implementation. 

1. Resistance and Organizational Inertia 

One of the most prevalent and perhaps inherent disadvantages of Change Management is 

resistance. Organizations are complex ecosystems where individuals, teams, and even entire 

departments may resist change due to fear, uncertainty, or a perceived threat to the status quo. 

This resistance can manifest in various forms, from subtle pushback to overt opposition. 

Additionally, organizational inertia—the tendency to maintain existing processes and 

structures—can hinder change efforts, making it challenging to overcome deeply ingrained 

habits and routines. 

Addressing resistance requires a nuanced understanding of its sources. Whether it stems from 

a lack of communication, fear of job loss, or concerns about the unknown, effective Change 

Management must involve strategies that engage individuals at every level, fostering a sense 

of inclusion and mitigating the natural inclination to resist unfamiliar changes. 
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2. Cultural Clash and Integration Challenges: 

Organizational culture, comprising shared values, beliefs, and behaviors, plays a pivotal role 

in shaping how individuals within an organization perceive and respond to change. When the 

proposed changes clash with the existing culture, it can lead to significant challenges. 

Attempting to implement changes that are incongruent with the prevailing culture may result 

in resistance, skepticism, and an overall lack of cohesion. 

Integration challenges also arise when organizations undergo mergers, acquisitions, or strategic 

partnerships. The amalgamation of disparate cultures, processes, and systems can be a complex 

and delicate task. Change initiatives in these contexts often encounter resistance as employees 

grapple with shifts in their accustomed work environments and norms. 

Overcoming cultural clash and integration challenges necessitates a thoughtful approach. 

Conducting cultural assessments, involving employees in the change process, and fostering 

open communication are crucial steps to aligning changes with the existing culture and 

facilitating a smoother integration process. 

3. Communication Breakdowns: 

Effective communication is the lifeblood of successful Change Management. However, 

communication breakdowns are a common disadvantage that can impede the success of change 

initiatives. Whether it's inadequate communication channels, inconsistent messaging, or a lack 

of transparency, miscommunication can breed confusion, rumour’s, and anxiety among 
employees. 

Furthermore, the complexity of some change initiatives may lead to challenges in articulating 

the intended message clearly. The gap between the vision held by leadership and the 

understanding of employees can widen if communication strategies are not carefully planned 

and executed. 

Mitigating communication breakdowns requires a comprehensive communication plan that 

considers the diverse needs and perspectives of the workforce. This plan should encompass 

multiple channels, reinforce key messages consistently, and provide avenues for feedback and 

clarification. 

 

4. Unintended Consequences: 

Change Management initiatives, while well-intentioned, can sometimes result in unintended 

consequences. These consequences may manifest in various forms, such as decreased 

productivity, employee dissatisfaction, or disruptions to existing workflows. For instance, the 

implementation of new technologies might lead to a temporary decline in efficiency as 

employees acclimate to the new systems. 

Anticipating and addressing unintended consequences requires thorough risk assessment 

during the planning phase of Change Management. Organizations must consider potential 

ripple effects and have contingency plans in place to mitigate any negative impacts. 

Additionally, ongoing monitoring and feedback mechanisms allow for the identification of 

unintended consequences in real-time, enabling swift corrective actions. 
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5. Resource Intensiveness: 

Implementing Change Management initiatives can be resource-intensive in terms of time, 

finances, and personnel. The planning, execution, and evaluation phases of change efforts 

require significant investments, and organizations may find themselves allocating substantial 

resources to navigate the complexities of transformation. 

Resource intensiveness can lead to project delays, budget overruns, and, in some cases, fatigue 

among employees tasked with managing or undergoing change. Balancing the need for 

thorough Change Management with the available resources is a delicate act that requires careful 

planning and prioritization. 

Striking the right balance involves conducting a realistic assessment of the organization's 

capacity and resources. This includes considering the availability of skilled Change 

Management professionals, budget constraints, and the potential impact on day-to-day 

operations. Adopting agile methodologies that emphasize flexibility and adaptability can also 

help organizations optimize resource utilization. 

6. Overemphasis on Structure and Formal Processes: 

While structure and formal processes are essential components of effective Change 

Management, an overemphasis on these elements can become a disadvantage. Organizations 

may fall into the trap of rigidly following predefined models or frameworks without adequately 

considering the unique dynamics of their own cultures and contexts. 

Overly structured approaches can stifle creativity and flexibility, hindering the ability to 

respond nimbly to unexpected challenges. It may also lead to a disconnect between the 

prescribed change process and the evolving needs of the organization. 

To mitigate this disadvantage, organizations should view Change Management frameworks as 

guides rather than rigid rules. Customization based on the specific organizational context, 

ongoing feedback loops, and a willingness to adapt the approach as needed contribute to a more 

agile and responsive Change Management strategy. 

7. Employee Burnout and Change Fatigue: 

The cumulative impact of successive change initiatives can lead to employee burnout and 

change fatigue. When organizations undergo frequent and overlapping changes, employees 

may experience exhaustion, stress, and a sense of being perpetually in flux. This can result in 

decreased morale, lower productivity, and increased turnover rates. 

Mitigating employee burnout and change fatigue requires a strategic and empathetic approach. 

Organizations should carefully sequence and prioritize change initiatives, allowing sufficient 

time for employees to adapt and recover between changes. Providing resources for employee 

well-being, such as stress management programs and mental health support, is also crucial in 

maintaining a healthy and resilient workforce. 
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8. Lack of Leadership Alignment: 

Leadership alignment is a critical factor for the success of Change Management initiatives. 

When key leaders within an organization are not aligned in their vision for change or fail to 

communicate a unified message, it can lead to confusion and conflicting priorities among 

employees. 

Inconsistencies in leadership messaging and actions erode trust and create ambiguity, making 

it difficult for employees to rally behind the proposed changes. This lack of alignment can 

ultimately undermine the effectiveness of Change Management efforts. 

Ensuring leadership alignment involves fostering open communication among leaders, clearly 

defining roles and responsibilities, and addressing any disagreements or misalignments early 

in the change process. Leaders must exemplify a unified front, consistently reinforcing the 

vision and goals of the change initiative. 

9. Short-Term Focus at the Expense of Long-Term Sustainability: 

In the pursuit of quick wins and immediate results, organizations may succumb to a short-term 

focus that neglects the long-term sustainability of change initiatives. Prioritizing short-term 

gains over enduring transformation can lead to incomplete implementation, superficial 

changes, and a failure to embed new practices into the organizational culture. 

To overcome this disadvantage, organizations should strike a balance between achieving short-

term successes and laying the foundation for sustained change. A focus on building a change-

capable culture, investing in ongoing learning and development, and reinforcing the long-term 

benefits of change helps organizations move beyond quick fixes and achieve lasting 

transformation. 

 

Change Management in Action: A Real-Life Example 

Change is an inherent part of organizational life, and successful change management is crucial 

for navigating the complexities that come with it. In this essay, we will explore a real-life 

example of change management—Adobe's transition from a traditional software sales model 

to a subscription-based model. This transformation not only revolutionized Adobe's business 

model but also offers valuable insights into the challenges and strategies involved in change 

management. 

 

Background: 

Adobe, a global leader in software solutions, faced a significant shift in the software industry 

during the early 2010s. Traditionally, Adobe sold its software, including popular products like 

Photoshop and Illustrator, through perpetual licenses. However, changing market dynamics, 

increased competition, and the rise of cloud-based services prompted Adobe to rethink its 

business model. 

In 2013, Adobe made a bold decision to transition from selling perpetual licenses to adopting 

a subscription-based model, known as Adobe Creative Cloud. This marked a profound shift in 



14 

 

how customers accessed and paid for Adobe's software. The change aimed to provide 

customers with more flexible and affordable access to Adobe's suite of creative tools while 

enabling Adobe to innovate and release updates more rapidly. 

 

Challenges Faced: 

The shift from perpetual licenses to a subscription-based model presented several challenges 

for Adobe: 

1. Customer Resistance: Many existing customers were accustomed to the traditional model of 

purchasing software licenses outright. The idea of paying a recurring subscription fee was met 

with resistance, particularly from those who preferred owning their software outright. 

2. Revenue Model Transformation: Adobe had to navigate the financial implications of moving 

from a model where revenue was generated through one-time software purchases to a 

subscription-based, recurring revenue model. This transition required careful planning to 

ensure financial stability during the changeover. 

3. Communication and Perception: Communicating the benefits of the subscription model and 

addressing concerns about cost, access, and ongoing value was crucial. Adobe needed to 

manage customer perceptions effectively to avoid backlash and reassure its user base. 

4. Employee Adaptation: Internally, employees had to adapt to a new way of working. The 

shift to a subscription-based model impacted various departments, from sales and marketing to 

customer support. Employee buy-in and understanding were essential for the successful 

execution of the change. 

 

Change Management Strategies: 

Adobe implemented a range of change management strategies to navigate these challenges and 

ensure a smooth transition: 

1. Clear Communication: Adobe recognized the importance of transparent and consistent 

communication. The company engaged in extensive communication campaigns to inform 

customers about the benefits of the subscription model, emphasizing continuous updates, 

access to the full suite of Adobe tools, and the flexibility to choose specific products. 

 

2. Customer Education and Support:  To address customer resistance, Adobe invested in 

educational resources and support channels. Tutorials, webinars, and FAQs were provided to 

help users understand the advantages of the Creative Cloud subscription, and customer support 

teams were trained to assist with the transition. 

3. Phased Implementation: Adobe adopted a phased approach to the transition. Existing 

customers were given the option to continue with their perpetual licenses or migrate to the 

subscription model. This phased implementation allowed Adobe to address concerns and 

feedback iteratively. 
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4. Internal Training and Communication: Internally, Adobe conducted training sessions for 

employees to understand the new business model thoroughly. Sales and marketing teams were 

equipped with the knowledge and tools to communicate the benefits effectively, and customer 

support teams were prepared to handle inquiries related to the transition. 

5. Incentives for Early Adoption: To encourage customer migration to the subscription model, 

Adobe offered incentives such as discounted subscription rates for early adopters. This strategy 

not only motivated customers to embrace the change but also contributed to a faster and more 

widespread adoption of the new model. 

6. Continuous Innovation: Adobe's commitment to continuous innovation was a key element 

of its change strategy. By emphasizing the advantages of a subscription model, which allowed 

for more frequent updates and feature releases, Adobe aimed to create a perception of ongoing 

value for customers. 

 

Outcomes and Lessons Learned: 

Adobe's change management efforts resulted in a successful transition to the subscription-

based model. The Creative Cloud subscription became widely adopted, contributing to Adobe's 

financial stability and reinforcing its position as a leader in the software industry. The example 

offers several lessons for organizations undergoing significant change: 

1. Customer-Centric Approach: 

   Putting the customer at the center of the change strategy was instrumental in Adobe's success. 

By addressing customer concerns, providing education, and offering incentives, Adobe ensured 

a positive customer experience throughout the transition. 

2. Clear Communication is Key: 

   Transparent and clear communication is crucial during times of change. Adobe's 

communication strategy, explaining the benefits of the new model and addressing customer 

queries, played a pivotal role in managing perceptions and building trust. 

3. Flexibility and Phased Implementation: 

   The phased implementation approach allowed Adobe to adapt its strategy based on customer 

feedback and evolving market dynamics. This flexibility is essential in managing the 

unpredictability that often accompanies significant organizational change. 

 

4. Employee Engagement and Training: 

   Internally, employee buy-in was critical. Adequate training and communication ensured that 

employees understood the rationale behind the change and were equipped to support customers 

effectively. 

5. Innovation as a Driver: 
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   Emphasizing the continuous innovation made possible by the subscription model was a 

persuasive argument for customers. This highlights the importance of showcasing the long-

term value and advantages of the new approach. 

6. Balancing Short-Term and Long-Term Goals: 

   Adobe balanced short-term incentives to encourage early adoption with a long-term vision 

for sustained success. Striking this balance is crucial in managing the immediate impact of 

change while building a foundation for ongoing growth. 

 

Conclusion: 

                Effective change management is essential for organisational success in today’s 
dynamic environment. By carefully planning, communicating, and executing changes, 

organisation can minimise resistance, foster employee buy-in, and achieve desired outcomes. 

Through a structured approach, including assessing the need for change, engaging stakeholder, 

and providing support throughout the transition, businesses can adapt to market shifts, 

technological advancements, and competitive pressures. Ultimately, embracing change as a 

constant and integrating it into the organisational culture enables agility, innovation, and 

sustained growth. In summary, proactive change management ensures resilience and 

competitiveness, driving long-term success in a rapidly evolving world. 
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Chapter-1 

Introduction 

E Commerce in full electronic commerce, maintaining relationships and conducting business 

transactions that include selling information, services, and goods by means 

of computer telecommunications networks 

E-commerce has deeply affected everyday life and how business and governments operate. Commerce 

is conducted in electronic marketplaces (or marketspaces) and in the supply chains working on the 

Internet-Web. Consumer-oriented marketplaces include large e-malls (such as Amazon), consumer-

to-consumer auction platforms (eBay, for example), multichannel retailers (such as L.L. Bean), and 

many millions of e-retailers 

E-commerce is India’s fastest growing and most exciting channel for commercial transactions.  The 

Indian e-commerce market is expected to grow to US$200 billion by 2026 from US$ 48.5billion as of 

2018.  This growth has been triggered by increasing internet and smartphone penetration. 

 

The ongoing digital transformation in the country is expected to increase India’s total internet user 

base to 829 million by 2021 from 560.01 million as of September 2018.  India’s internet economy is 

expected to double from US$125 billion as of April 2017 to US$ 250 billion by 2020, majorly backed 

by ecommerce. India’s E-commerce revenue is expected to jump from US$ 39 billion in 2017 to US$ 

120 billion in 2020, growing at an annual rate of 51 per cent, the highest in the world. It was founded 

in October 2007 and its headquarters are in Bengaluru. It was founded by Sachin Bansal and Binny 

Bansal. This online venture was initially started as an online bookstore and as the popularity of the 

company grew, it expanded and diversified its operations. 

It started selling other items such as music, movies, and mobile phones. As the revolution of e-

commerce gained momentum in India, Flipkart grew at an accelerated pace and added several new 

product lines in its portfolio. 

As of now, the company offers 80 million+ products spread across more than 80 categories such as 

mobile phones & accessories, computers and accessories, laptops, books and e-books, home 

https://www.britannica.com/technology/computer
https://www.britannica.com/technology/telecommunications-network
https://www.britannica.com/topic/Amazoncom
https://www.britannica.com/topic/auction
https://www.britannica.com/topic/eBay


appliances, electronic goods, clothes and accessories, sports and fitness, baby care, games and toys, 

jewelry, footwear, and the list goes on. 

 

OBJECTIVES 

 analysis its unique and innovative approach to business.  

 The business model of the company is indeed one of its kind in the Internet market segment 

and this study analyses the market.  

 Its different strategies for different products for different sellers during different time periods. 

 effectiveness of marketing techniques followed by the online shopping mart. 

 To analyse SWOTs of Flipkart 

 Understand the Structure of company. 

 

 

 

 

 

 

 

 

                                                               

 

 

 

 

                                                                 

 



                                                           CHAPTER -2 

History of Flipkart: - 

Flipkart was originally started as an online book store in October 2007. To start Flipkart, the founders 

Sachin Bansal and Binny Bansal left their jobs at Amazon and took a huge risk to start a venture of 

their own. When the founders thought of starting Flipkart as a company themarket at that time was not 

so much vibrant and was not adapted to the e-Commerce sector that much. This means e-commerce in 

India was mostly non-existent at that time and there was no certainty about its future. Still, the Bansal 

decided to take this risk and now it has turned out to be a huge success. 

One of the major problems that Flipkart tackled during its initial years was online payments because 

at that time, people in India were averse to make online payments to a virtual store, due to fear of 

frauds and loss of money. 

To deal with this issue, Flipkart launched its ‘Cash on Delivery’ service, which helped to build 

confidence among online buyers. It also made significant efforts to improve the supply chain system, 

which helped the company to ensure timely delivery to its customers. 

Achievements of Flipkart: - 

Sachin Bansal was awarded Entrepreneur of the Year, 2012–2013 from The Economic Times, a 

leading Indian economic daily newspaper. 

In September 2015, the two founders entered Forbes' India Rich List, debuting in the 86th position 

with a net worth of $1.3 billion each. 

In April 2016, Sachin and Binny Bansal were named to Time magazine's annual list of The 100 Most 

Influential People in the World 

The company created a record by selling 1 lakh books in a single day in 2013. Flipkart crossed the 100 

million marks in registered customers in 2016. 

Flipkart achieved the Young Turk of the Year Award at CNBC TV 18’s “India Business Leader 

Awards 2012”. 



Funding: - Flipkart has received funds worth more than $ 4.5 billion, with the biggest funding in July 

2014 worth $ 1 billion and in April 2017 worth $ 1.4 billion. 

List of top investors in Flipkart includes Naspers, Stead view Capital, Tiger Global Management, DST 

Global, Accel Partners, Dragoneer Investment Group, Baillie Gifford, GIC, Greenoaks Capital, 

ICONIQ Capital, 

Microsoft, Morgan Stanley, Qatar Investment Authority, and Sofian.On 19 September 2018, Flipkart 

Marketplace Singapore infused ฀3,463 crore into Flipkart Internet. The transaction was done in two 

tranches, according to regulatory filings 

VISION: -Flipkart’s current vision is ‘To become Amazon of India’ 

MISSION: - their mission is to provide their customer a memorable online shopping experience 

 Flipkart assured to set the quality and speed benchmark for online shopping. Flipkart unveils an 

inclusive customer- focused program that benefits everyone who shops on Flipkart assured enables 

customer to enjoy a higher standard of shopping and faster, hassle-free shipping.  

Customers targeted by Flipkart Business Model 

 

1. Urban Buyers 

2. Internet Users 

3. Discount Seekers 

4. Customers looking for Ease of Shopping 

5. Buyers inclined towards specific products House brands 

Nature of business. 

Flipkart is an Indian e-commerce company 

 

 



ORGANISATION STRUCTURE: 

 Flexible organisation structure. 

 Rate of change is because of dynamic nature of company. 

 Change in technology also become one of the reasons of rapid change. 

Categorised product: - 

Wide range of product categories: - 

 Electronic goods  

 Apparels 

 Home and kitchen appliances 

 Men’s and women’s accessories 

 Computer peripherals 

 Books and media 

 Sports store 

 Baby and kid’s section 

 

 



Flipkart Video 

Flipkart launched an in-app streaming service called Flipkart Video in August 2019, so as to compete 

with industry rivals like Amazon who were also offering premium video options. The initial line up of 

content was curated from the service providers like Viu, Voot and TVF. 

OWNERSHIP PATTERN: - 

 

 WALMART                81 % 

 TIGER GLOBSAL    4.77% 

 BINNY BANSAL       4.20% 

 QIA                              1.45% 

 ACCEL                        1.28% 

 OTHERS                     0.48% 

 MICROSOFT             1.41% 

 TENCENT                  5.37% 

 

Future growth and prospects: - 

They estimated to grow to about $60 billion by 2025, but according to the latest estimate, it is expected 

to grow to around $100 billion. Indian CEO of Flipkart Krishnamurthy said that India has 14 billion 

people out of which 34% are millennials. By 2030, there is an estimate that this young population of 

SHARES
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millennials and Gen Z will be 75% of the total population. About 700 million Indians are Digital today 

and the ‘Digital Indian’ vision of the Government of India has played a key role in this. 

Flipkart estimated a growth of around 50-60% on 2021. This comes at a time when online commerce 

adoption is increasing, with the pandemic nudging consumer across the country to try online shopping.  

Flipkart is planning to consolidate its offices in Bangalore and set up a 1.5 million square feet campus 

that will have the capacity to house 12000 people. Flipkart acquired Myntra at $330 million which was 

the biggest merger and acquisition deal in India’s E- commerce history. flipkart has raised around 

$1billion from the current investors including DST global, Accel partner as well as new investors to 

join flipkart. 

                                                               

 

 

 

 

 

 

 

 

 

 

 

 

 



                                                      CHAPTER - 3 

 Workflow Model: - 

Flipkart follows a clear business- to-consumer model as a B2C MODEL. With over 80 categories, 

Flipkart has sellers for all items, ranging from groceries, toiletries, clothes, books, shoes, 

furniture, electronics, etc. 

 

 

STRUCTURE OF FLIPKART 

 



McKinsey 7s model in Flipkart 

  

Skills 

Structure 

Strategy 

System 

Staff 

Style 

Shared values 



There are top five shareholders of the Flipkart, the list is as follows: 

 Tiger Global-Holds 29.5% Stake 

 Accel partners-Holds 11.5% Stake 

 Binny Bansal-Holds 8.7% Stake 

 Sachin Bansal-Holds 8.7% Stake 

 Intervision Services Holdings-Holds 18.4% Stake 

  Others-Holds 23.2% Stake 

 

SOFT Ss' 

 SHARED VALUE 

 STYLE 

  SKILLS 

Shared Values: Its called upendinate poah" when the model was first developed, these are the 

cure values of the company that are evidenced in the corporate date and the general work ethic 

 

Customer Obsession 

 Ownership 

 Impact 

 Housty 

 Selflessness 

 Communication 

 Innovation 

The mission and values of the organization, we can infer that they are in sync with each other. For 

example, its mission statement reads out that "It wants to provide customers with online memorable 

experience and one of its values is customer obsession. So, until and unless you are concerned 

about your customers or obsessed with your customers, you can't provide delightful experience. 

 

 



STYLE 

 Flipkart is in a very strong leadership position with over 60% market share of the 

m-commerce market, 50 million customers and dear leadership in smartphones and 

fashion. 

 To build world-class customer experience, expand our supply chain infrastructure 

to reach all parts of India, drive innovations in mobile commerce and bring in 

disruptive technologies. 

 To spread the benefits of e-commerce across the length and breadth f India. 

STAFF 

 Flipkart have 30,000 employees 

 Flipkart have main strength is there staffs. 

 They have diverse staffs and well skilled staffs.  

 Staffs are very much oriented towards the company Vision and Mission. 

 Delivery Boy's are very motivated and goal Oriented 

 Customer support team are more customer service oriented.  

 Staffs are very much capable to build the system for handling the large scale of 

products and customers. 

 

SKILLS 

 The actual skills and competencies of the employees working for the company. 

 Flipkart have skilled staff who have made the platform to handle large customers. 

 Flipkart is a brand trusted by millions across India backed by a robust seller ecosystem 

and world-class technology. 

 Method used the verification team to find the genuine and fake seller. 

 High end technology and marketing strategy to understand the customer requirement 

and delivering to them. 

 Using Data of the customer behavior to provide the fast and good service to the 

customer. 

 Marketing and promoting the products and services by the understanding of the market 

trend 



                                                                  CHAPTER -4 

 SWOT analysis of Flipkart 

SWOT stands for Strengths, Weaknesses, Opportunities, and Threats, and so a SWOT Analysis is a 

technique for assessing these four aspects of your business. You can use SWOT Analysis to make the 

most of what you’ve got, to your organization’s best advantage. And you can reduce the chances of 

failure, by understanding what you’re lacking, and eliminating hazards that would otherwise catch you 

unawares. The overall evaluation of the company’s strength, weakness, opportunities and threat is 

called SWOT Analysis. 

 

Strengths in the SWOT analysis of Flipkart 

1. India’s Largest E-commerce Retailer: Flipkart is the India’s largest E-commerce 

company & had sold GMV (gross merchandising value) of $1 billion till now. 

2. Experienced founders: The Founders of Flipkart, Sachin & Binny Bansal are Ex-

Amazon employees. Having prior experience in the E-commerce industry helped the 

founders to work strategically and differentiate their business in a highly 

competitive market. 

3. Acquisition: With its series of acquisitions like Lets buy, chakpak.com, weread.com, 

Mine360 & the recent one Myntra in 2014 has helped the company to expand in the E-

commerce space & used the capabilities and existing resources of acquired companies. 

4. High Brand recall: Flipkart has established itself as a renowned E-commerce company 

in India through TV ads, online branding and through its presence on social media. 

https://www.marketing91.com/e-commerce-segmentation/
https://www.marketing91.com/marketing-strategy-of-amazon/
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https://www.marketing91.com/market/
https://www.marketing91.com/what-is-a-brand/
https://www.marketing91.com/online-branding-tips-for-beginners/


Brand activities like the “Big billion day” have really increased the brand recall of the 

company. 

5. Own Payment gateway & Logistic arm: Having its own Logistics arm E-kart & 

payment gateway Pay zippy has helped the company to control its Expenses. Thereby 

passing the benefits to the end customers. 

6. Exclusive & broad range of products: From having Exclusive rights to launch some 

products like Moto G, Moto X, Xiaomi Mi3 as well as personal designer’s segments in 

garments category, has helped the company to differentiate and localize its offerings 

Weakness in the swot analysis of flipkart 

1. Limited Distribution channel reach: Although its logistics arm has kept cost’s low, 

the reach has been affected which is a weakness for Flipkart. Due to use of outsourcing, 

Global giants like Amazon & eBay can deliver the product anywhere in the country. 

However, Flipkart is still struggling in this field. 

2. Cost of Acquisition: Due to stiff competition in the market & low customer retention, 

the cost of Acquisition is high because Flipkart acquires a lot of customers through 

online advertising. As per Flipkart data, the company spends R.s 400/- on acquiring a 

new customer on an average. 

3. Power in the hand of buyers: Since this industry is flooded with many players, buyers 

have a lot of options to choose. Switching costs are also less for customers since they 

can easily switch a service from one online retail company to another. Same products 

will be displayed in several online retail websites. Product differentiation is almost 

absent and the fight then begins on the basis of price only. 

 

Opportunities in the SWOT analysis of Flipkart  

1. Expansion of business: By targeting other emerging markets company can increase their 

revenues as well as it can have Economies of scale. 

2. Expanding their Product categories: This will increase their customer base & at the same 

time will reduce the cost of acquisition and customer switch. 

3. Changing mentality of Indian customers: With increasing numbers of customers getting 

comfortable with online shopping & increase in numbers of Internet users in India, there is 

huge potential in this Industry. 

https://www.marketing91.com/brand-recall/
https://www.marketing91.com/types-of-products/
https://www.marketing91.com/distribution-definition/
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4. Supply chain: By optimizing their supply chain they can compete with the other players & 

can manage the loosing sales on account of not making the product available due to delivery 

constraints. 

5. Establishing in other developing economies: Like Amazon, Flipkart can slowly start 

expanding out of India and establish operations in other countries as well which will help 

improve revenues. 

 

 

 

Threats in the SWOT analysis of Flipkart 

1. Competition: Stiff competition from the global players like Amazon, eBay as well as local 

player like Snap deal, Tolexo and Shop clues who are continuously trying to eat each 

other’s market share. 

2. Government regulations on the issues related to FDI in multi branding retail has been a big 

hurdle in the success of the E-commerce industry in India. 

3. High Sellers Commission: Seller’s commission is very high. If a company offers fewer sellers 

commission, then sellers may switch to those e-commerce Platforms 

4. Government Control over distribution in restricted areas can also be a major Threat. 

 

Financial statement analysis 

Income statement 

The income statement indicates a company's financial performance measured over a reporting period. 

Performance is assessed by summarizing how the business incurs its revenues, expenses and net profit 

or loss incurred over the period. It's also called the P&L statement. 

 

 

Financial 

Year 

FY 2017 FY 2018 FY 2019 FY 2020 FY2021 

https://www.marketing91.com/managing-supply-demand/
https://www.marketing91.com/operational-decisions/
https://www.marketing91.com/market-share-definition/
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Total Revenue 485,144 499,909 514,405 523,964 559,151 

EBITDA 32115 317332 32635 32455 38100 

PBIT 2.23 75.53 -24.22 26.22  

PBT 10.93 3.28 2.75 8.52  

Net Income 13643 9862 6670 14881 13510 

EPS 4.38 3.28 2.26 5.19 4.75 

 

 

 

 

 

 

 

Formula Current ratio= 𝐜𝐮𝐫𝐫𝐞𝐧𝐭 𝐚𝐬𝐬𝐞𝐭𝐬𝐜𝐮𝐫𝐫𝐞𝐧𝐭 𝐥𝐢𝐚𝐛𝐢𝐥𝐢𝐭𝐢𝐞𝐬 
The table and graph show that the current ratio of 5 years (2016-20).it used to measure that the liquidity 

position of the company. In the year 2016 the ratio has been increased. 

Asset turnover ratio: 

The asset turnover ratio measures the value of a company's sales or revenues relative to the value of 

its asset. The higher the asset turnover ratio, the more efficient a company is at generating revenue 

from its assets. 

 

Asset turnover 2.2155 2.3457 2.4464 2.4437 2.4157 



 

 

Formula:- 

                        Asset turnover ratio= 𝒏𝒆𝒕 𝒔𝒂𝒍𝒆𝒔 𝐚𝐯𝐞𝐫𝐚𝐠𝐞 𝐭𝐨𝐭𝐚𝐥 𝐬𝐚𝐥𝐞𝐬 
The graph and table show the 5-year asset turnover ratio of the company .in this 2018 

is more efficient 

 

 

 

 

 

 

 

 

 

 

 

 

 

2.1

2.15

2.2

2.25

2.3

2.35

2.4

2.45

2.5

1 2 3 4 5

Asset turnover



Conclusion 

 

 Flipkart is one of India’s leading e-commerce marketplaces. Flipkart has 100 million registered users 

and more than a million sellers on its electronic commerce platform. To ensure prompt delivery to its 

customers, the company has invested in setting up warehouses in 21 states. This online platform 

attracts ten million page hits every day and around eight million shipments are processed every month. 

Flipkart has also introduced its mobile application, which has become quite popular, with 50 million+ 

app users. Flipkart is a billion-dollar company and its valuation in 2016 was INR 15,129 crore (US$2.3 

billion). It is also fulfilling its social responsibility by providing huge scale employments (employs 

more than 33,000 people). Flipkart assured to set the quality and speed benchmark for online shopping. 

Flipkart unveils an inclusive customer- focused program that benefits everyone who shops on Flipkart 

assured enables customer to enjoy a higher standard of shopping and faster, hassle-free shipping 
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Introduction 

 

Digital marketing is the component of marketing that uses the Internet and online-

based digital technologies such as desktop computers, mobile phones, and other 

digital media and platforms to promote products and services. Its development 

during the 1990s and 2000s changed the way brands and businesses use technology 

for marketing. 

                       digital platforms became increasingly incorporated into marketing 

plans and everyday life, and as people increasingly used digital devices instead of 

visiting physical shops, digital marketing campaigns have become prevalent, 

employing combinations of search engine optimization (SEO), search engine 

marketing (SEM), content marketing, influencer marketing, content automation, 

campaign marketing, data-driven marketing, e-commerce marketing, social media 

marketing, social media optimization, e-mail direct marketing, display advertising, 

e-books, and optical disks and games have become commonplace.  

                                                Digital marketing extends to non-Internet channels 

that provide digital media, such as television, mobile phones (SMS and MMS), 

callbacks, and on-hold mobile ringtones.The extension to non-Internet channels 

differentiates digital marketing from online marketing. 
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 History of Digital Marketing: 
The term Digital Marketing was first used in the 1990s. The digital age took off with 

the coming of the internet and the development of the Web 1.0 platform. The Web 

1.0 platform allowed users to find the information they wanted but did not allow 

them to share this information over the web. Up until then, marketers worldwide 

were still unsure of the digital platform. They were not sure if their strategies would 

work since the internet had not yet seen widespread deployment. 

In 1993, the first clickable banner went live, after which HotWired purchased a few 

banner ads for their advertising. This marked the beginning of the transition to the 

digital era of marketing. Because of this gradual shift, the year 1994 saw new 

technologies enter the digital marketplace. The very same year, Yahoo was launched. 

Also known as "Jerry's Guide to the World Wide Web" after its founder Jerry Yang, 

Yahoo received close to 1 million hits within the first year. This prompted wholesale 

changes in the digital marketing space, with companies optimizing their websites to 

pull in higher search engine rankings. 1996 saw the launch of a couple of more 

search engines and tools like Hot Bot, Look Smart, and Alexa. 

1998 saw the birth of Google. Microsoft launched the MSN search engine and Yahoo 

brought to the market Yahoo web search. Two years later, the internet bubble burst 

and all the smaller search engines were either left behind or wiped out leaving more 

space for the giants in the business. The digital marketing world saw its first steep 

surge in 2006 when search engine traffic was reported to have grown to about 6.4 

billion in a single month. Not one to get left behind, Microsoft put MSN on the 

backburner and launched Live Search to compete with Google and Yahoo.                                                                                                                  
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Meaning: 

Digital marketing is all about using the internet and digital technologies to promote 

products or services. It's like having a virtual billboard that reaches people all over 

the world!  

With digital marketing, businesses can connect with their target audience in creative 

and effective ways. They can use social media platforms like Facebook, Instagram, 

and Twitter to engage with customers and build brand loyalty.  

Search engine optimization (SEO) is another important aspect of digital marketing. 

It helps businesses improve their website's visibility on search engines like Google, 

so that when people search for specific keywords, their website appears at the top of 

the search results.  

Email marketing is also a popular digital marketing strategy. Companies can send 

personalized emails to their customers, keeping them informed about new products, 

promotions, or upcoming events.  

Digital marketing is constantly evolving, and there are always new trends and 

strategies to explore. Some upcoming trends include influencer marketing, video 

marketing, and voice search optimization. It's an exciting and dynamic field that 

offers endless opportunities for businesses to connect with their audience and 

achieve their marketing goals.  
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Methodology: 

Production of knowledge in the field of business and marketing research is growing 

at the tremendous speed. Developing the knowledge through collective  

evidences has become necessary for generating new knowledge and understanding. 

Therefore, literature reviews as the methodology becomes relevant  

in this area of research. Although, some of the scholars have identified that 

traditional approach of literature review lacked rigour and thoroughness .  

However, implementing literature review methodology is highly significant in 

business and marketing research, as they are particularly necessary for  

identifying the major evidences, new development in the industry and identifying 

the new theoretical developments . Therefore, this research conducted  

a comprehensive review of literature and collected evidences from the literature 

published  

eligibility criterion for the study selection was implemented. 
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The function of trends in digital marketing:                     
1. Stay ahead of the competition: 

                                        Following trends allows businesses to stay up to date with 
the latest marketing strategies and techniques, giving them a competitive edge. 

2. Reach a wider audience:  

                                        Trends like influencer marketing and video marketing can 
help businesses reach a larger and more diverse audience through the power of social 
media and online platforms. 

3. Enhance customer engagement: 

                                           Personalized content and chatbots enable businesses to 
provide tailored experiences and instant support, leading to increased customer 
engagement and satisfaction. 

4. Drive brand awareness:  

                                          Everaging trends like social media stories and AR can 
help businesses create unique and memorable experiences that generate buzz and 
increase brand visibility. 

5. Improve marketing ROI:  

                                        Data-driven marketing allows businesses to make informed 
decisions based on analytics, optimizing their marketing efforts and maximizing 
return on investment. 

 

Overall, embracing digital marketing trends enables businesses to adapt to the 
evolving digital landscape and effectively connect with their audience, ultimately 
driving growth and success. 

                                                                                                                                                                                                       

 



6 

 

 Types of trends in digital marketing: 

1. Influencer marketing:  

                   Collaborating with social media influencers to promote products 
or services. 

2. Video marketing: 

                    Creating engaging video content to capture audience attention. 

3. Personalized content: 

                          Tailoring content to meet the specific needs and preferences of 
individual users. 

4. Chatbots:  

                                Using AI-powered chatbots to provide instant customer support 
and assistance. 

5. Voice search optimization: 

                   Optimizing content to be easily found and accessed through voice 
search. 

6. Social media stories: 

                                 Utilizing the "stories" feature on platforms like Instagram and 
Snapchat for short-term, interactive content. 

7. Augmented reality (AR):            

                           Incorporating AR technology to enhance user experiences and 
interactions. 

8. Data-driven marketing:  

                   Leveraging data and analytics to make informed marketing decisions. 

 

These trends are constantly evolving, but they can help businesses stay relevant and 
connect with their target audience in the digital landscape. 
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Examples of Successful digital marketing: 

1. Old Spice:  
                 The "The Man Your Man Could Smell Like" campaign featuring 
humorous and viral videos helped reposition Old Spice as a brand for a 
younger audience, resulting in increased sales and brand recognition. 

2. Nike:  
         The "Just Do It" campaign, which focuses on inspiring athletes and 
individuals to push their limits, has been highly successful in creating an 
emotional connection with consumers and solidifying Nike's position as a 
leading sports brand. 

3. Coca-Cola:  
             The "Share a Coke" campaign personalized Coke bottles with popular 
names and encouraged people to share their Coca-Cola experiences on social 
media. This campaign generated a huge buzz and significantly increased 
Coca-Cola's social media engagement. 

4. Dove:  
             The "Real Beauty" campaign challenged traditional beauty standards 
and promoted body positivity. By featuring real women in their 
advertisements, Dove successfully connected with their audience and sparked 
important conversations about self-esteem and beauty. 

5. Airbnb: 
               With their "Belong Anywhere" campaign, Airbnb focused on 
showcasing unique and diverse accommodations around the world, 
emphasizing the idea of experiencing local cultures. This campaign helped 
establish Airbnb as a trusted platform for travelers looking for authentic 
experiences. 

These are just a few examples, but there are countless other successful digital 

marketing campaigns that have made a lasting impact. Each campaign had a unique 

approach and resonated with their target audience, resulting in increased brand 

awareness, engagement, and ultimately, business success. 

  



8 

 

Some upcoming digital marketing trends : 

1. Voice search optimization: 
                                   As voice assistants like Siri and Alexa become more 
popular, optimizing content for voice search queries will become essential for 
businesses to stay visible in search engine results. 

2. User-generated content:  
                                  Consumers trust content created by their peers. 
Encouraging user-generated content, such as reviews, testimonials, and social 
media posts, can help build trust and authenticity around a brand. 

3. Personalization and hyper-targeting:  
                                 Tailoring marketing messages and experiences to 
individual consumers based on their preferences, behaviors, and 
demographics will continue to be a key trend in digital marketing. 

4. Video marketing:  
                                Video content is increasingly popular and engaging. 
Businesses that incorporate video marketing, including live streaming and 
interactive videos, can capture attention and connect with their audience in a 
more immersive way. 

5. Augmented Reality (AR) and virtual Reality (VR): 

                                      AR and VR technologies are becoming more accessible, 
allowing businesses to create interactive and immersive experiences for their 
customers, such as virtual try-ons or virtual tours. 

6. Influencer marketing:  
                                 Collaborating with influencers who have a strong online 
presence and a dedicated following can help businesses reach their target 
audience in a more authentic and relatable way. 

 

Remember, these are just a few trends, and the digital marketing landscape is always 

evolving. It's important to stay adaptable and continuously explore new 

opportunities to connect with your audience in meaningful ways. 
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Businesses can measure the success of their digital 
marketing: 

1. Website traffic: 
                   Monitoring the number of visitors to your website can indicate the 
effectiveness of your digital marketing efforts in driving awareness and 
generating interest. 

2. Conversion rate:  
                    Tracking the percentage of website visitors who take a desired 
action, such as making a purchase, filling out a form, or subscribing to a 
newsletter, can help measure the campaign's impact on driving conversions. 

3. Engagement metrics:  

                            Analyzing metrics like social media likes, shares, comments, 
and click-through rates can provide insights into how well your content resonates 
with your audience and encourages interaction. 

4. Cost per acquisition (CPA): 
                        Calculating the cost of acquiring a customer or lead through 
your digital marketing efforts can help determine the campaign's cost-
effectiveness. 

5. Return on investment (ROI):  
                        Evaluating the overall return on investment by comparing the 
revenue generated or cost savings achieved through the campaign against the 
cost of running the campaign. 

6. Customer feedback and surveys:  
                         Collecting feedback from customers through surveys or online 
reviews can provide valuable insights into their satisfaction levels and the 
impact of your digital marketing efforts on their perception of your brand. 

Remember, the specific metrics to track will depend on your campaign goals and 

objectives. It's important to set clear objectives, establish benchmarks, and regularly 

analyze and adjust your strategies based on the data you collect. 



10 

 

Conclusion: 

The principal conclusions of this study indicate that digital marketing 

industry has significantly penetrated in the Indian market and likely to 

grow at very  

fast pace in future. One of the significant aspects of this research is that it 

significantly contributes towards understanding how marketing managers 

view  

themselves towards the use of digital marketing strategies. This research 

also provides the scope for the future research that can focus on 

conducting the  

empirical study for recognizing bosses' perceptions, CEOs and other 

management in understanding the future significance of digital marketing 

and if  

technology will allow this growing trend and would not result in causing 

technology fatigue, which may affect business activities and revenue 

generation.  

The study's findings suggest that empirical research should be undertaken 

in order to better understand and support the digital marketing industry's  

ongoing expansion in India. This research should also take into account 

marketing experts' opinions 
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