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Abstract: The quick growth of online shopping has completely changed the retail industry by giving consumers accessibility,
variety, and convenience. However, the effectiveness of e-commerce platforms’ logistics operations is crucial to their success.
This study looks into how logistical challenges affect online shoppers® experiences. It focuses on important problems like delayed
or damaged product deliveries, poor tracking and communication, difficult return and refund processes, and high shipping
expenses. Customer satisfaction, trust, and loyalty to online platforms are all directly impacted by these challenges. The study
employs a methodical approach, gathering secondary data from reliable online sources, books, and journals in addition to
primary data via questionnaires sent to online consumers.
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L. INTRODUTION

The rapid growth of e-commerce has transformed the global retail industry and altered how customers purchase goods and services.
Online shopping has grown significantly in popularity in recent years due to its convenience, variety, and capacity to transcend
geographical boundaries. Customers can now order products from anywhere in the world and have them delivered straight to their
homes with just a few clicks. Even though digital platforms and user-friendly websites have simplified the purchasing process,
logistics—the processes that ensure that goods are efficiently stored, transported, and delivered to the customer—remain the
cornerstone of online shopping.

In e-commerce, logistics is a key component that determines the entire consumer experience, not just a support role. With demands
for quick delivery, reasonably priced shipping, precise order fulfillment, real-time tracking, and easy return procedures, customers'
expectations are continuously growing in the digital era. Customers are more likely to trust and remain loyal to an online business
when these expectations are fulfilled. However, logistical problems like delayed deliveries, damaged goods in transit, missing
orders, difficult return policies, or a lack of tracking information can lead to serious discontent. Many clients decide to transfer to
competitors who can offer more dependable logistical services since these bad experiences outweigh the advantages of online
buying.

1. OBJECTIVES
* To become familiar with the common logistical problems that customers encounter when they shop online.
* To investigate how client satisfaction is affected by delivery delays.
* To offer fundamental recommendations for improving logistics to raise client satisfaction.

1. MAJOR LOGISTICS CHALLENGES FACED BY CUSTOMERS

Despite the explosive growth of e-commerce, consumers still face a number of logistical issues that undermine their online
purchasing experience. Delivery delay is among the most common problems that face internet customers. Consumers often expect to
receive goods within the allotted time, failure to which delays caused by poor route planning, repeatedly getting stuck in traffic
jams, bad weather, or inefficiencies in the delivery process will make consumers disgruntled (ibid). Frequent delays erode consumer
confidence, and they deter them from making other transactions using the same platform. Broken, flawed, or wrong products are
another obstacle customers face. The products may also get to customers’ premises in a poor state owing to poor packing, rough
handling during transit, as well as errors during order processing. Customer satisfaction is further affected by such encounters as it
causes irritation and a need to have refunds or replacements.
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V. IMPACT OF LOGISTICS CHALLENGES ON CUSTOMER EXPIRENCE

The online purchasing experience of customers is directly and significantly impacted by logistics issues. Customers' overall
impression of an e-commerce platform is heavily influenced by logistics performance because they do not physically connect with
the seller. Customer dissatisfaction is caused by problems including delayed deliveries, broken goods, inaccurate items, and delayed
communication, all of which have a negative impact on the customer's assessment of the service.

One of the biggest logistical issues affecting customer satisfaction is delivery delays. Consumers frequently schedule their purchases
according to anticipated delivery dates; when these expectations are not met, it causes annoyance and irritation. Customers may
switch to rival platforms that provide more dependable delivery services as a result of frequent delays, which erode trust. Similar to
this, customers must initiate return or replacement procedures when they receive defective or inaccurate products, which increases
their work and lowers their level of pleasure.

V. MAJOR PROBLEMS FACED BY THE CUSTOMERS
Online shoppers encounter a number of serious logistical issues that have a big impact on their whole purchasing experience. One of
the most frequent problems is delivery delays, which result in inconvenience and discontent when goods are not delivered within the
allotted period. Delivery of damaged, faulty, or inaccurate goods as a result of inadequate packaging, careless handling, or mistakes
in order processing is another significant issue. Additionally, customers encounter challenges because of inaccurate order
monitoring and inadequate communication, which breeds doubt and diminishes confidence in the online platform. Customer
satisfaction is further impacted by complicated return and refund policies since they deter customers from making repeat purchases.
Problems faced are:
o Delivery Delay
e Damaged or Incorrect Product Delivery
e Lack of Proper Order Tracking and Communication
e Complicated Return and Refund Process
e High Shipping Charges and Hidden Logistics Cost

VI. DATA ANALYSIS
1) Obijective 1: To Learn About The Typical Logistical Issues That Consumers Have When They Shop Online.

RESPONSE PERCENTAGE
Delayed Delivery 27.8%
High delivery charges 37%
Wrong/Damaged Product Delivery 13%
Poor Packaging 7.4%
Return/Replacement Delays 14.8%

@ Delayed delivery

@ High delivery charges
Wrong/damaged product delivery

@ Poor packaging

@ Return/replacement delays
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Interpretation: The biggest logistics challenge faced by respondents is high delivery charges (37%), followed by delayed
delivery (27.8%), indicating that cost and timeliness are the primary concerns in online shopping logistics.

2) Objective 2: To Research The Impact Of Delivery Delays On Client Satisfaction.

RESPONSE PERCENTAGE
Yes 51.9%
No 27.8%
Maybe 20.4%

® Yes
® No
@ Maybe

Interpretation: The chart shows that a majority of respondents (51.9%) have experienced delivery delays while shopping
online, whereas 27.8% have not faced such issues and 20.4% are uncertain, indicating that delivery delays are a common

concern among online shoppers

Objective 3: To Make Basic Suggestions For Enhancing Logistics In Order To Increase Customer Satisfaction.

3)
RESPONSE PERCENTAGE
Yes 48.1%
No 29.6%
Maybe 22.2%

® Yes

@® No
@ Maybe
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« Interpretation: Nearly half of the respondents (48.1%) would recommend an online shopping platform based solely on delivery
and logistics experience, while a considerable proportion (51.8%) are either unwilling or uncertain, indicating that logistics
performance strongly influences customer advocacy but is not universally decisive.

VII. FINDINGS
1) Customers' most significant logistics issue is excessive shipping charges (37%), indicating that cost is a major concern when
shopping online.
2) Delayed delivery (27.8%) is the second most common concern, demonstrating that timeliness is critical to customer happiness.
3) A significant proportion of respondents reported return or replacement delays (14.8%) and incorrect/damaged product delivery
(13%), which impacted their post-purchase experience.

VIII.  SOLUTION
A. Reduce delivery charges
To reduce consumer delivery costs, e-commerce enterprises should implement cost-optimization measures such as bulk shipping
agreements, regional warehouses, and improved route planning.

B. Improve Delivery Time Accuracy
Companies can improve their demand forecasting and inventory management systems to ensure timely dispatch and realistic
delivery obligations.

C. Improve quality control and packaging
Improved packaging standards and warehouse verification procedures can help decrease incorrect or damaged product delivery.

IX. CONCLUSION
The study clearly indicates the importance of logistics in defining the customer experience while shopping online. Among the
several logistics problems, the most prominent concerns were high delivery costs and delayed deliveries. These criteria have a direct
impact on consumer happiness, trust, and the likelihood of recommending a platform to others.
The findings show that delivery performance is more than just an operational function; it is also an important indicator of customer
loyalty. Customers want prompt service, upfront pricing, and a simple return process. When these expectations are not realized,
dissatisfaction.
Cost transparency, accurate delivery timeframes, better packaging, and enhanced communication methods are critical for improving
the whole purchasing experience.
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