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[bookmark: _heading=h.tejifsielabe]1. Introduction
[bookmark: _heading=h.tm9bgwm6bxjb]1.1 Background and Introduction
E-commerce has evolved at a very high rate and has had a great impact on the retail markets in the world and consumer buying behaviour. Consumers have been able to access products and services conveniently due to digital platforms, which are causing a high level of competition amongst online retailers (Sharma et al., 2023). Firms in the e-commerce business have to continuously innovate and enhance service quality to capture, maintain, and have a long-term competitive advantage. Some of the most notable players in this market are Amazon and Flipkart, two of the largest internet-based marketing sites that own the online shopping market especially in India.
Amazon is a multinational company with a reputable logistics system and sophisticated technological framework, as well as customer-focused business model (Li et al., 2025). Its business model is based on customer obsession, effective delivery networks, and novel unconventional services like Amazon Prime that boost customers loyalty based on its advantages like rapid delivery and entertainment services. Flipkart on the other hand is among the biggest Indian e-commerce sites and has established strong market share due to low prices, localized marketing campaigns as well as a comprehensive market perception of the Indian consumer market (Singh et al., 2023). The takeover of Walmart by Flipkart is also an advantage of the company as it has enhanced its financial and operational capacity.
Although Amazon and Flipkart operate within the same industry, they have diverse business models and strategies of operation in an effort to gain competitive advantage (Ravi et al., 2025). Amazon is a high-tech company that depends on the technological breakthrough, automatization, and the ability to work with logistics on a global scale; Flipkart is a company that dwells more upon localization of services, collaboration with sellers, and price-based policy. Such business model variations affect the quality of service provided to the clients and efficiency of customer retention policies.
This paper will undertake a comparative analysis of Amazon and Flipkart in terms of the quality of their offered services, retention of customers, and business models on which they operate. With the help of the research, the authors are able to determine the major differences in the strategies of these companies and see how well they can retain their customers by analyzing the operation and the customers assessing their services.
[bookmark: _heading=h.wl968m6racln]1.2 Research Aim
This study will aim at analysing and comparing Amazon and Flipkart on the basis of their service quality, customer retention and their business model.
[bookmark: _heading=h.xcqr2jjo5syq]1.3 Research Objectives
· To investigate the notion of service quality in the e-commerce world.
· In order to examine customer retention strategies of Amazon and Flipkart.
· To make the comparison on the business models of Flipkart and Amazon.
· To assess the impact of service quality on customer retention on the two platforms.
· To give suggestions on how better the customer retention can be by using e-commerce businesses.
[bookmark: _heading=h.pyi1rury8yql]1.4 Research Questions
· What is the impact of quality of service on retention of customers in e-commerce sites?
· What are the most important distinctions between the business models of Amazon and Flipkart?
· Which firm has more quality service in the eyes of the customers?
[bookmark: _heading=h.71aaqkkwp33h]

[bookmark: _heading=h.xhlsm7g7u40w]2. Literature Review
The literature review presents major theories and past research concerning the aspects of service quality, customer retention, and e-business model. This part gives a theoretical background of the research and gives gaps in literature.
[bookmark: _heading=h.gdnc9oj95tzn]2.1 Quality of service in E-commerce.
Service quality refers to the extent to which a company is able to achieve or supersede the expectations of the customers. The SERVQUAL model proposed by Parasuraman, Zeithaml and Berry (1988) describes 5 dimensions of service quality including reliability, responsiveness, assurance, empathy and tangibles. This model has been highly customized to an online setting even though it was originally created to support traditional services.
Service quality in the context of e-commerce entails the functionality of the websites, efficiency of order processing, speed of delivery, availability of products as well as customer support. Research has indicated that when the service quality is high the level of customer satisfaction and brand loyalty increases.
The researchers like Zeithaml et al. (2002) point out that electronic service quality, or e-service quality, is especially significant to online retailers. Online, satisfaction of customers depends on such factors as the design of websites, its security, and simplicity of navigation. Taking such platforms, which provide easy transactions and delivery services, customers are likely to stay and use them.
[bookmark: _heading=h.jsj9h3e3ji4i]2.2 Retaining customers in E-commerce.
Customer retention is the capacity of a company to maintain long-term relationships with customers and stimulate the purchase again. Reichheld and Schefter (2000) observe that customer retention is fundamental in bringing profitability since loyal customers have greater lifetime value and low marketing expenses.
Customer retention in the e-commerce sector relies on various factors such as quality of the services, trust, price competitiveness and the general customer experience. The online stores use loyalty programmes, personalised suggestions and expedited delivery services as a way of maintaining clients.
In particular, the Prime membership program offered by Amazon is created to boost customer loyalty rates by granting them such advantages as free shipping and exclusive content. On the same note, Flipkart also has schemes like Flipkart Plus to encourage its loyal customers by providing benefits to them.
[bookmark: _heading=h.7499ptw7r8zi]2.3 Business Models of E-commerce.
Amazon has a business model that is hybrid and involves direct retail business, third party marketplaces business, subscription business, and cloud computing business in the form of Amazon Web Services (AWS) (Galhotra, 2025). Such a diversified model enables Amazon to be able to get revenue through various channels whilst keeping good control over the logistics and customer experience.
Flipkart, on the contrary, is more engaged in marketplace activities where third-party sellers sell products via the platform. Flipkart focuses on local marketing practices, collaboration with Indian companies and competitive prices to target price-sensitive shoppers.
[bookmark: _heading=h.ruthzzmoz3mu]3. Chapter 3: Methodology
[bookmark: _heading=h.3ewtpxqj3xqt]3.1 Research Approach
This research study takes a qualitative research approach, which is all founded on secondary data. The qualitative stance would be suitable because it will allow us to delve into more details of existing knowledge, ideas, and empirical evidence on service quality, customer retention, and e-commerce business models (WK et al., 2025). The research will not be gathering numerical data in the form of surveys; instead, it will be interested in interpreting and critically analysing the literature and reports published in the past. This method enables the researcher to get closer information of how Amazon and Flipkart perform and how their policies affect retention of customers. Moreover, qualitative research contributes to theoretical knowledge and allows one to be flexible in the study of complex business phenomena in the e-commerce sector.
[bookmark: _heading=h.6b3q0m289rbe]3.2 Research Design
The study is based on the comparative research design since its objective is to analyze and compare Amazon and Flipkart in the same industry setting. Such a design allows a comparative analysis of both companies structured, based on the quality of services offered, customer retention policies, and business models (Rajala, 2024). The study offers a better insight as to how each of the organisations attains competitive advantage by comparing and contrasting. The comparative design would be especially effective in the research since it would enable the combination of various secondary data sources and enable cross-case analysis, which will reduce the depth of the analytical and validity of the findings.
[bookmark: _heading=h.tuoaq8w9vnpf]3.3 Data Collection Method
[bookmark: _heading=h.nqmbhnx24oek]3.4 Sampling Strategy
Sampling in terms of secondary research deals with the identification of the right literature and data sources instead of human subjects. This is a qualitative study hence the purposive sampling strategy will be used since the sources will be chosen according to their This study solely uses secondary sources of data; hence, it does not need any primary data collection in the form of surveys or interviews. The sources used to gather the data are very diverse and have high credibility and relevance, among others, scholarly journal articles, books, company publications, and reputable online databases, such as Google Scholar, ResearchGate, and Emerald Insight (Shaheen et al., 2023). Moreover, information published by Amazon and Flipkart websites is also taken to be aware of their business models and strategies of operation. This is because the use of secondary data enables the researcher to gain access to a wide range of proven data and therefore the analysis is highly reliable and comprehensive.
relevance, credibility and any contribution to the research topic (Nyimbili and Nyimbili, 2024). Preference is also accorded to peer-reviewed journal articles, well-established theoretical frameworks, and recent publications to ascertain that the data is not only reliable but also up-to-date. The rigor of the research is achieved through a thorough choice of the sources of high quality, since this way the findings are based on the evidence.
[bookmark: _heading=h.2mcxwet437ry]3.5 Data Analysis Techniques
Thematic analysis and comparative analysis are used in the study to explain the collected secondary data. Key themes including service quality, customer satisfaction, customer retention and business models are identified and organised using thematic analysis (Humble and Mozelius, 2022). These are themes based on the literature, and assist in organising the analysis. As well, comparative analysis has been used to conduct a systemic analysis of differences and similarities between Amazon and Flipkart. Such a dual approach will enable the research to go beyond mere description and formulate critical results of how various strategies affect customer retention in e-commerce.
[bookmark: _heading=h.dsfsu4c9162c]3.6 Ethical Considerations
Despite the past secondary data used in the research, there are also significant ethical norms that the research follows. Any information that is made use of is duly referenced and cited in the Harvard method of referencing to prevent plagiarism (Bhandari, 2026). The research makes sure that any data utilized is collected out of reliable and publicly located sources and the original meaning of the work of authors is not distorted. There is no primary data to be collected, so no problems with informed consent and participant confidentiality are observed. Nonetheless, the issue of academic integrity and transparency will also be central to the entire research process.
[bookmark: _heading=h.3z10vz4hiude]4. Expected Findings
Even though the research will not be completed, some of the results can be predicted with the help of the existing literature and the initial impressions.
First, it is projected that service quality will positively influence customer retention in both Amazon and Flipkart to a great extent. Customers who receive quality delivery, convenient web browsing, and customer services tend to repeat their use of the platform.
Second, Amazon can be characterized by better service quality because of its developed logistics system, effective supply chain management, and good customer experience orientation. These can be used to bring about increased customer satisfaction and loyalty.
Third, Flipkart can be doing well in terms of price competition and localisation of services that can appeal to price-sensitive customers. Although Amazon might be at the forefront in terms of efficiency in its operations, Flipkart can compete with it in terms of providing competitive discounts and on-region based marketing efforts.
[bookmark: _heading=h.u4837n34mxar]5. Limitations
Although this research has the potential contribution, there are several limitations to the research.
First, the research is dependent on the survey responses, which is based on the self-report perceptions. Respondents are in a position to give the opinion subjectively which is not necessarily accurate in terms of actual behaviour.
Second, convenience sampling could be a threat to the generalisability of findings since the sample might not be representative of all online shoppers.
Third, the study is limited to Amazon and Flipkart hence the results might not be generalized to other online retail outlets like eBay or Alibaba.
Fourth, time limit and lack of accessibility to company data might limit the rigor of analysis.
[bookmark: _heading=h.9cm5aocupkzr]6. Timeframe
The study will take place in the course of about four months. The following is the timeline:
	Research Activity
	Time Period

	Topic selection and proposal development
	Week 1–2

	Literature review
	Week 3–6

	Questionnaire design
	Week 7

	Data collection
	Week 8–10

	Data analysis
	Week 11–12

	Writing dissertation
	Week 13–15

	Final editing and submission
	Week 16


[bookmark: _heading=h.cq5uzh85jx79]7. Conclusion
This dissertation proposal presents a research project that will compare Amazon and Flipkart based on the quality of services provided, customer retention, and business models. The paper outlines the significance of the quality of the service in determining the experiences of customers and their loyalty in the e-commerce sector.
The study will examine customer perceptions by using a quantitative survey method and establish the major differences between the two firms. The study will enable the comparison of their strategies and performance and offer meaningful information regarding the way in which the e-commerce platforms can be used to enhance the quality of the services and ensure customer retention.
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