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ABOUT COMPANY
Founded in 2007 by two IIT Delhi graduates, Flipkart.com is today India‟s largest online shopping website. The etymology of the website lies in the fact that the founders, Sachin and Binny Bansal envisioned it to be an online store for books – hence the „flip‟ suggests the flipping of the pages of a book while the „kart‟ is derived from the „shopping cart . It has been cited as a success story in the domain of online retail – a sphere generally dubbed as impossible to succeed in India. Started with an investment of Rs. 4 lakhs by the founders themselves, Flipkart has grown exponentially in the last 5 years. This year they are expected to touch Rs. 2500 cr in annual revenues at a y-o-y growth rate of 400%.
But managing expansion at such break-neck speed is not an easy task. There are several questions raised about Flipkart‟s profitability figures and core competence of „delighting‟ customers. In fact, Flipkart‟s philosophy is so closely tied to ensuring customer delight that profitability often takes a back-seat. It is a strategy that has enabled them to gain lion‟s share of the online retail market – but their operations need to be studied in greater detail to understand if the company really has a sustainable future.
While there have been multiple questions raised about creative accounting techniques and other apparent financial irregularities on Flipkart‟s books, in this report we‟ll concentrate primarily on the operations side of Flipkart‟s business.
Flipkart‟s growth has been the increase in number of SKUs and different categories that they now handle.
Flipkart also recently launched its own range of personal healthcare and home appliances under the brand “citron”. During its initial years, Flipkart focused only on books, and soon as it expanded, it started offering other products like electronic goods, air conditioners, air coolers, stationery supplies and life style products and e-books. Legally, Flipkart is not an Indian company since it is registered in Singapore and majority of its shareholders are foreigners. Because foreign companies are not allowed to do multi-brand e-retailing in India, Flipkart sells goods in India through a company called ws retail. Other third-party sellers or companies can also sell goods through the Flipkart platform. Flipkart now employs more than 15000 people. Flipkart allows payment methods such as cash on delivery, credit or debit card transactions, net banking, e-gift voucher and card swipe on delivery.
 Flipkart is presently one of the largest online retailers in India, present across more than 14 product categories & with a reach in around 150 cities and delivering 5 million shipments per month. The present study is undertaken to understand the market potential and customer’s satisfaction for an e-commerce company’s services with special reference to flipkart in Haringhata RDC. I also found out the various attributes of an e-commerce company and especially for flipkart’s services on the basis of which consumer chooses an e-commerce company for shopping. I also tested the consumer’s demand level towards flipkart by analyzing the number of shipments per day and also the availability of the products at the web portal. Now a days people go for a brand therefore the companies are looking for brand building. From the customer point of view, there are some benefits of using a brand.
The study is conducted to find out the quality product the company is providing, customer’s satisfaction level, availability of products, to find out the various schemes and offers rolled out from time to time and also the processes involved in Inbound and Return centre.

OVERVIEW OF COMPANY STRUCTURE
The entire organizational structure of Flipkart is organized in three broad teams as depicted below.
	PRODUCT AND TECHNOLOGY
	BUSINESS DEVELOPMENT
	OPERATIONS

	· Website mangement
	· Vendor management
	· Procurement
· warehouse

	· Erp system
	· Sales management
	· logistics

	
	· Pricing startegies
	· Customer support



Product and Technology Team
 The product and technology team is the core strength of the company. The team is responsible for the management of the website as well as the ERP system. It has developed a state of art system in-house using open source software. Website is a backbone of any online retail shop and Flipkart‟s website is also managed by this team only. The team manage the entire process right from listing of item to search engine optimization. 
Business Development Team 
Business development team is responsible for all the activities related to sales including vendor management to pricing and discount strategy. 


ACTUAL WORKDONE
To analyze the operations involved in Inbound and Outbound RC
During the initial days of our internship, I was assigned to the Inbound Receiving department.Inbound Receiving is one of the important processes that are being involved in the RDC. First of all, when the truck enters into the campus, security checks at the gate then after the sanity check, products are being unloaded at the dock area. Products are transferred to the receiving stations andreceivers has to receive products by following these steps:
1. First of all, check the consignment number on the box.
2. Then check the LU (Load Unit) number.
3. Next step is to drop LU on the computer system.
4. Now Scan the bar code of the product.
5. The description of the product with image will appear on the screen.
6. Check whether look up is accurately matching with the physical product or not, if not then will have to make it QC (Quality Check) fail by giving the suitable reason.
7. Certain things which are to be checked are barcode number, color, size, Expiry date,
everything which comes under legal check.
8. If it matches with the product then we have to segregate it and count the number of same products available and also make sure we have to qc pass those many products at a time which can be fit in a single Tote.
9. Then we have to print the WID Numbers (Warehouse Identity Numbers) according to the number of products we have.
10. Then print each WID on every single product and put it in a Tote.
11. We have to make sure that the Tote is not overloaded otherwise it’ll cause problem while transferring through conveyer.
12. After putting it in Tote we have to keep it on a pallet with same kind of products.
RC (Return Centre) is exactly opposite of Inbound Receiving but the procedures are almost same. There are two types of shipments in RC Departments: 1.RTO (Return to origin) 2. RVP
(Reverse pickup).
Objective: To analyze customer demand by the shipments
Serviceability defines the logistics capability to move an item from Location A to Location B. In Flipkart, before displaying the items to a customer, we identify the sources in which the item is available and check for serviceability between the source and destination locations. We require various levels of serviceability information on different pages. While providing an SLA (delivery date) to the customer, we identify the sources in which the required item is available, the lanes connecting each source to the customer’s destination, the vendor servicing those lanes, and the applicable policies around them. We choose one option from the list of applicable combinations (fastest, cheapest, etc) to optimize for customer experience. On a broad level, there are multiple ways of moving the item from Location A to Location B which we refer to as Services (different delivery options possible over surface or Air), and each Service is provided by multiple Vendors (Ekart, BlueDart, FedEx, etc.). Each Service provided by a Vendor may have restrictions around it being applicable only to certain categories of items (Books, Mobiles, everything large such as Furniture, treadmill, etc.). There may be other additional restrictions such as the Cash-On-Delivery Limit is Rs. 5000. We refer to these governing restrictions as policies. For every Service, provided by a Vendor on a Lane (Source, Destination combination, for example, Bangalore warehouse Pincode to Mumbai customer Pincode), there is an SLA, Cost, and handover time. The supply chain network expands and we add new capabilities to it, the serviceability gets complex. In addition, there is an increase in the available choices and the number of use cases needing more accurate serviceability. Example use cases are the display of SLA (and possibly filter) on the search page, show 90 mins delivery option on the landing page, etc. While the accuracy levels required for each of these use-cases are different and mostly are inversely proportional to scale, the accuracy level expectations as well the scaling requirements are also continually increasing. This, coupled with organic traffic growth to Flipkart further demands a higher scale on serviceability. We will need to rethink various strategies to represent and compute serviceability, to serve these requirements.



CUSTOMER SUPPORT TEAM
	[image: ]

Flipkart has a strong focus on customer service with customer delight as the top most priority. And to fulfil it the company guarantees a 24/7 full customer support and to cater this facility it has a dedicated customer support team which offers both inbound and outbound support. There are two prime responsibilities of support team: 
 Website Guidance: The team basically provide guidance to new users of the website on how to navigate through it. It also handles order processing functions like order verification calls, payment related queries etc. 
Resolution of Issues: This includes intimation to customer about issues such as any delay in delivery as well as resolution of complaints both pre-purchase and post purchase.


RESPONDENTS OPINION ON FLIPKART CUSTOMER CARE:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	valid strongly agree
	12
	17.1
	17.1
	17.1

	agree
	33
	47.1
	47.1
	64.3

	Neither agree nor disagree
	10
	14.3
	14.3
	78.6

	disagree
	9
	12.9
	12.9
	91.4

	Strongly disagree
	6
	8.6
	8.6
	100.0

	total
	70
	100.0
	100.0
	



Respondents will choose e-commerce sites when they are fully satisfied with their complete services. After purchase also, company have to take responsible for customer’s requirement. Flipkart made its mark in customer’s heart. Respondents (47.1%) of them are happy with the Flipkart customer support. This is actually a better result to Flipkart, because people are positive towards it. Flipkart is performing ok but not good enough. 


LOGISTICS

[image: ]
Logistics is one of the most important facets of any successful ecommerce venture. Flipkartships more than 30000 items a day which makes management of the logistics a cumbersome task for the company. Furthermore, the cost of the delivery is born by the company itself making logistics a financially complex issue also. Hence in order to successfully manage logistics Flipkart uses its in-house logistics (FKL) as well as third party logistics (3PL) services. While more than 90% of the Cash on delivery (COD0 shipments and about 60-70% of the overall shipments are delivered by the FKL the rest of shipments are catered by 3PL service providers. Moreover, if there are more than 100 deliveries for a particular destination the company uses FKL. 
In case of FKL, the shipment is first transported to Mother hub and then to delivery hub and subsequently from delivery hub the last mile delivery is done using suitable mode of transport such as two-wheelers, bicycles, or on foot. The company has tie-ups with more than 15 courier companies like Blue Dart, First Flight etc. to deliver their products and Indian post for areas where courier do not reach. And to manage the 3PL providers efficiently the company allocates time slots to different logistics partners and they can pick up deliveries on specified time slots only. For delivering the items the logistics service among the three is decided based on the area where the item needs to be delivered as well as product type and payment method. 
FKL is presently available in major tier 1 cities including metros only. The company uses India Post only in case if the shipment location is not serviced by any of the 3PL as well as FKL primarily because of the higher delivery time. Moreover, India Post orders are of prepaid nature only. The delivery time varies between 3 days to 3 weeks depending on the location and availability of the product. 
For example imported products take about 3 weeks‟ time to get delivered to the customers whereas if product is available in local warehouse it gets deliver within 3 days. The mode of transportation is also dependent on the location. 
For example, the inter-city, trans-zone deliveries are made using air cargo whereas satellite cities and others in close proximity; products are transported overnight by train or truck.For the local parts of the cities where the warehouses of the company exist products are delivered using two-wheelers, bicycles, or on foot depending upon the proximity of the place.










REVERSE LOGISTICS/RETURN PROCESSING
The returns for Flipkart are 2.6%. If follows a 30 day return policy. This policy which is primarily aimed to build trust with the consumers, has led to many customers duping Flipkart. For example there have been several incidents when a customer buys a book only to read it and then return it within 30 days. Similar incidents have been observed with mobile phones as well. Flipkart, through its data management systems, has tried to identify such frauds. Return of a product to Flipkart can happen if the 3rd party cannot deliver to the address or the customer does not accept the product. Some orders are cancelled while the delivery is being processes by the courier company. Such order is not recalled but delivered to the address and then cancelled. Customers can call the customer support and courier back the product to Flipkart. The delivery cost is borne by Flipkart. When a customer requests return of a product, there are 3 paths this request can take: 
1. Replacement: Flipkart returns the product to the supplier and obtains a replacement that is delivered to the customer. 
2. Store credit: If the customer is not satisfied with the product, he or she is given store credit of the same amount.
3. Actual cash-back: Given out as cash for cash-on-delivery payment or refunded for online payment.
When Flipkart started its operations, they had employed the consignment model of procurement. In this model, the retailer (in this case Flipkart) holds the inventory owned by the supplier, and buys it from the supplier only when it is sold to the end consumer. Since the channel was new and unproven, this was the most risk-free way to operate. 
However, they have now discontinued this now and inventory now is purchased. Procurement of items could be for:
 (a) Inventory: These items are pre-ordered based on previous sales data to stock as inventory. This category includes items with relatively low demand elasticity, fast selling items and items with relatively long shelf life.
 (b) Just in-time: Items procured just-in-time are used to serve immediate outstanding orders. Items with low or unpredictable demand are typically procured on an order-to-order basis. Just-in-time procurement is also used for expensive items or products that have seen slow sales growth.
 As of now, the number of orders served from the inventory is roughly 75%, with 25% orders being served by procuring just-in-time. Procuring just-in-time is comparatively more expensive as the volumes for such orders are low, and the supplier discount offered therefore is considerably lower. However when ordering for inventory, bulk purchase is made and hence a much better price is realised. Therefore the company would ideally like to move to a ratio of 9:1 ratio of orders served through inventory to those procured just-in-time.
 As a caveat however, there is an inherent trade-off between the company‟s long term objective of reducing just-in-time procurement, and its motto of “Consumer Delight”. This is because in order to maximise consumer delight, the company would have to strive to serve all types of consumer orders and provide them with the maximum possible variety of products, which would require just-in-time procurement since many products have limited demand and cannot be stored as inventory. However, operational efficiency demands rationalisation of product line and choosing one‟s customers. 
Sourcing at Flipkart is conducted at two levels:
 (a) Regional: By Regional Procurement Teams
 (b) Centre: By the Central Procurement Team 
Each regional procurement team has a network of local suppliers for made-to-stock as well as on on-demand (Just in-time) procurement. They also have visibility of the stock for different SKUs with these suppliers, as last updated on the procurement team‟s system by these suppliers. From Flipkart‟s perspective:
 Stock out: 
Defined as when the product is unavailable in the inventory (held in warehouses) as well asFlipkart‟s suppliers (as last updated) 
The central procurement team has visibility of all the regional procurement teams‟ views, and therefore can monitor the stock levels for their suppliers all over the country. The central team‟s focus is on bigger suppliers with a country-wide reach.

FLIPKART WAREHOUSE MANAGEMENT SYSTEM
Flipkart has 7 major warehouses spread across the country in Mumbai, Kolkata, Delhi, Noida, Pune, Chennai and Bangalore. They have smaller regional distribution centres at over 500 locations spread across Tier I and high volume Tier II cities. In Flipkart‟s Warehouse Management System (WMS), there are three major segments namely, Inward Processing, Storage Management and Outward Processing. Discussed below are the some of the details regarding each of the sub-processes involved in the WMS[image: ].                                                                              
Flipkart’s warehouse management has 3 major steps:
· Inward Processing
· Storage Management
· Outward Processing





INWARD PROCESS
[image: ]
Physical inwarding: 
This is the area where physical delivery of goods from suppliers to the warehouse is taken. 
Quality Check + Scan: 
As soon as the goods are received, they go through an initial quality check at this stage. After this, they are scanned to make an electronic entry to record the input of goods into the warehouse on the IT systems. This step of quality check is also undertaken at the supplier‟s premises depending on the contract that Flipkart has with them.
 Pre-packing of products:
 At this stage, an initial packing of each of the products is done. This pre-packing varies according to product. For instance, a book-mark and think transparent film packing will be done for a book. Similarly, if there is a freebie attached to a product, then the two products will be packed together.
STORE MANAGEMENT
1. Put-list generation: When the input of all products is done on the IT systems, a system generated list of shelves corresponding to the products is generated to facilitate placement of products on shelves. This is called Put-list generation, which marks the place where the respective items need to be put.
 2. Order pending check: As soon as the system gets the input of the incoming products, system checks if any of the orders for the incoming products are pending or not. If orders are pending, the respective product is sent directly to the Final Packaging Area for Outward Processing.
 3. Physical placement on shelves: Based on the Put-list, the products are placed on the respective shelves. If the marked shelves are not empty, the product is put on an empty shelf, and the respective shelf number is updated on the Put-list.
 4. Closing Put-list: Once the product placement is done, Put-list is updated with the actual placement information and the list is Closed.[image: ]




OUTWARD PROCESSING
1. Pick-list generation: Based on the orders to be delivered for the day, a Pick-list is generated by the IT system. 
2. Pick-up from shelves: The respective products from the Pick-list are picked up from the shelves as per the IT system entries and gathered together to move towards Final Packaging Area. 
3. Final packaging: The picked-up products are packed in Flipkart-branded boxes. At this stage, packaging is done according to the Category of the product, e.g., electronic items are packed differently from stationery.
 4. Placement in respective delivery hubs’ bags: After the final packaging, a product is placed in a specific bag which is dedicated for that destination area delivery hub. These bags are dispatched to their respective delivery hubs on a fixed timing during the day.
Some issues identified at the Warehouse Management level:
 1. All the scans while conducting inward processing for each of the products are done manually. There is some scope of automation at this stage. 
2. Due to packaging litter, there emerge chances of difficulty in mobility within the warehouse. Disposal of packing material may be addressed for better streamlining and ease of mobility. 
3. Currently, there are separate sections for separate categories in the storage area, e.g., in the Bangalore warehouse, a whole floor is dedicated to books, while the other floor is dedicated to other categories. With the increase in the number of SKUs that Flipkart is undertaking for sale, the Warehouse management system‟s complexity will increase and its scalability in the current form might come under question. Hence, pre-emptive efforts may be made to make sure that the systems and processes are scalable based on increasing variety and quantity of SKUs handled.
















ORDER FULFILLMENT
                    [image: ]
Customer orders are fulfilled either via Inventory or JIT procurement depending upon the availability of the products. As soon as the order is placed and approved, there is an inventory check done at the local warehouse. If the item is not found at the local warehouse, then the order goes to the nearest and then other warehouses. The product is then packaged and delivered to the customer. 
2. If the item is not found in the inventory it is forwarded to the Regional Procurement Team (RPT) for JIT procurement from local vendors. If yet not possible, the order goes to the central procurement team (CPT)for the last option of procurement. After procuring from the vendor, the product is packaged and delivered to the customer via the most convenient warehouse. They have an understanding with their vendors for order tracking, reconciliation and MIS (Management Information Systems). 
As and when the item is found, it is packaged then and there and shipped to the customer via either courier, Indian post or its own internal logistics arm depending upon the area where the item need to be delivered. 
The customer is kept updated on the status of his shipment via message, email and/or through website. An item is labeled out of stock only if it is not neither present in the warehouses nor with the vendors. Flipkart, with its focus on customer delight, ensuresan excellent after-sales service to its customers with regard to the delivery and/or addressing grievances related to any faulty or unsatisfactory products. 
The return of such items is done in an effective manner without any disputes. This is possible given the understanding with the vendors. For example, in case of electronics, warranty and after-sales service is largely manufacturers responsibility. Whenever required, Flipkart facilitates a smooth interaction between the customer and manufacturer/service center.
Flipkart has fared very well in terms of the delivery time. It varies between less than 24 hours and 3 weeks depending on the location and availability of the product. On an average the delivery time is 3-4 days with a typical breakup as follows: 
 1 day for order processing 
 2 days for delivery 
 1 day as buffer

SUPPLIER MANAGEMENT
Flipkart has always operated on the philosophy of starting out small and then scaling up as demand grows. It has been the same with selection of suppliers. For a new category, they generally start of by sourcing from local suppliers and distributors. Once there is enough demand generated, they approach the larger wholesalers or manufacturers directly.
This serves two main purposes:
 1. It helps them to get better deals from the bigger manufacturers if they can order in larger quantities frequently enough. 
 2. It avoids the channel conflict dilemma that large suppliers face when they agree to similar terms with a smaller volume online player like Flipkart as compared to an established offline distributor.
 An example of this strategy mentioned by Pawan Raghuveer, Mgr. Flipkart Supply Chain Excellence Division, is that given that Flipkart is now India’s largest online retailer of books and they are larger than many offline stores as well – most of Flipkart’s books are sourced directly from publishers.
Across product categories, Flipkart works with over 500 suppliers including several international suppliers as well. Flipkart‟s steady rate of growth has allowed them to get the best credit lines from their suppliers. They signed their first international supplier deal with Ingram Books in 2008 and they prefer working with them due to high level of predictability

In fact, considering that customer delight is Flipkart’s primary motto, any delay in supply can lead to late deliveries to the end-customer. So Flipkart follows a grading system of its suppliers based on their fill-rate performance. Suppliers are grouped into A, B and C grades based on their past performance. 
There are several other secondary considerations while placing an order with a supplier: 
1. Price considerations – As mentioned before – credit lines and discount terms play an important part in selecting suppliers.
 2. Quality Check contract – Depends on whether QC will be done at supplier’s place and then product will be shipped to Flipkart’s warehouses or if the QC has to be done at Flipkart’s warehouses. 
3. Percentages of Returns Accepted – Higher the percentage of returns accepted by a supplier, the better for Flipkart.








CUSTOMER SUPPORT
Customer Support function for an e-commerce website is one of the most important touch-points for the business in terms of building trust, customer acquisition and maintaining customer loyalty. 
Flipkart‟s Customer Support team consists of call-centre agents who handle in-bound and outbound calls and also a team that handles e-mail queries. The entire team is based out of Bangalore and forms a core part of Flipkart‟s 6,000-strong employee base. Given that Flipkart tries to differentiate itself on superior shopping experience and customer service is an integral part of that – Flipkart prefers to train its own support staff rather than outsourcing the function to a BPO agency. 
At present, a customer calls due to one of the below reasons:
 1. Sales Assistance
 2. General Enquiries
 3. Product/Shipping related enquiry

[image: ]
One of the major reasons for these calls is Indian consumers poor familiarity with online shopping protocols. It is important to note that Flipkart tries to ensure that any order is placed within 6 clicks on the website.
 There is also an outbound call-centre that performs the following tasks:
 1. Pro-actively inform customers about any delay in deliveries.
 2. Pro-actively check the status of refunds or returns. 
3. Inform the user in case any delivery has not been successful due to the customer not being present at his address. 
Despite all the good intentions of Flipkart in providing high-quality customer service, there are several internet blogs that suggest that their service quality has dipped in the last year or so.7 A major reason for this could be the growth in number of customer service executives‟ not keeping pace with the increase in business volume. There could also be a problem of increased complexity in query handling due to increase in number of SKUs and product categories that would demand more rigorous training for the support staff.
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You can use the 5-S model in a wide variety of situations where it's useful to examine how the various parts of your organization work together.
For example, it can help you to improve the performance of your organization, or to determine the best way to implement a proposed strategy.
The framework can be used to examine the likely effects of future changes in the organization, or to align departments and processes during a merger or acquisition. You can also apply  5-S model to elements of a team or a project.


· Improve the performance of a company
· Examine the likely effects of future changes within a company
· Align departments and processes during a merger or acquisition
· Determine how best to implement a proposed strategy
The model is based on the theory that, for an organization to perform well, these seven elements need to be aligned and mutually reinforcing. So, the model can be used to help identify what needs to be realigned to improve performance, or to maintain alignment (and performance) during other types of change.
Whatever the type of change – restructuring, new processes, organizational merger, new systems, change of leadership, and so on – the model can be used to understand how the organizational elements are interrelated, and so ensure that the wider impact of changes made in one area is taken into consideration.
This is basically your action plan, which will detail the areas you want to realign and how would you like to do that. If you find that your firm’s structure and management style are not aligned with company’s values, you should decide how to reorganize the reporting relationships and which top managers should the company let go or how to influence them to change their management style so the company could work more effective




SWOT ANALYSIS
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SWOT analysis of brands helps identify their untapped potential and opportunities. It also explains the “Why” behind their operations and decisions. SWOT analysis lists down the Strengths, Weaknesses, Opportunities & Threats of a company – hence the acronym SWOT.
Again, strengths and weaknesses are internal aspects of a company. Threats and Opportunities are understandably investigated to determine external factors about the industry the company deals in.



Finally, SWOT analysis of Flipkart would begin with a brief overview of Flipkart’s business.
STRENGTH
· High Volume & Range of Products 
  Flipkart has a plethora of quality product options to choose  in every category they sell.
· Exclusive tie-ups with popular brands like Lifestyle, Apple, Motorola, and Xiaomi in the past as well as encouraging in-house brands like Citron, Digiflip & MarQ etc have helped with their large catalogue of products. The online retail industry in India was taking its baby steps  back in 2007-08.
And at that time, Flipkart’s founders (Bansal brothers) who had just worked at Amazon were leading the firm. Their technical expertise in online retail industry eased Flipkart’s growth and prominence.Even after Amazon’s entry, the competition is still cut throat owing to the great foundations laid by them.
· Exceptional Brand Recall 
Flipkart enjoys an extensive degree of brand recall through online branding, social media and its quirky TV advertisements.Be it those kids acting like adults in those TV ads or the frenzy.
Strategic Acquisitions & Partnerships 
Flipkart has consistently been able to establish tie-ups with likes of Myntra, Jabong, Walmart because it wanted to solidify its position.
Having a separate brand pertaining to fashion and one for digital payments (PhonePe) contributes greatly to brand equity.
 Further, Flipkart has entered many strategic partnerships like Ekart, Chakpak , Letsbuy, Walmart etc. This enables Flipkart to bolster their logistics, payment gateways and digital content creation.
und ‘Big Billion Day’.
· Strong Brand Value
· Own logistics arm e-Kart
· Own Online payment gateway solution Payzippy.
· Own Marketplace Model.
· Acquisitions
· Myntra.
· Mime360
· Weread.
· Chakpak.
· Letsbuy.com
WEAKNESS 
Therefore, ‘Big Excessive Advertisement Expenses’
Flipkart spends as much as 30% of its annual revenues on marketing and advertising, much higher than HUL. Now, that’s a steep benchmark!
Flipkart relies on heavy discounts, spending crores to attract and retain customers because it wants higher visibility across mediums.
And, Flipkart reported a loss of Rs 1950 crores in FY2020 even though revenue grew by 32%.
Billion Day’ has become a trademark yearly sale event for online shoppers. But excessive spends on ads is not sustainable in the long run.
· Investor driven organization or lack of independent
· Secretive Political Culture.
· Excessive focus on expanding customer base rather
        than pulling profits.
· Lack of Technological Innovation 
Flipkart distribution channels and outreach are limited and nowhere comparable to its top competitors. 
The supply chain and logistics for the products delivered to users needs massive upliftment.The Just-in-Time inventory philosophy needs to be followed as shipping times and lead times to completing order is too high for Flipkart.
Further, Flipkart has lacked on the R&D aspect of technology - routing users from various mediums to their website exactly what Alexa does for Amazon.



OPPORTUNITIES
· Post-Pandemic Sentiments
Just like COVID has wreaked havoc globally, it also provides great impetus for embracing ‘digital’. As more and more consumers are being aware and switching to online consumption of services.
You might be ordering your daily essentials though these E-commerce websites. It Is a golden opportunity for Flipkart to grab on. They should extend its range of offerings focusing on consumer sentiments and insights.
· Providing logistics services to its competitors.
· Growth in online retail sector in India.
Market Development
Owing to the thrust towards digital economy and retail, Flipkart should indulge in new market development and extend its services.Flipkart has to be move across borders of India and serve customers from neighbouring geographies like South-East Asian countries. Because these countries have a high demand for online retail.Entering into joint ventures with local players, Flipkart can look to diversify its revenue from alternate markets.




Delivery Excellence
Order returns, refunds, cancelations, redressal of delivery issues, and fake product deliveries etc are issues Flipkart should enhance in their ranks.
· Secure and Streamline Payments 
Better online secure payments can instill more confidence in people to shop online. India has one of the highest no of smartphone users in the world.Flipkart can look to streamline payments for their orders through an in-house payment service like AmazonPay to include new product lines.
And Flipkart can also look to ride on the wave of ‘Vocal for Local’ sentiments in India allowing more MSMEs to sell on their platforms.
THREATS
There is no dearth of competitors in the online retail space. Be it international players like Amazon, eBay, and Alibaba or local ones like Shopclues, Snapdeal, and Paytm etc.
Presence of so many rivals selling similar products immensely reduces revenues. Two top firms in Amazon & Flipkart are locked in a battle of burning cash, offering festive sales, and ambitious money infusions from investors. Because they both want to conquer the Indian online retail market and oust the other.



Buyer Power & Switching
The online retail market is saturated with Snapdeal, Paytm, Ebay, Myntra Reliance Digital, and Nyka etc. Customers visibly have lower switching costs; they instantly switch from one online shopping website to another.
The products are mostly the same apart from a few brands. Hence, ‘standing out’ is tough to say the least.
· Stringent Government Regulations
It is hard to sustain losses and keep doing business if the government regulations keep hindering the business. In fact, Flipkart was recently investigated related to violations of competition laws in 2020 by CCI(Competition Commission of India). Indian government also exercises strict control and monitoring of FDI and funds from foreign investors into Indian firms. This led to many legal issues and operational problems for Flipkart(now owned by US-based Walmart).
· From competitors like Amazon, Snapdeal, Infi beam, India  plaza, Homeshop18 etc.







ENVIORMENTAL ANALYSIS
Demographic trends: 
When it comes to online retail industry, for people to shop online, they need to have internet. India is third largest country when it comes to internet usage after U.S and China. Presently, above 200 million people are using internet. Out of this, 110 million people access internet through mobiles.
 In India, 8-10% of online users transact online. So, it means it comes to 20 million people. And also, with smart phones, tablets coming into picture, number of people who are going to use internet is going to be increased. This means, increase in the online retail usage in India.
Socio-cultural Influences:
 Culturally, Indians tend to buy the products in physical stores. They want to touch, feel the product before buying. If the risk associated with product is very high, like in purchase of Television, Laptop, Washing Machine etc., they tend to go to physical store. Indians will mostly influenced by peers, friends while purchasing the products. So, these factors are negatively affecting online retail industry. But slowly, culture of buying is changing. They are going for online purchases but this rate is less when compared to offline purchase. But with 30 day replacement guarantee, if the product is not functioning properly, by E-commerce companies, and with the availability of peer’s or friend’s feedback about products online, they are slowly moving from offline to online purchase.
Political-Legal factors: 
India is pushing for Foreign Direct Investment in Online Retail Industry.
Technological Factors: 
With the advancement of technology at a rapid pace, online retail industry is going to benefit a lot. Several technological devices like smart phones, laptops, tablets etc. are going to help this online retail Industry because with the penetration of these devices, Indian consumers are going to purchase their products online. Even Smart phone market is growing at a very rapid rate in India. Since companies can gather the data about their customers when they are doing business with them, they can use these data to personalize the services by using predictive analytics.











FINDINGS AND RECOMMENDATIONS
Develop some product ranges only for gifting purpose: India has a huge gifting market;
Flipkart can take this opportunity by developing special product ranges only for gifting purpose
with appropriate packaging with different range, different qualities and different events also.
This will be convenient to all the customers as they dont need to roam around the city for
buying gifts for their friends and family members rather, they will find everything related to
gifting items in a single corner of the store.
· Event / Occasion Specific Collections
Occasion specific:
By occasion we mean here products related to any specific occasion e.g. Wedding collection- Every person today wants to make there wedding ceremony to be a very special on the other hand they don&#39;t have enough time to go for shopping every little thing from different stores. So making a special corner specifically for wedding collection would be a great idea e.g. for decoration in theme wedding.Baby shower collection- organizing a big event on baby shower will become very easy for the customers if they will find everything under a single roof. Event specific: e.g. Diwali / Holi Festivals are celebrated with much joy and zeal by lighting up lamps, candles or beautifully decorated lanterns. paper hanging around the house to make the place look vibrant. Thus, home furnishing stores can create a corner for these special lights, candles and all items related to diwali in that part., 


FINDINGS:
			Customers are preferring quality product from e-commerce sites, even it is bit expensive.
  Flipkart is trying very hard to reach the top position but Amazon India is giving very tough competition. 
 Amazon is leading in every aspect of survey such as price, preferred and also suggesting to friends. 
 Undoubtedly Flipkart and Amazon made their impact on customers very strongly and captured loyal customers. And they are ready suggesting their online shopping site to rest of their friends.
  Both Flipkart and Amazon India advertisings were very innovative and attractive. Both companies are expending so much money on advertising and promotions. 
 Every age group people are interested in offers, if they are in need or not they want to purchase. 












CONCLUSION
I have learned a lot of things while doing this survey like consumer psychology, how they behave, what they want, what they need, how they think. While collecting the information about flipkart and also observe the behaviour of delivery boy, how they handle the customers, how they communicate with the customers etc.
Flipkart has a wide category of stuffs some are products and some are the premium products. Mostly customers, know more about core products in comparison to premium products and this may be due to lack of advertising or marketing of the premium range of products. Consumer have very good expierence with flipkart 48% respondents were highly satisfied, 23% were satisfied which sound very good result. It was found from the price and quality of the products offered by flipkart is not the best online shopping website as it suffers at various other points in the survey. Most of the respondents have rated it as just above and average the research always reflects the truth.
No doubt flipkart has very good quality product and availability at the web portal. Many consumers feels delightful with the flipkart services and is satisfied with flipkart after sales service.
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