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Abstract : Indian organized retail sector is growing at a faster pace and gaining popularity. Indian Brand Equity Foundation
(IBEF) reveals that the current market size of Indian retail industry is about US$ 520 billion with for growth rate 14 to 15
percent annually by 2018 the Indian retail sector is likely to grow at a CAGR of 13% to reach a size of US$ 950 billion.
Developments in Information Technology have enabled online Retail  sector that empowers customers to order products,
conduct transactions without the need to interact physically with the retailers. In recent years, the online shopping industry
has gained popularity to the point where certain categories of customers would consider buying electronic products online
rather than visiting the stores. Conventionally the physical location of a store is seen as a source of competitive advantage.
Online Retailing service sites provide virtual shopping space to the customers. Online Retail services are gaining momentum in
India, with internet penetration improving in the country and smartphones becoming affordable along with changing lifestyles
and preferences of customers. Although online shoppers prefer the convenience and choice available in online shopping,
certain issues raised due to the occurrence of service failure. The proposed study attempts to measure the service recovery and
failure process of electronic goods in Indian retail channels.
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