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ABSTRACT

Quick commerce (Q-commerce) depends on repeated and time-sensitive user interactions, making
continuance intention central to platform sustainability. This study examines the determinants of
continuance intention in the Indian Q-commerce context through service experience, confirmation,
customer satisfaction, and platform trust. Service experience is conceptualised through app design,
fulfilment, security, and service support. Drawing on Expectation Confirmation Theory,
Commitment-Trust Theory, and Temporal Utility Theory, the study investigates how service
experience and platform trust influence confirmation, satisfaction, and continuance intention. Data
were collected from 649 active Q-commerce users in India and analysed using PLS-SEM and
Impottance-Performance Map Analysis (IPMA). The findings show that service experience
significantly influences confirmation, satisfaction, and platform trust, while satisfaction is the
strongest predictor of continuance intention. Platform trust also contributes to continuance mntention,
although its effect is comparatively smaller, IPMA identifies service experience as the construct with
the highest strategic importance for managerial intervention. The study extends post-adoption
research within the Q-commerce context and offers implications for improving user retention

through service-related improvements.
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