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ABSTRACT

Evolving ecommerce economies continue to affect where consumers purchase daily necessities from.
The rise of chain-stores and digital platforms make it challenging for local stores to survive because
they haven’t optimized convenience and value like competing marketplaces. Kiranas or Indian mom-
and-pop stores have been selling items, especially groceries, that cater to basic needs of customers,
and in doing so, have established a personal and meaningful interaction with the customer. Kiranas are
situated in residential locality, and customers visit these shops frequently. This interaction occurs
through retailing, the last level in the entire supply chain, which ends in buying the product for
consumption. The thesis looks at Kiranas as crucial entities of the retail ecosystem, and focuses on
customer attachment as a differentiator of such stores. It develops a scale to measure customer
attachment. It discusses how customers develop a bond with a local store, and identifies factors like
the atmosphere of the store and the staff that influence purchase intent. In this way, it looks at some
sub-dimensions of customer attachment. Along with attachment, there is another factor that influences
buying behaviour, which is availability. The thesis also assesses this factor, especially in terms of the
presence of specialty products. These factors may have an impact at different levels across sub-
segments; hence a multi-group moderation analysis helps in assessing gender, town class, frequency
of visits to the store and income. The social connection and customer attachment are focal points in
the thesis since they can become differentiators in a saturated market.

The creation of a 3C-3A framework with functional and emotional drivers was initiated to provide
insights to shop owners. The four drivers are convenience, availability, attachment, and affordability.
The thesis makes suggestions to improve the growth of Kirana stores and recommends becoming
connected by sharing information, and collective by teaming up with others for scaling and bargaining
power. The grocery retail space in India consists of several distributors, wholesalers and over ten
million retail points. The Covid-19 pandemic shifted the dependence of the consumer on digital
platforms. The shift indicates the need for Kiranas to not be defensive and move towards adaptation.
Developing a digital platform or infrastructure for the management of such store can further their
impact and safeguard their sustenance. The thesis also suggests that this platform should be operated
by personnel appointed by the government for fairness in competition and avoidance of

monopoly. The findings showed that attachment significantly influences purchase intent. When
Kiranas integrate strategies to improve customer attachment they differentiate themselves in appeal
compared to other retail formats and platforms.
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