
          International Journal of Scientific Research in Engineering and Management (IJSREM) 

                          Volume: 09 Issue: 11 | Nov - 2025                                 SJIF Rating: 8.586                                         ISSN: 2582-3930                                                                                                                                               

 

© 2025, IJSREM      | https://ijsrem.com                                 DOI: 10.55041/IJSREM53638                                             |        Page 1 
 

The Role of Digital Platforms in Scaling Local Service Businesses in India 

 

Author: Chetan Pawar, Rohit Nair, Sahil Ujede, Somil Parmar, Krushna Gawande 

 

Abstract 

Local service businesses are a key part of India's informal economy, helping create jobs and support local areas. As digital 

tools become more popular, platforms like Google My Business, WhatsApp Business, Instagram, and UPI payment 

systems have changed how small service businesses connect with customers and keep their businesses running. This paper 

looks at how digital platforms are helping local service businesses, such as repair shops, salons, coaching centers, and 

home service providers, grow and stay competitive. The study uses data from existing research, observations, and real-

life examples to show how using digital tools helps small business owners overcome old challenges in the market. It also 

talks about the main problems they face, like not knowing much about technology, worries about safety, and being 

dependent on outside platforms. The paper finds that while not all areas are the same in how much they use digital tools, 

these platforms are now important for reaching more customers, running businesses better, and keeping businesses going 

in tough markets. The study ends by saying that if local business owners keep using digital tools and learn new skills, it 

can help build a stronger, more inclusive, and growing service industry in India. 
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Introduction & Background 

India's economy is strongly supported by millions of small and local service businesses that serve the everyday needs of 

people in both cities and villages. These include local electricians, mechanics, beauty salons, tuition centers, and home 

repair services. These businesses are a key part of India's entrepreneurial culture. According to the Ministry of Micro, 

Small, and Medium Enterprises (MSME), this sector contributes about 30% to the country's GDP and employs over 110 

million people. Although these businesses are very important, they have had a hard time growing because they often lack 

access to marketing tools, money, and technology. However, in the past ten years, digital platforms have changed how 

these businesses operate, communicate, and connect with customers. The push towards digital transformation in India 

began after 2016 with the Digital India initiative and the increasing use of affordable smartphones and internet. Platforms 

like Google My Business, UrbanClap (now Urban Company), Facebook Marketplace, Instagram, and WhatsApp Business 

have helped local entrepreneurs reach customers far beyond their local area. Digital payment systems such as Paytm, 

PhonePe, and Google Pay have also made transactions easier and more trustworthy for customers. The COVID-19 

pandemic highlighted the importance of having an online presence, as businesses that were already using digital tools 

were better able to adapt and continue operating. This research paper looks at how digital platforms are helping local 

service businesses grow across India. It looks at the good and bad sides of using digital tools and shares real examples of 

how small service businesses have changed how they work by using technology. The paper ends with some practical 

suggestions for policymakers and business owners to help improve the digital environment for local service providers. 

 

Problem Statement & Research Objectives 

Local service businesses play a big role in India's informal economy, helping create jobs and support local areas. But these 

businesses often find it hard to grow because they don't have enough access to marketing tools, money, or technology. 

New digital tools like Google My Business, WhatsApp Business, Instagram, and UPI payments have opened up new 

chances for these businesses to grow and be more visible. Still, many local business owners face problems like not 

knowing much about digital tools, worries about security, not having reliable internet, and relying too much on outside 
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platforms. Because of this, it's important to understand how digital platforms are helping these small businesses become 

bigger, work better, and stay around longer. It's also important to look at the things that are stopping them from using these 

digital tools properly. 

 

Research Objectives 

1. To look at how digital platforms help local service businesses get more attention and grow bigger. 

2. To find out how tools like social media, online directories, and digital payment systems help businesses connect with 

customers and work more efficiently. 

3. To check what main problems local service providers face when they try to use and fit digital technologies into their 

work. 

4. To see how digital skills and training affect the growth and ability to compete of small service businesses. 

 

Research Methodology 

This study uses a qualitative and descriptive research method, relying on secondary data from government reports, 

academic publications, and evaluations of digital platforms. It also includes informal observations of local service 

businesses such as repair shops, salons, and tuition centers to demonstrate real-world digital integration. The research 

explores how various types of platforms—social media, payment systems, and listing services—impact the scalability of 

these businesses. The study is based on three key factors: (1) expanding customer reach, (2) improving operational 

efficiency, and (3) promoting financial growth through digital transformation. Data analysis is theme-based, covering 

trends in tech usage, customer behavior, and changes in local service industries.  

 

Role of Digital Platforms in Scaling Local Service Businesses 

Digital platforms have greatly altered the way local service businesses connect with customers and run their day-to-day 

activities. 

Social media has become a major tool for marketing, with many small entrepreneurs using Instagram videos, Facebook 

posts, and WhatsApp messages to reach new clients. For example, a small salon in Jaipur or Nagpur can now attract 

customers from surrounding areas through targeted ads or local hashtags. Services like Google My Business help these 

businesses show up in local search results, building trust through customer reviews and ratings. Additionally, digital 

payment methods like UPI have made transactions easier and more transparent, reducing reliance on cash. These changes 

have helped small service providers grow their customer base without investing heavily in physical infrastructure. Digital 

tools also help streamline operations through cloud-based billing, scheduling appointments, and managing customer 

feedback. Moreover, direct communication channels enable service providers to build stronger relationships and offer 

customized services. The incorporation of these platforms into daily operations marks a shift from traditional word-of-

mouth strategies to more structured, data-driven marketing and management. 

 

Challenges in Digital Adoption 

Despite the advantages of digital platforms, their adoption by local service businesses comes with several challenges. One 

major hurdle is limited digital literacy, especially among older entrepreneurs who may not be familiar with social media 

or digital tools. Even though digital marketing is generally more affordable than traditional media, the cost can still be a 

burden for small businesses with tight profit margins. Security and privacy issues are also a concern, as cyber fraud and 

phishing attempts have risen with the increasing use of digital transactions. Businesses also face the risk of being overly 

dependent on a single platform, such as Facebook or Urban Company, which could expose them to risks if the platform 
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changes its policies or algorithms. Additionally, the digital space is highly competitive, with many local businesses going 

online, making it harder to stand out. To keep visible, businesses must continuously engage and be creative. Finally, poor 

internet connectivity in rural and semi-urban areas continues to pose a problem, limiting the ability of small businesses to 

sustain consistent digital operations and achieve scalability. 

 

Case Insights: Real-Life Examples 

One good example is "Kurkura and Pogo Snacks Manufacturing," a small snack maker in Maharashtra. They used to sell 

their products in stores, but they changed their approach by moving to online marketing through WhatsApp Business and 

Google My Business. They started sharing pictures of their products, special holiday deals, and short videos showing the 

making process on Instagram and Facebook. This helped them build a strong reputation in their local area and attract 

customers from nearby towns. They also used digital payment methods like UPI and PhonePe, which made it easier for 

customers to pay and for the company to deliver orders, whether in small or large quantities. In just one year, their sales 

went up by 60%, mostly because of online recommendations and groups on WhatsApp. This shift helped them become 

more visible, manage their stock better, and stay in touch with their customers directly. This example shows how small 

food businesses can use digital tools to grow, build trust, and compete well in their local markets. 

 

Findings and Discussion 

The results of this study show that using digital tools greatly improves the ability of local service businesses to grow and 

stay sustainable. Three main ideas came up: visibility, trust, and efficiency. Businesses that have a strong online presence 

often get more customer interest and repeat customers. Using digital payment methods made operations more transparent 

and cut down on problems with handling cash. Also, being able to gather customer feedback online allowed business 

owners to improve their services and match what customers expect. The research also found a close link between how 

much a business interacts on social media and how reputable it is seen to be. However, how well a business does with 

digital tools depends a lot on the owner's readiness to learn, change, and put in time to keep their online presence up to 

date. Some small businesses have fully embraced digital change, while others still have trouble because of limited skills 

and reluctance to use technology. 

 

Future Scope 

Future research could look into differences in how digital tools are used across different regions by local service providers. 

More studies using real data and surveys could help understand exactly how digital involvement affects business growth. 

Governments and private groups can work together to develop local programs that teach practical skills like using social 

media, staying safe online, and managing online payments. Also, as AI and automation tools become more available, even 

small businesses can use AI for customer support and to get market insights. Looking into these new technologies in future 

studies will be key to understanding how local service businesses can stay competitive in the changing digital world. 

 

Conclusion 

Digital platforms have become powerful tools for helping local service businesses in India grow. They have changed how 

small business owners operate, promote their services, and connect with customers, turning old obstacles into chances for 

growth. Though there are still challenges like lack of skills, cost issues, and online risks, the general trend of using digital 

tools is positive. By giving access to technology along with training and awareness, India can help its small business 

owners take part fully in the digital economy. In the end, using digital tools not only helps individual businesses but also 

supports broader, sustainable economic development across different areas. 
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Recommendations 

1. Promote Digital Literacy and Training: 

Government agencies, NGOs, and private organizations should hold workshops and local training sessions to teach small 

business owners how to use digital tools effectively. This includes training on social media marketing, digital payment 

methods, and protecting against cyber threats. 

 

2. Encourage Affordable Digital Access: 

Internet service providers and government officials should work together to provide affordable internet access in rural and 

semi-urban areas. This will help ensure that all service providers have equal chances to benefit from digital opportunities. 

 

3. Develop Localized Support Systems: 

State and city governments can team up with digital platforms to create local business directories and support services in 

local languages. This will help small businesses connect with more customers in their communities. 

 

4.Strengthen Cybersecurity Awareness: 

Regular awareness programs should be held to teach small business owners about protecting their data, conducting safe 

online transactions, and avoiding digital fraud. 

 

5.Foster Partnerships with Digital Platforms: 

Local businesses can work with big platforms like Google, Meta, and payment processors to get special features tailored 

for small businesses. This can make their operations more efficient and help them reach more customers. 

 

6. Encourage Continuous Skill Development: 

Schools and business incubators should provide short certification courses in digital entrepreneurship, social media 

management, and e-commerce strategies specifically designed for local service providers. 

 

7. Incentivize Digital Adoption: 

The government can offer tax breaks, grants, or subsidies for small and medium enterprises that use digital tools in their 

daily operations. 
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