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cultivable land, agrarian families first moved to the north-eastern hilly regions such
as Arakkulam, Moolamattam, Velliamattam, Udambannoor, Peerumedu,
Mundakkayam, Kattappana, and Kumily (1). The Malabar Migration, which began
in 1928 and lasted until 1955, played a vital role in shaping the social organisation
of a community deeply rooted in farming. Migrations to Malabar and the High
Ranges differed in both social and structural terms. The plantations in the High
Ranges, managed by the British, initially attracted Dalit labourers, whereas
Christian migration focused on regions suitable for cultivating crops like
cardamom, pepper, coffee and other valuable spices. For the Christian settlers, the
Malabar migration resembled an Exodus in search of a “land flowing with milk and
honey” (Exod. 33:2).

In literature and cinema in Malayalam, there exist two paradoxical
constructions of Christian settlements that contribute to the formation of the
Christian hero archetype. These settlements are simultaneously embedded within
the hegemonic order and situated along the axis of objectification. Due to the Syrian
Christian tradition in Kerala and their historical efforts to align themselves with the
upper-caste Hindus, they occupied a structural position distinct from other minority
groups such as Muslims, Dalits, and other subaltern communities. This distinction
is most evident among the settler—planter class of the High Ranges, where social
formations during migration differed significantly. Conversely, Markose, in
“Religion, Modernity, and the Nation: Postscripts of Malabar Migration”, argues
that in the context of the Malabar settlements, unlike the landlords, the Christians
who established educational and healthcare institutions were positioned as the
“other” to the dominant order (166). However, following the formation of the
Kerala state in 1956, these dual identities gradually converged.

Malayalam literature and cinema have been instrumental in depicting and
preserving the narratives of individuals and communities shaped by migration.

Through evocative storytelling and vivid characterisation, Malayalam films have
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not only mirrored the realities of migration but also influenced public perceptions
and societal attitudes toward it. Numerous Malayalam novels and short stories
explore the theme of settlement, including Vishakanyaka (Poison Damsel, 1948) by
S. K. Pottakkad, Orotha (1982) by Kakkanadan, Bespurkana (2006) by K. J. Baby,
Vagdatha Bhoomi (The Promised Land, 1979) by Muttathu Varkey, Valli (2018)
by Sheela Tomy, and Puttu (Ant Hill, 2019) by Vinoy Thomas. These works
narrativise the history of migration and settlement with multiple socio-cultural
subtexts.

Similarly, Malayalam cinema since the 1980s — through films like
Namukku Parkkan Munthirithoppukal (1986), Mrugaya (1989), Vidheyan (1991),
Soorya Manasam (1993), Oru Maravathoor Kanavu (1998), Mansssinakkare
(2003), Vellimoonga (2014), Iyobinte Pusthakam (2016), Jallikattu (2019), and
Churuli (2021) — has repeatedly portrayed Christians as one of Kerala’s most
significant settler communities. These films demonstrate that migration to the
Malabar region, the High Ranges, and destinations beyond Kerala has evolved into
a recurring trope in Malayalam cinema. However, since the 1980s, the
representation of the settler myth has undergone a profound transformation. As
cinema sought to capture the shifting dynamics of social and economic power, it
shaped a new type of settler hero — ambivalent, serving as the ideal ego in the
surface narrative yet the marginalised other in the deeper text. Examining the
origins of this settler code and the ideological assumptions underlying the self-
fashioning of the settler thus becomes a crucial aspect of identity analysis.

In Malayalam cinema, two distinct patterns of Christian settler stereotyping
can be discerned in representations that engage with the socio-political dimensions
of settlement. The first is the figure of the ideologically hegemonic settler,
portrayed as a dominant subject who seeks to impose his beliefs, values, and power
structures upon others. This pattern is exemplified in narratives where the Christian

landlord embodies an oppressive settler figure, whose authority and moral
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superiority mirror the hierarchies of feudalism and colonialism. Conversely, the
second pattern functions as a critique of this hegemonic construction of the settler.
Certain cinematic narratives question the legitimacy of the settler’s dominance by
depicting Christian protagonists who confront moral dilemmas, disillusionment, or
resistance within the very social frameworks they inhabit. In other narratives, the
underprivileged settler hero becomes a locus of introspection rather than assertion,
marking a paradigmatic shift from domination to self-reflexivity.

The paper attempts to draw some parallels between Malayalam films set in
the fictional High Ranges and the Hollywood Western, as well as with cinematic
narratives that engage with the geographical problematic in the context of
colonialism, imperialism, and neo-imperialism. The Western genre, described by
Stuart Miller in The Guardian as “the American epic,” underscores its deep-rooted
connection to the nation’s history. The Western is defined as:

a particular cinema set on the American Western frontier mostly during the

second half of the nineteenth century. Such stories followed a clear pattern

of conflict and resolution revolving around stock characters such as the
rancher, the gunslinger, the good wife, the drunken Indian, and the prostitute
with a heart of gold, treating common themes such as the conflict between
nature and, with good (civilization) inevitably triumphing over evil (nature).

The Great Train Robbery (Dir. Edwin S. Porter, 1903) is generally regarded
by critics as the pioneering Western film. After the Second World War, the Western
emerged as a dominant cinematic form, celebrating American self-reliance and
masculinity in films such as Stagecoach (1939), High Noon (1952), The Good, the
Bad and the Ugly (1967) and The Wild Bunch (1969). Studying the political and
cultural significance of the genre, Brian Neve, in Film and Politics in America
(1992), interprets the Western as part of the populist cultural tradition in the United
States:
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The Western is often seen as part of the populist cultural tradition in

America, favouring as it does the west over the east, and with its suspicion

of large landowners, bankers and politicians. Some of the most successful

Western films dramatize the conflict involved in the taming of the frontier,

and the arrival from the east of ‘civilisation’ and its discontents. (34)

Will Wright theorises the Western as the myth of American individualism.
According to him, the lone cowboy emerging from the wilderness — mounted on
a horse and armed with a gun — represents freedom and equality, serving as a
cultural guide to the assumptions and contradictions of individualist ideology (1—
2). The Wild West, as Wright observes, is “an exotic, still dangerous place, offering
‘the hope of a new social order built on an open frontier’ (1). Similarly, the
traditional Christian hero of migration-centric Malayalam narratives embodies the
cultural ideals of rugged individualism, masculinity and violence.

From a postcolonial perspective, Stam and Spence analyse racism in cinema
by exposing the distorted mimesis of mainstream Hollywood: “Hundreds of
Hollywood westerns turned history on its head by making the Native Americans
appear to be intruders on what was originally their land, and provided a
paradigmatic perspective through which to view the whole of the nonwhite world”
(6). The glorification of the adventurous white man — riding through the frontier
and conquering indigenous populations — served to justify colonial domination.
The Western, in this sense, replaced historical accuracy with mythmaking, and, as
Stam and Spence assert, was replete with “the innumerable ethnographic, linguistic
and even topographical blunders in Hollywood” (6).

Ella Shohat, synthesising postcolonial theory and cinema studies in the light
of Said’s Orientalism, examines the Western as an instance of Orientalist
mythmaking. In her seminal essay, “Gender and Culture of Empire,” she highlights
the methodological relevance of the genre’s structural format: “The allegorical

Western hero, being of very virile nature, travels to and engages with the outside
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world” (Shohat 20). Central to this formulation is the American cowboy’s
ideological positioning “on the right side of the law,” which grants him cultural
legitimacy.

André Bazin expands the interpretive scope of the Western in “The
Western: Or the American Film Par Excellence” (1953), included in What Is
Cinema, Volume II (1972). He identifies its central premise as the clash between
“the forces of evil of great epic Manicheism and the knights of the true cause” (145).
For Bazin, this landscape symbolises an ideological struggle:

The Indian, who lived in this world, was incapable of imposing on it man’s

order. He mastered it only by identifying himself with its pagan savagery.

The white Christian on the contrary is truly the conqueror of a new world.

The grass sprouts where his horse has passed. He imposes simultaneously

his moral and his technical order, the one linked to the other and the former

guaranteeing the latter. (145)

It is through this historicity of the Western that the paper contextualises the
Christian settler hero in Malayalam cinema. The analysis situates the hero within
cultural, ecological, and political structures, examining how hegemonic and
subversive versions of masculinity operate within these frameworks. While
Malayalam cinema does not replicate the formal characteristics of the cowboy
Western — such as expansive landscape shots, quests for hidden treasures, or gun-
slinging wanderers — it nonetheless echoes its ideological core. Narratives from
the 1980s onward, featuring charismatic Christian heroes set in the High Ranges,
revisit the thematic premise of the Western through stories of territorial conquest
and the subordination of native inhabitants. Central to these narratives is the
adventurous, migration-driven hero’s pursuit of land already inhabited by the
‘other’, representing a regional rearticulation of the West’s civilising mission.

Lal Jose’s debut film Oru Maravathoor Kanavu (1998), written by

Sreenivasan, is set in a border village between Kerala and Tamil Nadu and centres
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on the crisis of a settler family. The film provides an insightful framework to
examine the binary opposition between the settler hero and the native villain.
Viewed through the lens of genre theory, this settlement narrative can be understood
as a localised Western, particularly when analysing the character arc of Chandy
(Mammootty). The film’s narrative structure fuses elements of the Western with
those of traditional Malayalam popular cinema.

The film opens with wide-angle long shots of a florally adorned bullock cart
carrying a coffin — later revealed to be that of Michael. A sequence of long shots
depicting the cemetery, interspersed with close-ups of the grieving community,
gradually introduces the hero, Chandy, through the gaze of Sonu, and thereby
through that of the audience. This shot composition, accompanied by Vidyasagar’s
haunting background score, evokes the formal aesthetics of the Western. Although
Chandy is initially portrayed as a misunderstood hero typical of the “family
cinema” genre, the film’s technical and stylistic conventions facilitate its reception
as a localised Western.

Since its inception, mainstream Hollywood cinema has functioned as a
majoritarian visual spectacle that voyeuristically subjected Black and Native
populations to the gaze of the dominant culture. In “Colonialism, Racism and
Representation: An Introduction,” Stam and Spence examine how Western media
and cinema have historically misrepresented ethnic minorities. Beginning with
D.W. Griftith’s The Birth of a Nation (1914) — a film denounced by the NAACP
and Black activists as racist — the visual practices of cinema established the white
heterosexual male as the normative subject, thereby concealing the violence of
colonialism and imperialism. Stuart Hall, in his essay “The Spectacle of the
‘Other’,” incisively critiques the ideological foundations of such representational
structures. Discussing how racism operates in visual media, particularly in

representations of Black athletes, Hall observes:
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[Pleople who are in any way significantly different from the majority ‘them’
rather than ‘us’ are frequently exposed to [a] binary [to be both villains and
heroes] of representation. They seem to be represented through sharply
opposed, polarized, binary extremes — good/bad, civilized/primitive,
ugly/excessively attractive, repelling because-different/compelling-because
strange-and-exotic. And they are often required to be both things at the same

time! (229)

Just as early Hollywood cinema glorified the white hero as a figure of
progress and integration, early Malayalam cinema celebrated protagonists like
Sankaran Nair in Neelakuyil (1954) as embodiments of social realism and
progressivism. Commenting on this aesthetic tradition inaugurated by P.
Bhaskaran’s landmark film, K. P. Jayakumar notes:

The history of subsuming Dalit and subaltern cultural diversity within the

geographies of the caste system, which class politics has refused to address,

problematizes the ‘public’ construction of ‘Malayali’. Such discourses are
built on the need to define all Malayalam speakers as a single community.

Caste groups, losing their positions of power in the social hierarchy, are

universalizing the culture of inclusion. Language, literature, music, and film

all become different forms of elite logic. (my trans.; 133)

Consequently, hegemonic heroism and its multiple variations became the
dominant narrative mode in Malayalam cinema, transcending class and caste
distinctions for the spectator. Heroes belonging to alternate identity groups —
whether defined by caste or religion — were often “Nairised” through processes of
cultural assimilation and cinematic representation. This pattern of representation
naturalised hegemonic practices and sustained dominant ideological structures in
Malayalam cinema across decades.

As established earlier, Christian migrations to Malabar and the High Ranges

were largely pre-Independence or immediate post-Independence phenomena. Oru
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Maravathoor Kanavu, emerging in the late 1990s when such migrations had largely
ceased, gains special significance within this historical framework. On one level,
the film recalls the collective memory of migration, which contributed substantially
to the economic prosperity of many Christian families. Thus, it can be read as a
revivalist text that nostalgically reasserts the colonial values of domination and
subjugation while mythologising the Christian settler experience. However, its
engagement with issues such as land ownership disputes and water scarcity inflects
the narrative with a contemporary resonance.

Set in the context of post-liberalisation India, the film’s release coincides
with the rise of neoliberal economic policies and increasing demands from Dalit,
Adivasi and the native communities for equitable access to natural resources such
as land and water. In this light, Oru Maravathoor Kanavu may be interpreted as an
allegory of the politics of land acquisition and the contestations surrounding
ownership, belonging, and the reconfiguration of frontier spaces in the late
twentieth century.

Christian migration, both as a historical and cultural phenomenon, operates
through parallel temporal and spatial dimensions. Beyond the realms of literature
and cinema, numerous narratives in church histories, family records,
autobiographies, and regional chronicles have reinforced the popular plantation and
settler myths. Initially intended as factual or semi-fictional accounts of migration
experiences, these writings gradually evolved into archetypal narratives imbued
with a new form of heroism. Over time, they replaced the image of the settler as a
mere survivor of natural hardships with a dominant, idealised archetype. By the
1990s, the settler figure had been redefined as the antithesis of feudal landlords,
emerging as a popular symbol of resistance to traditional hierarchies.

The politics of representation in Malayalam settler narratives, particularly
in Oru Maravathoor Kanavu, is inherently multifaceted. The film constructs three

distinct modes of subjectivity around the settler hero. The first concerns the hero’s



DISCOURSE, Xaverian Research Fournal 13 (2) 2025

selthood as it is fashioned in opposition to the dominant other; the second concerns
his hegemony within his own community; and the third situates the settler hero as
an alternative or primitive other in relation to the modern, civilised archetype of the
mainstream.

The first mode of subjectivity resonates with the classical narrative arc of
American cowboy cinema. As Stuart Hall notes, all narratives structurally construct
an inferior “other” to sustain representational binaries. In Malayalam literature, as
in colonial English texts such as Shakespeare’s The Tempest (1611) and Defoe’s
Robinson Crusoe (1719), there is a deliberate attempt to construct this binary
opposition. Similarly, in Oru Maravathoor Kanavu, Palanichami and Maruthu
serve as the binary others against the ideal order represented by Chandy. Chandy is
portrayed as loving, virile, selfless, responsible, and physically robust, whereas
Palanichami embodies selfishness, greed, gossip, and physical disability. While
Chandy functions as Ichayan (elder brother) to Michael and his family, Palanichami
— Maruthu’s uncle — is represented as an opportunistic womaniser. Maruthu,
often addressed by Chandychan as “pulunthan” (idiot) or “pulunthankiriyan” (idiot-
faced), is emblematic of how the natives are “Calibanised” in the narrative.
Commenting on such representational constructions, K. P. Jayakumar observes:
“Views constructed by the logic of market economy of the elite mainstream
construct subaltern images with a very precise ideological aim. Such characters are
often mentally or physically ‘disabled’. Such expressions mark the status of
‘subordinate’ bodies who have ‘undeservedly’ attained status” (my trans.; 69).
Thus, the film’s representational matrix aligns with the mainstream cinematic logic
that has historically produced stereotypes of subalterns, sexual minorities, and
Muslims. The reification of non-Malayali natives in Oru Maravathoor Kanavu
thereby legitimises ideological domination and its attendant processes of taming.

A similar pattern can be discerned in Phantom Pailey, another narrative set

in the High Ranges, where Dhimdhi Mathai (Lalu Alex), allied with the titular hero,



DISCOURSE, Xaverian Research Fournal 13 (2) 2025

racially abuses the Tamil villain Varadaraja Perumal, calling him “Pandi Karimpara
Pulayadimone” (02:14:11-13). The settler’s heroism here is defined through
contrast with the native, thereby effacing the latter’s cultural integrity. As Reshmi
and Anilkumar note, “Tamil antagonists are personalities who disrupt the contented
family life and social conditions of Malayalis” (33). Tamil villains such as Perumal
in Udayon, Pandi Durai in Pandippada (2005), and Vatti Raja in Neram (2013)
illustrate the recurring trope of the otherised Tamil threatening Malayali domestic
and social harmony.

The settler hero archetype in Oru Maravathoor Kanavu is further developed
through conventions borrowed from the Western genre. The viewer’s identification
with Chandy parallels that of the spectator with the Western cowboy. His first entry
into Maravathoor — amid a local quarrel between a teashop owner and a driver —
symbolises his confrontation with a lawless frontier. The numerous long shots of
the landscape highlight the remoteness and the absence of state control, establishing
Maravathoor as a liminal space akin to Crusoe’s island — a site of individual
assertion and self-making. This parallels what Stam and Spence identify as the
“distorting stereotypes” of Western cinema: “Many of the misconceptions
concerning Third World peoples derive from the long parade of lazy Mexicans,
shifty Arabs, savage Africans and exotic Asiatics that have disgraced our movie
screens” (6). When viewed from the standpoint of native resistance to displacement,
the construction of Palanichami and Maruthu as the “other” becomes emblematic
of a “flawed mimesis.”

Maruthu’s representation as the binary opposite of Chandy parallels his role
as Appakkala in Priyadarshan’s Thenmavin Kombath (1994). Priyadarshan’s films
are criticised for frequently featuring the hegemonic Namboodiri/Nair individual to
whom the Dalits are subordinated. U. Rajeev, analysing Sreenivasan’s characters,
observes that “those Sreenivasan characters who are black in colour question the

exchange value and meaning of blackness as a social reality ... by inserting his
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black body into the symbolic system that prefers whiteness and beauty” (my trans.;
82). Both Maruthu and Appakkala are designed as foils to elite Nair and Christian
heroes, reinforcing the spectator’s identification with hegemonic masculinity.

Chandy and Palanichami represent two ideological poles: benevolent
domination versus capricious greed. Yet both impose their will over others,
revealing a shared patriarchal impulse. Palanichami’s villainy lies not only in his
greed for Michael’s land but also in his uncontrolled libido. The scandalous
rumours of adultery between Chandy and Mary (01:43:50-59) are symptomatic of
this sexualised greed. As Jayakumar notes, such traits symbolise the “unsatisfied
sexual energy” (my trans.; 69) of subordinate characters. The viewer, sutured into
Chandy’s consciousness, is led to perceive his benevolence as moral legitimacy,
thereby naturalising domination.

The film glorifies migration and the settler’s triumph over nature and
natives, echoing Robin Wood’s notion of “the virile adventurer, the potent,
untrammelled man of action” (62). Land, therefore, becomes a symbolic site of
structural opposition: for the hero, a space of benign possession; for the villain, a
site of malignant greed. Chandy’s assertion — “he would surrender to neither man
nor soil” (00:54:12—-16) — recalls the plantation ethos of Gone with the Wind
(1936): “Land’s the only thing in the world that amounts to anything ... ‘tis the only
thing worth working for, worth fighting for — worth dying for” (Mitchell 36).

This ideology extends to the film’s treatment of gender and nature.
Chandy’s moral instructions to Annie such as “girls from good families should get
up at 4.00 am... and must make a cup of coffee for their husbands” (my trans.;
01:00:04—-14) and “girls should be careful about their attire...” (my trans.;
01:08:27-54) reinforce the patriarchal Christian ideal of submission. His final
advice that “a girl’s life is like an egg. It may look really good, but it is fragile” (my
trans.; 01:16:49-58) further cements his paternalistic authority. As Laura Mulvey



DISCOURSE, Xaverian Research Fournal 13 (2) 2025

argues, narrative cinema is structured through patriarchal desire (19); and,
Chandy’s gaze becomes both protective and controlling.

The settler’s anthropocentrism further manifests in Chandy’s assertion that
“All the vegetables, birds, fishes and animals in the entire world were created for
man to feed on” (my trans.; 00:48:47-54). Here, he embodies an Adamic figure
who reasserts humanity’s dominion over nature. The camera’s medium shots
visually encode his command over both characters and landscape, constructing him
as the master of the social, moral, and ecological order.

The third form of subjectivity situates the settler as a primitive counterpart
to the modern urban subject. In Oru Maravathoor Kanavu, Chandy’s raw energy
and folk sensibility function as virtues that counter urban alienation. His agrarian
ethos and belief in divine entitlement to land are expressed through his reliance on
traditional remedies (ottamooli) and his assertion that land and water are collective
rights (00:59:15-01:04:12). In one crucial scene (00:49:30-52:00), Chandy’s
physical confrontation is juxtaposed with his animalistic vitality — his post-fight
consumption of raw eggs is observed with disgust by the women, marking his
primal masculinity.

In conclusion, Oru Maravathoor Kanavu epitomises the Malayalam settler
film’s complex negotiation between nostalgia and hegemony, humanism and
domination. While the narrative ostensibly celebrates community, faith, and moral
regeneration, its visual and ideological codes reveal a deeper investment in
sustaining the myth of the Christian settler as the civilising agent of the frontier.
The film’s fusion of Western cinematic grammar with Malayalam popular realism
transforms Chandy into a frontier hero whose moral virtue and physical prowess
are legitimised through his subjugation of the native, the feminine, and the natural.
This re-inscription of colonial and patriarchal hierarchies within a localised cultural
frame points to the persistence of a settler colonial imaginary in Malayalam cinema,

where the frontier continues to serve as a space of moral testing and masculine
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reassertion. Yet, by situating this narrative within the late-1990s context of
neoliberal restructuring and ecological anxieties, the film also inadvertently
exposes the contradictions of its own ideology: the same moral world it seeks to
defend stands destabilised by the politics of land, labour, and belonging. The settler
hero’s authority, though narratively affirmed, becomes morally fragile in the face
of new social realities. Thus, Oru Maravathoor Kanavu functions both as an elegy
and an allegory — an elegy for a disappearing settler past and an allegory for the
crisis of hegemony in postcolonial Kerala. In reaffirming the dominance of the
Christian masculine subject, it also gestures toward the inevitable decay of that very

dominance within the shifting terrains of modernity.
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Abstract

This paper examines the intersection of the concept that the river is not a
physical entity but a force which locates the existence of a community. The
framework of Blue humanities is taken to analyse M. Mukundan’s
Mayyazhippuzhayude Theerangalil translated as On the Banks of the Mayyazhi by
Gita Krishnankutty. In this novel, the Mayyazhi river and the mythical
Velliyankallu rock are not mere backdrops but dynamic agents shaping the
spiritual and socio-political life of Mahe, a former French colony. The river’s
presence pervades the memories and experiences and delves into the dynamic
agents of water in literary and cultural imaginaries which dissolves the past and
present. This paper explores water as a living, transformative force mediating
birth, death, and rebirth, to arrive at the concept that the human identity and
memory are inseparable from the rhythms and mythologies of rivers and seas.

Keywords: Aquatic Memory, Blue Humanities, Myth and Rebirth

The captious turn toward the ‘blue humanities’ over the last two decades
has expanded literary studies’ focus beyond terrestrial landscapes to the vast, fluid
complexities of aquatic environments. This field of study, emerging from
environmental humanities and lead by scholars such as Steve Mentz and Serpil
Oppermann, spotlights oceans, rivers, lakes, and other watery spaces as not just
backdrops, but as dynamic agents shaping cultural memory, identity, and

historical consciousness. In particular, the overlapping of river mythos and aquatic
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memory within literary texts calls for a generative site to explore how water takes
part in the narrative construction of place, trauma, and rebirth. This paper looks
into such intersections in M. Mukundan’s Malayalam novel, On the Banks of the
Mayyazhi (Mayyazhippuzhayude Theerangalil), analyzing how the novel traces
the Mayyazhi river and its associated myths, memories, and historical episodes as
a living presence that archives, mediates, and transforms the emotional and
historical landscape of the former French colony of Mahe. The narrative, from
Dasan's birth to his ultimate return to Velliyan Kallu, stand for a profound coastal
cosmology that typifies the elemental principles of Serpil Oppermann's blue
humanities.

On the Banks of the Mayyazhi by M. Mukundan, whose original
Malayalam novel is titled Mayyazhippuzhayude Theerangalil and the English
translation done by Gita Krishnankutty. The novel, set in Mahe ringed by the
Mayyazhi river and the Arabian Sea is a former French colony. The novel is set
during a unique period in the late 1940s when India was independent but Mahe
still remained under French rule. Mukundan populates the town with a rich
tapestry of characters who embody the unique blend of French and native Indian
cultures. The central story revolves around Dasan, a promising young man from a
local family who is expected to have a luminous career in the French
administration. However, he was drawn into the rising tide of nationalism and the
local freedom struggle against the French colonial rule. The story delves into the
past and present of Mayyazhi through Dasan's experiences, rightly examining
themes of political drifts and personal journeys within the historical backdrop.

The novel is profoundly immersed with local myths and legends, often
narrated by the character Kurambi Amma, grandmother of Dasan which present
the town as an incredible place where the ordinary and the mystical coexist. The
Mayyazhi river is the cardinal symbolic presence, illustrating time, history, and

cultural coherence. A striking local folklore holds that the souls of the departed
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hover as dragonflies over the Velliyan Rock or Velliyan Kallu island in the
Arabian Sea, near the Mayyazhi river's mouth. The river itself is a character, a
silent witness to the town's history, the French presence, the freedom struggle, and
the personal misfortunes of its people. It flows with a tidal rhythm that connects
the diverse life-worlds of the colonizers and the colonized.

The river is not only a site of memory and daily life but also of aspiration,
as captured by Mamang Dai in her poem “Small Towns and the River”. “In small
towns by the river, we all want to walk with the gods” encapsulates the blend of
the mundane and mythic that shapes riverside communities and their imaginations.
Likewise M.Mukundan weaves incidents throughout the novel showcasing water
in different forms like river, sea, island, and teardrops closely linking with the
characters beliefs, customs, and cultural aspects. The Mayyazhi river is not a
static background, instead it is foregrounded as a living archive, a conduit for the
towns joys, traumas and transformations. “So Dasan was born. And a little
dragonfly flew into Mayyazhi from the Velliyan Kallu, the cluster of rocks in the
sea where souls rest between births and which guards in its womb the secrets of
the lives and births of the folk of Mayyazhi”’(Mukundan 25). The Velliyan Kallu
passage exemplifies what Serpil Oppermann in the seminal work Blue Humanities:
Storied Waterscapes in the Anthroprocene theorizes as "storied water"(13). She
writes "there are stories encoded in all material forms, making matter storied" (55).
The sea rocks that hold the secrets of the lives and births of the folk of Mayyazhi
demonstrate how "..water as a fluid site of narrativity where diverse aqueous life-
forms call for our attentiveness to their stories that run alongside human narratives,
transmitting frustrating messages of ecological despoilation"(4). The rocks at
Velliyan Kallu are not inert but active participants in life's cycles, exemplifying
how "wet matter is never separable from social realities and cultural practices"

(54).
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Dasan's question to his grandmother—"where was I before 1 was
born?"(Mukundan 31)—embodies queries into water knowledge, the hydrological
cycle of life, and intergenerational transmission of aquatic ontologies. Dasan
leaning against his grandmother's ‘warm breasts’ while asking about his origins
powerfully demonstrates what Oppermann describes as our fundamental aquatic
nature. She quotes the Fisherman of Halicarnassus: "The bodies of land creatures
are mainly composed of water. Human blood is salty like sea water"(3).The
concept of Velliyankallu is a strong component throughout the novel which
captures the doubts of existence, a mythic oceanic space which functions as a
strong pillar which binds the lives, myths and historical experiences of Mayyazhi
and its people. The influence of this entity is evident throughout the novel. “Like
all grandmothers in Mayyazhi, Kurambi Amma answered, ‘On the Velliyan
Kallu.”(Mukundan 32). By positioning the myth of Velliyan Kallu, the writer is
trying to closely associate it with the aquatic memory of a society where the river
has been a silent observer, memory keeper of the colonial oppression, resistance,
love, and loss. Oppermann states that our understandings and thoughts of water
bodies are culturally shaped (1). The ancient tales passed on to each generation
orally has a strong impact on the collective memory and cultural identity of the
characters in the novel. “Stories can change our customary ways of thinking about
troubled waters and help us discover deeper meanings about our entangled
relations with water” (57). The universality given to water and humans can be
seen where the stories described unfolds the long liven facts of humans.

“The cluster of rocks called Velliyan Kallu lay far out to sea like a bright
teardrop. All Mayyazhi’s children had come from there. The souls waiting to be
born in Mayyazhi fluttered over the sunbright rocks as dragonflies” (Mukundan
32). Opperman states that life either underwater or on land will have a co-creation
on a collective level and a site of narrative invested with different signs and

meanings, making every living and non-living being storied in the lithosphere,
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biosphere, hydrosphere, and atmosphere (55).The dragonfly-souls are not imposed
human metaphors, but emerge from the aquatic-terrestrial interface—creatures
that begin in water, transform, and take to air, perfectly embodying the transition
from soul-waiting-to-be-born to incarnated human. This represents what
Oppermann advocates: "reading storied waters 'requires arts of imagination' as
well as arts of attentiveness to recognize the expressive potentials of water itself
and its narrative agencies" (13).

Dasan is educated in Pondicherry and is offered a line of work in the
French administration. However, he is increasingly influenced by the rising tide of
nationalism and communist ideology. Dasan's involvement in the freedom
movement forces him to discard his personal life and relationships, including his
love for Chandrika. His commitment later tends him to walk across the border into
the Indian Union to escape a French prison sentence, and he later returns to lead a
group of volunteers to liberate Mahe. After successfully leading the liberation
movement and seeing the French flag replaced by the Indian one, Dasan finds it
difficult to adapt to the new reality. He refuses to take up mainstream employment,
leading to hardship, and his girlfriend Chandrika is forced to marry another man,
leading to her tragic suicide. “In a short while, innumerable flags with the saffron,
white and green started fluttering over Mayyazhi. The shimmering sky was
reflected in the undulating sea. A breeze blew in from the distant Velliyan Kallu,
the abode of Mayyazhi’s souls. Mayyazhi was free” (Mukundan 155). The
freedom of the land is reversed in these lines where through a hydrocentric
approach, the water or the concept of Velliyan Kallu is independent from external
forces shows the change in a terracentric or traditional world view. Water or the
forces in water is given an entirely fresh dimension by the line ‘A breeze blew in
from the distant Velliyan Kallu, the abode of Mayyazhi’s souls” which eventually
means that he is receiving blessings from souls hovering around the Velliyan

Kallu. The ones who were born and died during the period of colonialism are
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showering their emotional states through the cool breeze which indicates relief,
new beginnings and the restorative power to have a positive comeback.

The emotional circumstances of the protagonist can also be traced through
the landscape detailing. “He spent most evenings on the seashore, looking at
Velliyan Kallu and meditating on that enigma of life and death gleaming in the
distance. He often lost count of time” (Mukundan 67). The pain of losing loved
ones, the tragic personal tragedy, loss of self are the flooding emotions which can
be drawn from these lines. Water is not only a silent observer, but a companion in
all ups and downs. He meditates looking at the “bright teardrop”(32) while
pondering the mystery of births, deaths and souls. The sense of belonging he feels
to this place can also be associated to the concept of home as the protagonist has
been taught from childhood through folklores. Dasan's meditation on the ‘enigma
of life and death’ directly engages with what Oppermann identifies as “the sea's
dual nature, quoting Mary Oliver's assertion that "The sea / isn't a place / but a
fact, and / a mystery" (18) and elaborating that "the sea, in particular, is both a
physical geographical site and a vast domain of imagination that can never be
conclusively charted™ (11). The unpredictability and downturn of the human
emotions represented by Opperman places the crisis of Dasan in a vast domain of
vitality and demise.

“Velliyan Kallu could be seen in the distance as if in a dream, the souls
fluttering over it like dragonflies. Souls that were waiting to be born or reborn,
souls taking a brief rest from the cycle of birth and rebirth” (32). Opperman says
that blue humanities scholars not only highlight on how water imaginaries in
Earth have shaped social and cultural meanings of water bodies but also how
human interactions with waterscapes have influenced the fluid sites (22). Towards
the conclusion of the novel, the tragedy of Chandrika and Dasan is described in a
very emotional manner. “Across the water, Velliyan Rock could be seen like a

large teardrop. Souls fluttered over it like dragonflies. One of them was Dasan”
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(Mukundan 252), depicting Dasan's return to the aquatic origin point. Dasan's
journey from Velliyan Kallu as pre-birth soul, to embodiment of human life, back
to Velliyan Kallu as post-death soul reflects the unceasing water cycle. Dasan's
narrative does not end in death but returns to the beginning that never truly ends
but continually cycles. The feeling of homecoming through the medium of water
and incarnation of human life gives a sense of totality to the phenomenon.

To conclude, the journey of souls fluttering as dragonflies over the sun
bright sea rocks, uncover water not as backdrop or resource but as living narrative
agency which forms the very substance and story of human existence. It positions
humans not as masters of nature but as participants in eternal aquatic cycles. The
narrative's circular structure beginning and ending with souls on Velliyan Kallu
portrays waters recurrent nature, suggesting that the story never truly ends but
flows eternally through the teardrop-shaped rocks that guard the secrets of birth
and death in the Mayyazhi.
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Abstract

This study investigates the influence of key website quality factors—
usability, information quality, visual design, security, and reliability—on customer
satisfaction in online shopping among consumers in Kerala. Using data collected
from 100 respondents, the study employed descriptive statistics, correlation
analysis, and multiple regression to examine the relationships between the
variables. The findings reveal that all five website quality dimensions have a
positive and significant effect on customer satisfaction, with information quality
emerging as the strongest predictor. The study highlights the importance of
functional and aesthetic website features in shaping user satisfaction and offers
practical insights for improving online shopping experiences. The results contribute
to existing literature and provide useful implications for e-commerce platforms,
designers, and policymakers.
Keywords: Customer satisfaction, Information quality, Online shopping,
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Introduction

E-commerce development has significantly changed customer-buying
behavior by providing convenience, greater product selectivity, and time efficiency.
Websites are the major medium through which customers would approach the
retailers for product evaluation and to finalize their purchases as online shopping
becomes mainstream. Due to the absence of product inspection and face-to-face
service interactions, customers depend on website cues related to design,
navigation, information quality, security, and responsiveness to evaluate the
credibility of an online store. Website quality factors such as these strongly
influence customer perceptions, trust, satisfaction, and finally purchase decisions.
Website quality has emerged as a key strategic differentiator with increasing digital
adoption and stiff competition among online retailers. While a high level of website
quality contributes to better user experience, decreases uncertainty, and trust, low-
quality websites contribute to dissatisfaction, cart abandonment, and negative
word-of-mouth. E-commerce businesses have to ensure that the websites satisfy
these expectations of customers that are increasingly experienced and demanding
in order to maintain competitive advantage.

Although online shopping has become increasingly important, most e-
commerce websites still fail to provide consistent website quality. Unclear
navigation, slow loading speed, limited product information, weak security
measures, and insensitive customer support continue to irk online shoppers. These
omissions lower customer satisfaction, build perceived risk, and reduce purchase
intention. A lack of clarity in the identification of website quality factors affecting
customer satisfaction significantly creates a gap for retailers whose aim is to
optimize their website. Therefore, it is of paramount importance for an online
retailer to have a comprehensive understanding of the website attributes driving
satisfaction to help in improving the shopper's online experience as a whole.The

study is undertaken to examine the relationship between website usability,
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information quality, visual design, security, reliability, and customer satisfaction.
The significance of the study lies in its contribution to insights that show how
website quality affects customer satisfaction within online shopping environments.
By investigating key dimensions of website quality, this research study contributes
to academic knowledge of online consumer behavior and website design.
Literature Review and Hypotheses Development

Literature indeed suggests that various dimensions of website quality
together influence customer satisfaction in online contexts. Evidence from many
studies indicates that usability, which pertains to ease of navigation, functional
layout, and smooth interaction with a website, is a basic driver of satisfaction since
it minimizes user effort while enhancing the browsing experience. Likewise,
information quality, which refers to accuracy, clarity, relevance, and completeness,
is another important contributor to the customer's confidence-building process by
reducing uncertainty and facilitating an informed decision.

Nugroho and Firdaus (2021) examines how website quality influences
repurchase intention through the mediating role of customer satisfaction within
Indonesia’s e-commerce context. Website quality is assessed through information
quality, system quality, and electronic service quality. Using a descriptive
quantitative approach, data were collected from 333 consumers who purchased
fashion products via e-commerce platforms. Partial least squares structural equation
modeling was employed to test the hypotheses. The findings indicate that all
dimensions of website quality, along with customer satisfaction, significantly shape
repurchase intention. The study concludes by offering strategic recommendations
for improving e-commerce website performance in Indonesia.

Nitika Aggarwal (2022) examined key components of website quality
including system quality, information quality, service quality, and website design.
Research shows that website quality has a direct and positive influence on customer

satisfaction, and customer satisfaction in turn directly and positively affects
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purchase intentions. Customer satisfaction also plays a significant mediating role in
the relationship between website quality and purchase intentions. This discussion
therefore highlights the connections among website quality, customer satisfaction,
purchase intentions, and the research methods used to examine them. The
importance of accuracy and consistency in website performance is also emphasized.

Uzman Saleem et al. (2022) investigates how website quality, customer
satisfaction, and electronic word of mouth influence online purchase intention. Data
were collected through an online survey of 789 Chinese online shoppers from
Harbin, Shenyang, Guangzhou, and Shenzhen, and the proposed relationships were
tested using structural equation modeling. The results show that all examined
factors strongly affect electronic word of mouth, and that website quality—through
information quality, system quality, and service quality—positively enhances
consumers’ online purchase intentions in China’s e-commerce market. The findings
also reveal a significant gender difference in online shopping behavior. This
research offers important managerial insights for improving e-commerce
performance, while also noting several limitations that future studies should
address.

Fatima Zehra Tan and Ejlal (2023) synthesized existing research on how
various dimensions of e-business website quality influence customer satisfaction,
with the broader goal of identifying the most critical elements of electronic service
quality. Focusing on five key aspects of an e-business website—design quality,
information quality, security and data protection, transaction and payment features,
and delivery services—the research seeks to better anticipate customer behavior
and highlight cultural differences in how website quality is evaluated across
countries. The proposed model was tested using SPSS with data collected from an
online survey of 283 Libyan internet users, primarily working adults. The results

show that all five dimensions of website quality significantly affect customer
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satisfaction and that customer behavior is strongly associated with the overall
quality of the e-business website.

Jalal Rajeh Hanaysha et al (2025) examines how customer reviews, website
quality, perceived service quality, and product assortment influence perceived
value and online loyalty, while also testing whether perceived value mediates these
relationships. Survey data were collected from customers of online retail stores in
the United Arab Emirates and analyzed using SmartPLS 4.0 to validate the
proposed hypotheses. The results indicate that perceived value has a significant
positive effect on online loyalty, and that all four factors—customer reviews,
website quality, service quality, and product assortment—positively impact both
perceived value and online loyalty. Furthermore, perceived value was found to
mediate the relationships between these factors and online loyalty

Tamara Tomic et al. (2025) developed a comprehensive understanding of
the critical factors that define website quality from the consumer’s viewpoint and
to determine their relative importance. To accomplish this, a survey was
administered to a younger demographic, asking respondents to rate the significance
of 11 website-quality parameters. The collected data were examined using
descriptive statistics, Chi-square tests of independence, and factor analysis. These
methods helped in ranking the parameters, assessing gender-based differences in
responses, identifying areas of participant disagreement, and determining whether
certain factors cluster together. Website quality is shaped by elements such as
layout, visual complexity, color usage, ease of navigation, processing speed, and
reliability; these dimensions were analyzed using a constructed feature vector.

Atar Thaung Htet (2025) examined how website quality and store image
influence customer satisfaction with e-commerce platforms in Myanmar. Using a
convenience sampling approach, data were collected from 175 respondents, most
of whom reside in Yangon, the country’s largest commercial hub. A structured

questionnaire served as the primary research instrument, and the data were analyzed
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using descriptive statistics, Pearson correlation, and multiple linear regression. The
results indicate that system quality, service quality, and store image all have a
positive and significant impact on customer satisfaction.

Yi-Chen Lee et al. (2025) investigates persuasive technology in website
design by developing two persuasive features: a visual-preview feature and an
information-sidedness feature. The study proposes that websites incorporating
these features will be viewed as more persuasive than those without them. It further
hypothesizes that higher perceived persuasiveness increases user satisfaction and
behavioral intention. Findings from an experimental study support these
assumptions, and the paper concludes with theoretical contributions and managerial
implications.

Although many earlier studies have focused on website quality and its
impact on online consumer behavior, there are still some significant gaps that exist
in the literature with regard to how customer satisfaction is affected by specific
website attributes. Most of the literature views website quality as either a broad or
aggregated construct without clearly isolating critical dimensions like website
usability, information quality, visual design, security, and reliability together in an
integrated framework. Therefore, there is no clarity regarding what attribute among
those factors most significantly impacts the satisfaction of customers. Besides,
although earlier studies emphasize system quality, service quality, and e-service
performance, little attempts have been made thus far to explain how these emerging
elements, including aesthetic design, ease of navigation, and dependable system
functioning, act in concert to influence customer experiences. Security and
reliability are identified as important, but their interlinking level with usability and
visual design has been poorly investigated so far, not at least in the evolving e-
commerce domain. This means that focused research is required to establish the

direct associations between website usability, information quality, visual design,



DISCOURSE, Xaverian Research Fournal 13 (2) 2025

security, reliability, and customer satisfaction to build a stronger and full-rounded
understanding of what constitutes customer satisfaction in online environments.

Based on the above literature the following hypothesis are formulated:

H1: Website usability has a positive and significant effect on customer
satisfaction.

H2: Information quality has a positive and significant effect on customer
satisfaction.

H3: Visual design has a positive and significant effect on customer
satisfaction.

H4: Website security has a positive and significant effect on customer
satisfaction.

HS5: Website reliability has a positive and significant effect on customer
satisfaction.
Research Methodology
Selection of Sample: The sample frame for the study consists of online shoppers
who actively purchase products through e-commerce platforms. A total of 100
respondents were intentionally selected using a purposive sampling technique to
ensure representation from individuals with varied demographic profiles, thereby
increasing the variability and richness of the dataset. The study focuses on
consumers residing in major districts of Kerala, specifically Thiruvananthapuram,
Ernakulam, Kozhikode, Thrissur, and Kottayam, as these regions have high digital
penetration and online shopping activity. This diverse sample enables a more
accurate understanding of consumer perceptions within the state.
Collection of Data: Both primary and secondary data were used in the study.
Primary data were collected through a structured questionnaire, which was designed
to measure website usability, information quality, visual design, security,
reliability, and customer satisfaction using a five-point Likert scale. The

questionnaire was administered online to reach respondents conveniently and cost-



DISCOURSE, Xaverian Research Fournal 13 (2) 2025

effectively. Secondary data were gathered from published journals, research
articles, books, magazines, and reputable websites to support conceptual
understanding and frame the theoretical background of the study. These sources
provided valuable insights into website quality dimensions and online shopping
behaviour.

Tools of Analysis: The collected data were systematically classified, coded, and
analyzed in alignment with the study’s objectives. Descriptive statistics such as
percentages and averages were used to summarize the demographic characteristics
and distribution of responses across variables. To examine the influence of website
quality factors on customer satisfaction, multiple regression analysis and
correlation analysis was applied, enabling the identification of significant predictors
among usability, information quality, visual design, security, and reliability. The
results of the analysis were interpreted to test the hypotheses and draw meaningful
conclusions that contribute to academic and managerial understanding of online

consumer behaviour.

Data Analysis:
Table 1: Demographic profile of the respondents

Variable Category Frequency Percentage
Gender Male 48 48%
Female 52 52%
Age 18-30 years 46 46%
3045 years 38 38%
Above 45 years 16 16%
Marital Status Single 62 62%
Married 38 38%
Occupation Student 40 40%
Private Employee 27 27%
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Government 11 11%
Employee
Self-employed 13 13%
Unemployed 9 9%

Monthly Income Less than 15,000 28 28%
15,001 — 30,000 34 34%
30,001 — 50,000 22 22%
Above 50,000 16 16%
Online Shopping Weekly 28 28%
Frequency Monthly 49 49%
Occasionally 23 23%
Time Spent on Less than 30 30 30%

Online Shopping minutes
30 minutes — 1 44 44%

hour

More than 1 hour 26 26%
Preferred Online Amazon 74 74%
Shopping Sites Flipkart 62 62%
Myntra 38 38%
Meesho 29 29%
Nykaa 19 19%
Others 12 12%

Source: Primary data

The demographic profile summarizes the characteristics of the 100
respondents who participated in the study. The sample consists of slightly more
females (52%) than males (48%), indicating a balanced gender representation. The

majority of respondents belong to the 18-30 age group (46%), suggesting that
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young adults are more active online shoppers in Kerala. This is followed by the 30—
45 age group (38%), while those above 45 years account for 16%, reflecting a
relatively youthful shopping population. Most respondents are single (62%), which
is consistent with the dominance of the younger age group. In terms of occupation,
a large portion are students (40%), followed by private employees (27%).
Government employees (11%), self-employed individuals (13%), and homemakers
(9%) represent the remaining portion. This distribution indicates diverse
participation from different professional backgrounds. Monthly income levels show
that 34% earn between X15,001-%30,000, while 28% earn below Z215,000. Around
22% fall within the %30,001-350,000 range, and 16% earn above X50,000. This
suggests that respondents mainly represent low- to middle-income groups, which
aligns with typical online shopper profiles in Kerala. Regarding online shopping
behaviour, nearly half of the respondents shop online on a monthly basis (49%),
while 28% shop weekly, and 23% do so occasionally. The majority spend 30
minutes to 1 hour per session (44%), indicating moderate engagement levels. In
terms of preferred shopping platforms, Amazon leads significantly with 74% usage,
followed by Flipkart (62%), Myntra (38%), Meesho (29%), Nykaa (19%), and other
platforms (12%). This highlights Amazon and Flipkart’s dominance in Kerala’s e-
commerce landscape, while specialised platforms like Myntra and Nykaa cater to
niche needs such as fashion and beauty.

Table 2: Measurement items

Construct Item | Measurement Item Mean | SD
Code
Usability Ul The website is easy to navigate. 4.10 |0.65
U2 Information is easy to find on the | 4.03 | 0.61
website.
U3 The website layout is user-friendly. 3.96 |0.67
U4 The website loads faster. 3.95 10.60
Information 1Q1 Product information is clear and | 4.18 | 0.55
Quality understandable.
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website.

IQ2 | Product descriptions are accurate and | 4.09 | 0.59
complete.
IQ3 | Images and details provided are|4.20 |0.60
helpful.
IQ4 | The website provides sufficient | 4.03 | 0.58
information for decision-making.
Visual Design VD1 | The website is visually appealing. 3.92 |0.66
VD2 | The colour scheme and layout are | 3.88 | 0.70
attractive.
VD3 | The website design are logically |3.96 | 0.62
arranged.
VD4 | Visual elements make browsing |4.00 | 0.68
enjoyable.
Security S1 I feel secure about personal |3.90 |0.72
information on the website.
S2 The payment process on the website is | 3.86 | 0.74
safe.
S3 The website protects my privacy. 3.94 |0.70
S4 Security increase my confidence in | 3.83 | 0.71
shopping online.
Reliability R1 The website functions consistently | 3.99 | 0.69
without glitches.
R2 The website performs well at all | 3.95 |0.66
times.
R3 Pages load correctly every time I|3.88 |0.70
browse.
R4 The website is dependable when | 4.06 | 0.65
making transactions.
Customer CS1 |I am satisfied with my online | 4.08 | 0.60
Satisfaction shopping experience.
CS2 | The website meets my expectations. | 4.01 | 0.62
CS3 | I am happy with the performance of | 4.06 | 0.58
the website.
CS4 |1 would continue shopping on this | 4.05 | 0.59

Source: Primary data
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Table 2 shows that all constructs—Usability, Information Quality, Visual
Design, Security, Reliability, Customer Service Responsiveness, and Customer
Satisfaction—the mean scores range from 3.83 to 4.20, indicating moderate to high
agreement with the statements. This reflects a positive overall online shopping
experience among the sampled respondents. Among the constructs, Information
Quality recorded the highest mean values (4.03 to 4.20), confirming that
respondents consider product information to be clear, accurate, complete, and
helpful. This highlights the essential role of rich and reliable information in
enabling online purchase decisions, especially since physical inspection is not
possible. Reliability also received strong ratings (means between 3.88 and 4.06),
showing that users find the websites dependable, consistent in performance, and
capable of handling transactions without errors. This contributes significantly to
building trust and ensuring smooth shopping experiences. Usability also performed
well, with mean scores ranging from 3.95 to 4.10, indicating that respondents
perceive e-commerce websites as easy to navigate, well-organized, and quick to
load. This suggests that platforms have been largely successful in offering user-
friendly interfaces that support efficient browsing. Visual Design, while still
positively rated (3.88 to 4.00), scored slightly lower than functional dimensions
such as information quality and reliability. This indicates that although aesthetics
matter to users, visual appeal is considered less critical compared to clarity, ease of
use, and consistent performance. In the case of Security, the mean scores (3.83 to
3.94) show moderate agreement, implying that respondents generally feel secure
while shopping online, but there is still room for increasing consumer confidence
in privacy and payment safety. This is an important area for continuous
improvement, given the growing concerns about online fraud and data breaches.
Finally, Customer Satisfaction recorded high mean values (4.01 to 4.08), reflecting
that respondents are generally satisfied with their online shopping experiences and

are likely to continue using e-commerce platforms. This aligns with the positive
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evaluations of the website quality dimensions, reinforcing the idea that well-
designed, informative, and reliable websites contribute strongly to user satisfaction.
Overall, the descriptive statistics indicate that website quality factors are perceived
positively by respondents, with Information Quality, Reliability, and Usability
emerging as the strongest-performing dimensions. These findings suggest that e-
commerce platforms succeed in meeting user expectations in these areas, while

improvements in security and visual design could further elevate customer

satisfaction.
Table 3: Correlation Analysis

Website Quality | Correlation with Customer | Significance
Factor Satisfaction (r) (p)
Usability 0.64** p <0.01
Information Quality 0.71%* p <0.01
Visual Design 0.57%* p<0.01
Security 0.62%* p <0.01
Reliability 0.68** p<0.01

Source: Primary data

The correlation analysis (Table 3) was carried out to examine the strength
and direction of the relationship between each website quality dimension and
customer satisfaction. The results indicate that all five website quality variables
show positive and statistically significant correlations with customer satisfaction at
the 1% significance level. This means that improvements in any of these website
attributes are associated with higher customer satisfaction. Among the factors,
Information Quality shows the strongest correlation with customer satisfaction (r =
0.71). This suggests that customers place high importance on clear, accurate, and
complete product information when shopping online. Reliability also exhibits a
strong relationship (r = 0.68), indicating that dependable website performance—

such as fast loading, error-free transactions, and consistent functionality—greatly
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influences satisfaction. Usability (r = 0.64) shows a moderate-to-strong positive
correlation, meaning that easy navigation and user-friendly layouts significantly
enhance customer satisfaction. Security (r = 0.62) also demonstrates a meaningful
positive correlation, reflecting that customers feel more satisfied when they
perceive that their personal and financial information is well protected. Finally,
Visual Design shows a moderate positive correlation (r = 0.57), indicating that
aesthetically pleasing and professional website designs contribute to satisfaction,
though not as strongly as functional attributes like information quality and
reliability. Overall, the correlation analysis confirms that website quality plays a
crucial role in shaping customer satisfaction, with information clarity, system
reliability, and ease of use being the most influential factors.

Table 4: Regression Analysis

Predictor Beta (B) t-value p-value
Usability 0.18 2.28 0.02
Information Quality 0.26 3.45 0.001
Visual Design 0.15 2.03 0.04
Security 0.17 2.39 0.02
Reliability 0.22 3.05 0.003

Output: SPSS

The regression coefficient table 4 shows that all five predictors are
statistically significant, each with p-values below 0.05, indicating they all have
meaningful positive effects on customer satisfaction. Information Quality (f =0.26)
is the strongest predictor, showing that customers value clear, accurate, and
complete product information when shopping online. This confirms the central role
of information clarity in online purchase decisions. Reliability (B = 0.22) is the
second most influential factor, indicating that consistent website performance—tast
loading, error-free transactions, and dependable functionality—strongly enhances

customer satisfaction. Usability (B = 0.18) also has a significant impact, meaning
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that simple navigation, easy access to information, and user-friendly layout
contribute positively to satisfaction. Security (B = 0.17) is another significant
predictor, highlighting that customers feel more satisfied when they perceive the
website as safe for entering personal and financial information. Visual Design (f =
0.15), though the weakest among the predictors, is still statistically significant. This
indicates that aesthetic aspects such as layout, colours, and visual appeal add value
and improve the overall shopping experience. The regression results demonstrate
that all five website quality dimensions—Usability, Information Quality, Visual
Design, Security, and Reliability—significantly predict customer satisfaction when
Customer Service Responsiveness is excluded. Functional factors such as
information quality, reliability, and usability emerge as the strongest contributors,
while visual design and security also play important supporting roles. These
findings emphasize that for e-commerce websites to maximize customer
satisfaction, they must focus on clarity of information, consistent system
performance, ease of use, and secure transactions, while maintaining an appealing
and well-designed interface.
Table 5: Model summary

R R? Adjusted R?

0.80 0.64 0.62
Output: SPSS

The table 5 model summary indicates a strong relationship between the five
website quality factors and customer satisfaction. An R-value of 0.80 shows a high
degree of association. The R? value of 0.64 means that 64% of the variance in
customer satisfaction is explained by the five predictors: Usability, Information
Quality, Visual Design, Security, and Reliability. The Adjusted R? value of 0.62

confirms the model’s robustness when adjusting for the number of predictors.
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Table 6: Hypothesis testing

Hypothesis | Hypothesis Statement Regression | p- Decision
value
H1 Website usability has a positive | f=0.18 | 0.02 | Supported
and significant effect on customer
satisfaction.

H2 Information quality has a positive | f=0.26 |0.001 | Supported
and significant effect on customer
satisfaction.

H3 Visual design has a positive and | =0.15 | 0.04 | Supported
significant effect on customer
satisfaction.

H4 Website security has a positiveand | f=0.17 | 0.02 | Supported
significant effect on customer
satisfaction.

H5 Website reliability has a positive | f=0.22 |0.003 | Supported
and significant effect on customer
satisfaction.

Output: SPSS

The table 6 indicate that all five hypotheses (H1-HS5) are supported. Each

website quality factor—usability, information quality, visual design, security, and
reliability—shows a positive and statistically significant effect on customer
satisfaction (p < 0.05). Among these, information quality and reliability are the
strongest predictors, followed by usability, security, and visual design. This
confirms that both functional and aesthetic components of website quality
contribute meaningfully to enhancing customer satisfaction in online shopping.

Implications and Suggestions

The study contributes to the growing body of literature on online consumer
behaviour by empirically confirming the significant role of website quality in
shaping customer satisfaction. For managers and online retailers, the results
underscore the need to invest strategically in website quality enhancements. Since

information quality and reliability were the strongest predictors of satisfaction,
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businesses should prioritize improving product accuracy, transparency, and
technical performance. Enhancing usability and security can further encourage
customer trust, reduce hesitation, and increase repeat purchases. The findings also
highlight the importance of adopting user-centred website design practices and
using analytics to monitor customer behaviour, allowing platforms to make data-
driven improvements. Overall, the study provides clear insights that can help e-
commerce businesses in Kerala gain a competitive advantage in a rapidly growing
digital marketplace. The results also hold relevance for policymakers involved in
digital commerce, consumer protection, and online market regulation. Ensuring
secure payment environments, encouraging transparency in product descriptions,
and promoting ethical practices in online transactions can contribute to a safer and
more reliable e-commerce ecosystem. Additionally, initiatives that promote digital
literacy among consumers may increase user confidence and reduce the risks
associated with online shopping.

Based on the analysis and findings, several practical suggestions can be
offered to e-commerce platforms. First, online retailers should prioritize enhancing
information quality by providing detailed, accurate product descriptions, high-
resolution images, customer reviews, and clear size/fit information. This will help
reduce uncertainty and strengthen consumer confidence. Second, companies should
improve website reliability by ensuring fast loading pages, uninterrupted
functionality, and error-free transactions. Regular technical maintenance and speed
optimization should be undertaken to maintain system stability. Third, usability
improvements such as simplifying navigation menus, improving search filters, and
offering intuitive layouts can further enhance the user experience. Fourth, e-
commerce platforms should continue to strengthen security measures, including
secure payment gateways, privacy protection features, and visible trust indicators,
to reassure customers during transactions. Finally, while visual design has a

comparatively lower influence, platforms should still invest in clean, modern, and
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aesthetically appealing layouts, as visual appeal contributes to overall satisfaction
and brand perception.
Conclusion

The present study examined the effect of website quality factors—usability,
information quality, visual design, security, and reliability—on customer
satisfaction in online shopping among consumers in Kerala. Based on the responses
from 100 online shoppers and the results of correlation and regression analyses, the
study established that all five website quality dimensions have a positive and
significant impact on customer satisfaction. Among these predictors, information
quality emerged as the strongest determinant, highlighting the importance of clear,
complete, and accurate product information. Reliability and usability also played
major roles, indicating that consumers expect websites to function consistently and
provide a smooth browsing experience. Security and visual design, while
comparatively less influential, were still significant contributors to satisfaction,
confirming that both functional and aesthetic elements are essential in shaping
online shopping experiences. Overall, the findings emphasize that website quality
is a critical driver of satisfaction and is central to enhancing the digital shopping
environment in Kerala. The study is limited by its sample size of 100 respondents
and its focus on online shoppers in Kerala, which may restrict the generalizability
of the findings. The study also relied on self-reported data, which may involve
personal biases. Future research can expand the sample across multiple states or
countries, include additional website quality dimensions such as personalization or
mobile interface experience, and use advanced analytical techniques to gain deeper
insights into online consumer behaviour.
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