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Abstract: Digital B2B Agri-input platforms are transforming procurement and
market access in rural India, yet sustained usage remains limited after initial
adoption. This study examines post-adoption customer disengagement in a rural-
focused digital agri-input platform using an exploratory qualitative design based
on 60 semi-structured interviews and an extensive literature review. The findings
show that disengagement is a cumulative outcome driven by price sensitivity,
delivery delays, credit rigidity, minimum order quantity constraints, and trust-
based local relationships. The study proposes a Retention-First conceptual
framework linking behavioural expectations with operational execution,
contributing to digital agriculture literature and offering practical insights for
improving customer retention and platform sustainability.
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