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ABSTRACT

Online shopping has become the norm and most people all over the world 

prefer to shop online Information Technology (IT) has changed the way most 

business unit .’egardless in puolic or private sector conduct their operations. 

Reduced costs and simplified processes are but simply some of the benefits being 

through improve technology usage. Online shopping initiatives are to ensure that 

the public servant or customer s purchasing process become easier, reduce 

unnecessary inconvenience matters like traffic jams, parking space and in line 

with the development of the nation. I towever. there are risks that need to be 

awared by those online shoppers that may lead to their satisfaction on purchasing 

online. The satisfaction also will become the factor whether these shoppers will in 

future intent to repurchase or revisit the online shopping websites.
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CHAPTER 1: IM RODl C HON

I his proposal is io s ii<ly about the online shopping and its risk, satisfaction and intention to 

purchase among the pub in servant in f und and Survey Samarahan Divison and SALCRA. We 

often heard of people talking about online shopping and the online service quality. but some of 

them might nol know what the risk when doing online shopping and do such behavior will alTect 

ihe r performance. fhcrcforc it is understandable why there have been numerous studies carried 

out in this area I he study intend to examine the online shopping behavior among the 

government workers, nsx dur.ng online purchasing. satisfaction and the suggestion on how to 

enhance the sccuriiy of shopping online. J he scope of the proposal also covers the approach to 

research and insitunicuis used to obtain the required information.

1.1 BACKGROUND

Online shopping also known as internet marketing, electronic marketing, online purchasing 

or internet buying. Online shopping car. be defined as the process of purchasing goods and 

services over the iniemei. Online shopping describes the process of consumer buying goods 

and services over the internet. Nowadays online shopping has become the norm and most 

people all over tnc world prefer to shop online.

Online shopping has gained iis popularity mostly among the young generation and working 

adult especially. I he group of generalion has been exposed to the advance technology where
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• CHAPTER 2: I.H ERATURE REVIEW

Numerous sUicks have been carried out in various sectors Io look into oniinc shopping behavior, 

puiehasc intent. sati<aulion .mil how to enhance the security of online shopping.

2.1 ONLINE SHOWING IN GENERAL

hi online shopping cantcxl. shoppers eva.uate their shopping experiences in leans of their 

peicepcion regarding product information, torn) of puyir.cni, delivery terms, service offered, risk, 

security, privacy, nnvigaftm. enteilainmcr.i and enjoyment {Brukc. 2002. pl I: Monsuwc cl al.. 

26(14.p>‘>). 1 he more the consumer consume online, the more experience they will obtain and 

Ihe more satisfied they are will- iheir pasi online transactional experiences, this situation also 

will lead to the higher umoirv. ihey purchased oniinc and the more likely they arc make repeat 

purchases (Park and Jun. aOOV p43; Brown ct al.. 200 pS) satisfactory experiences also could 

improve consumers perceptions of usefulness, case of use and enjoyment and decrease the 

perceived risk associated with online shopping when consumers gel experience with the internet, 

they adjust Iheir perception cf it us a shopping medium in a positive direction (Monsuwe et aL, 

2604. p.39).


