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ABSTRACT

Cnline shopping has become the norm and most peaple all over the world
prefer to shop online  Information Technology {IT) has changed the way most
business umt regardless in punlic or private soctor conduct their operations.
Reduced costs and simplified processes are but simply some of the henefifs heing
through impove technology usage. Online shopping initiatives are to ensure that
the public servant or customer's purchasing process become easier, reduce
unnacessary inconvenience mallers like lraffic jams, parking space and in line
with the develapment of the nation. |{owever. there are risks that need to be
awared by thase anline shappers that may lead to their salisfaction on purchasing
online. The satistaction alsa will become the [acler whelher these shoppers will in

future intent 1o repurchaso or revisit the anline shopping websites.
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" CHIAI'TLR I INTRODUCTION

Ihis prapasal is 10 < kly about the online shepping and s riax, satisfaction and intention w
furchase amung the pubic servanl in Fand and Survey Santarahan ivison and SALCRA. We
wllen heard ol peaple zihing abow anlae shannmg sad the online serviee quslity, but some of
thurn might nal krow what the cisx when deing anlinz shopoing and do such behavior will alTecl
the'r parformencee . Therefore it is understandalile why there Eave been sumervuus studivs carried
aut i dhis arez The siidy intead @ examing the anline shapping behaviar among 1he
aovernmenl warhers, ris< duroag enline purchasing. satsbction and the soggestion vn b e
eahanie the securily ol shappicg anline.  [he scape of the pzoposal also eovers the approach 10

rescarch and insiramznt s aseed Iy obiain the reeuired intormat;on.

1.1 BACKGROUND

Online shappirg alw kerawn as ivterma markeling, clecironic marketing, anline purchasing
or internel huving. Unline shonping car be defined as tle process of purckasing goods and
services over Ui intemmiel. Orling shapping descrines 1a¢ progess of consumer buving goods
undl servives over the internel. Nawadays oling shapping has hecpme the norm and most

people all aver e warle prefer wa shon unline,

Online shoppirg s zaired us popuarily mastly among the young generation and working

adull especially . Tre aroup of generatian has been expasel 10 the advance fechnology where

1] aze



. CHAPTER 2: LI ERATURE REVIEW

Numerous stucics have been carrivd aut in vacious sectors (s laak inte online shopping behaviar,

puichase intent, satisaciion aml hosw i eehascee the security al pnline shopping.

2 ONLINE SHOPPING IN GENERAL

In online shopaing coniesl. shappers evaiate their <hopping experiences in lerms af their
prreeption regazding nracdoct inlormation, to:m of payneent, delivery terms. service oftered. risk,
seeurity, privacy. masizal o entertainmert sl enjovment {Bruke, 2002, pl1: Mansuwe <t al.,
04 030 The :narg the consumer cansurie pnling, the more eaperience they will ablain and
e twore satisfied ©cy are witl thuir pust anline tansaciiant] experiences. This sttuation alsa
will lead ta the higher eyt they purchased enline an:l the mare likely they ane make repeat
purchases (Fark aml Jun, =003, pdi: Brawe et al. 2008, p8) satisfactiory experivnces also could
improve consumers peccaptions af usetilncss. case ol use and enjoyment und decrease the
perceived risk assaciated with enline shipping when consumars yel experiencs with the internet,
thay adjust their pereeption <2 it as » shopplog medium in o positive dircetian (Mansuwe et al.,

2004, 393
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