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ABSTRACT

E-shopping has continued to become a shopping trend because of the internet
accessibility. E-shopping has seen massive growths in recent years for many
reasons. The convenience of online shopping has affected Malaysia’s
consumers as evidenced from the increment of 13.36 million users in 2016 to
15.18 million in 2017. Literature have shown that the majority of online
shoppers were university students because they are more technology oriented
and fashionably conscious. Hence, this study assessed the satisfaction of
online shoppers particularly among university students at UiTM Shah Alam
towards e-shopping nowadays. Quantitative techniques have been used in this
study in order to answer the objectives of this research. From a sample size of
400 students, the returned responses were 381 or. 95.3%. The findings
revealed that the factors influencing satisfaction towards e-shopping were
website design, delivery, security and product variety. The implications from
this study show that online shopping will continue to be popular among the
younger set.



v

ACKNOWLEDGEMENT

Alhamdulillah, my gratefulness to Allah S.W.T. for giving me the strength and
dedication to complete this dissertation on time. Firstly, I would like to express
my deep gratitude to my supervisor, Professor Dr. Hjh. Rugayah Hashim for
her patience, guidance, enthusiastic encouragement and proactive critiques of
this research work. She has given her full commitment to me to complete this
dissertation.

Also, I would like to acknowledge my parents and the rest of my family
members for their support, advice and encouragement during the completion of
this dissertation. Without their support, I wouldn’t be able to complete my
studies.

Finally, I would like to express my appreciation to my classmates and friends.
Without their suggestions, comments, ideas and information sharing, I would
not have been able to successfully complete the dissertation.



vi

TABLE OF CONTENTS

Page

EXAMINATION CERTIFICATE ii

AUTHOR’S DECLARATION i

ABSTRACT iv

ACKNOWLEDGEMENT v

TABLE OF CONTENTS vi

LIST OF TABLES vii

LIST OF FIGURES x

LIST OF ABBREVIATIONS xi

CHAPTER ONE: INTRODUCTION 1

1.1 Background of Study 1

1.2 Problem Statement 7

1.3 Research Questions 9

1.4 Research Objectives 9

1.5 Scope of the Study 10

1.6 Significance of the Study 10

1.7 Definition of Terms 11

1.8 Summary 14

CHAPTER TWO: LITERATURE REVIEW 16

2.1 Introduction 16

2.2 Customer Satisfaction among University Students towards E-Shopping 16

2.3 Factors that Assessing Satisfaction among University Students towards 19
E-Shopping in UiTM Shah Alam

2.3.1 Website Design 19

2.3.2 Delivery 20

2.3.3 Security 20



1

CHAPTER ONE

INTRODUCTION

The study was focussing on satisfaction towards e-shopping among

university students in UiTM Shah Alam. The researcher in this study was

Nurul Aimie Binti Kamarudzaman which is Executive Master in

Administrative Science (EMAS) students who responsible towards this study.

By according to Rahman (2013), e-shopping refers to an online version of

transaction process whereby the consumers purchase goods and services via

online. Thus, this study was concerned about factors that influencing

satisfaction towards e-shopping among university students in UiTM Shah

Alam. In addition, this chapter explains about background of study, problem

statements, research questions, research objectives, scope of study,

significance of the study and definition of the key terms that related with this

research.

1.1 Background of study

E-shopping has grown popularity in recent years, mainly because of

convenient and easy to negotiate from home, office, college and anywhere.

Increasing of the globalization towards all countries lead to the customers

become more trend-conscious (Rama & Chandra, 2016). It means that people

tend to influence towards any trend that arise which give benefits towards

them in their daily life. The emergence of Internet in Malaysia and around the

world give impact towards existing of the online business or e-shopping as a

platform for business. According to Leiner, Cerf, Clark, Kahn, Kleinrock,

Lynch, Postel, Roberts and Wolff (1997), Internet is a mechanism for

disseminating the information and tool for connecting millions of people with

their electronic devices from any geographic location. That means the internet

become popular in accessing information about any related topic pertaining to

public, private institutions, business, academic, government networks which

from local to global scope. Today, internet become a powerful weapon for the

online business to make advertisement, marketing and promotion towards their

products and services which in the process to attract more online shoppers or

consumer (Manju, 2016).




