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ABSTRACT

The objective of this study was to determine the relationships of the e-service quality
NetQUAL dimensions that are ease-of-use, reliability, and security on customer
satisfaction towards the online shopping. Fulltime undergrads students in Universiti
Teknologi Mara Cawangan Pulau Pinang were used as respondents for this study. A field
survey was conducted to determine the influence of ease-of-use, reliability, security on
customer satisfaction. A total of 200 questionnaires were distributed to the customers and
103 were usable for data analyses. Demographic background was analyzed using
Frequency Analysis. Descriptive Analysis was applied on the main variables of the study.
Using Reliability Analysis, all items in the survey were found to be reliable. Pearson
Correlation Analysis showed that all independent variables (ease- of-use, reliability, and
security) were positively correlated with the dependent variable (customer satisfaction).
Multiple Regression Analysis result showed that reliability was the strongest variable for

measuring customer satisfaction in this study, followed by ease-of-use and security.
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