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AIJSTl{ACT 

With the development of Internet, e-commerce is developing rapidly in Malaysia 

as a new way for onlinc business transaction. Therefore, it is important for this research 

paper to ident ify the determinants of consumer satisfaction towards e-commerce for 

among government servant in Hospital Seberang Jaya, Pulau Pinang. A total of I IO e­

commerce users had participated in this research. The findings revealed that website 

design, payment method, information quality, security and privacy are positively related 

to customer satisfaction towards e-commerce among government servant in Hospital 

Seberang Jaya, Pulau Pinang. Data are gathered through survey among the government 

servant in Hospital Seberang Jaya, Pulau Pinang which has experience in e-commerce. 
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I NTRODIJ('Tl()N 

Background of the Stud y 

The literature provides numerous terms to describe the use of information 

commw1ication technologies in the conducting of business transactions. These terms 

include electronic commerce (ecommerce), electronic business (e-business) and the 

electronic economy (e-economy) (Hartman, Sifonis & Kador, 1999; Kalakota & 

Robinson, 1999). The term, however, that is used most frequently in the press and 

academic literature is that of ecommerce (Bauer & Glasson, 1999). Bauer & Glasson 

(1999) describe e-commerce as "the general term for the buying and selling of 

information, products and services with the assistance of computer and 

telecommunication networks that use Internet technology". According to Hartman et 

al. (1999), ecommerce focuses on individual business transactions, including 

business-to-business and business-to consumer transactions, which use the Internet as 

a medium of exchange. Han & Noh (1999), define ecommerce as "the processes of 

sharing business information, maintaining business relationships, and conducting 

transactions by means of telecommunication networks". 

Nowadays Internet has been vital part of our daily life. Internet shopping 

statuses are different from traditional shopping, first customers cannot see front-line 

employees, products and store environment. Second, each online shopping consists of 

a Jot of third parties for payment processes. Third, trusts have an important role in 

acceptance of Internet shopping. Trust is a critical factor in every relationship and 
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prerequisite o f each contract (f3 . Jin and J. Yong Park, 2008), so we have di fferent 

cha llenges for e-commerce. 

Customer satisfaction is clcfi11ccl as the number o f customers o r percentage of 

total customers, whose reported ex perience with a firm , its products, or its services 

(ratings) exceeds specified satis faction goals. (John and Joby, 2003). Customer 

satisfaction is related with the service quality which means that if the quality of the 

service provided by the company is good and fulfill s what are the customer 

Perception and expectation will leads to the higher customer satisfaction . Therefore, 

this paper was conducted to study the relationships between e-commerce and 

customer satisfaction among the government servant in Hospital Seberang Jaya, Pulau 

Pinang. 
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