
C U S T O M E R SATISFACTION AND L O Y A L T Y TOWARDS 

ONLINE SHOPPING; 

A S U R V E Y OF ONLINE SHOPPING VIA SOCIAL 

N E T W O R K AMONG PUBLICS 

NORSYAMIMI AQILAH BTE ACHONG@ASMAT 

2010344865 

BACHELOR OF BUSINESS ADMINISTRATION WITH 
HONOURS (MARKETING) 

F A C U L T Y OF BUSINESS MANAGEMENT 
UNIVERSITI T E K N O L O G I MARA 

KOTA KINABALU 

J U L Y 2013 

( i ) 



Acknowledgements 

Alhamdulillah praised to Allah for giving me the strength to complete this study. It gives 

me a great pleasure to extend my sincere gratitude for the help I received to complete this project 

either direct or indirectly. I would like to Thank God for his divine strength along the process of 

this study. 

My sincere thanks go to my advisor Madam Cynthia Robert Dawayan for her unreserved 

assistance, suggestions and guidance in completing this study. Part from that, I would like to 

express my gratitude to my parent for their continuous support and encouragement and to all my 

friends and others for their moral support and also cooperation while I am doing this study. My 

thanks also go to the all who get involved direct or indirectly in completing the research survey 

questionnaire. Many thanks also to who have spared their valuable time for personal interview 

and answering my online questionnaire. 

Finally, I would like to thank for those who are made a contribution until I finished this 

project paper. May God repay all of your kindness and cooperation while helping me in 

completing this project paper, thank you. 

( i v ) 



Abstract 

As the modern era change the lifestyle very fast, we tend to adopt with the current style 

and trend in suits ourselves with the lifestyle. As people getting busier day by day, they do not 

have much time to spare to do their routine such as shopping as there are many important things 

comes before shopping. Thus, online shopping replaces the traditional shopping method in order 

to complete their needs and wants. This research was held to determine customer satisfaction and 

loyalty towards online shopping via social network such as Facebook, Twitter and Blogs. 

Through all the questions and the survey about this study this research finally able to 

prove that customers might look into few factors before they decide to perform online shopping. 

This research also able to come out with factors that determine customer satisfaction and what 

drives them to come back for another purchase. Customers that satisfied tend to come back and 

shop with the same online store as they experience good core product and good services. 

This study focusing on three main factors in determining the customer satisfaction and 

loyalty while performing online shopping. The three factors such as quality of services, accuracy 

of information and price helps the researcher to find out more about customer opinion towards 

the online stores. Based on the finding, most of the respondents agreed that delivery time will 

affect their decision in purchasing online goods. Other than that, the lower the price the more 

attracted the respondents will come to do their shopping. 

Thus, this study showed that most of the respondents satisfy when the online stores able 

to serve them well by providing the accurate information, set lower price than the actual stores, 

deliver the goods on time as promised and able to handle customers' inquiries and complaint. 
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