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ABSTRACT 

 

This study explains the factors affecting customer satisfaction in online shopping 

among urban citizens in Malaysia. Generally, the quality of online shopping usually 

depends on the satisfaction of the customers during their purchasing. The present 

study explains how happy consumers are with online shopping can be affected by 

many determinants, which are product variety, information quality, website design 

and delivery services. The data was taken from people who live in urban area and had 

experience in online shopping by distribution of questionnaire. The sample of 

respondents used in this study came from purposive sampling. Furthermore, the data 

were collected only once a time during the study, the data then will be processed 

through Statistical Package for the Social Science (SPSS) Version 21 software, and 

then numerous tests can be processed. Next, the result gathered will be analysed and 

lastly, the researcher conclude the study that product variety, information quality and 

delivery service positively related with customer satisfaction while website design 

does not related with customer satisfaction in online shopping among urban citizens in 

Malaysia. 

  



iv 

 ACKNOWLEDGEMENT

Assalammualaikum W.B.T. 

First of all, I would like thanking to Allah with the grace and consent of His until I 

could complete this project paper according to the given period and submit it exactly 

on the date of the scheduled submission on July 2020. Moreover, I would like to 

express my sincere appreciation and my honest gratitude to my beloved advisor, 

Madam Nor Azmawati Binti Husain and my second examiner, Madam Nurul Azlinda 

binti Chek Talib who has supported and give me guidance in completing my project 

paper. The guidance has helped me a lot during writing my project paper. These 

remarks also dedicated to my beloved parents who are always give their never-ending 

support and advice for me to complete my degree’s research. Thus, I would be 

thankful to my colleagues and friends that have helped me directly nor indirectly 

throughout the completion of my project paper. Furthermore, do not forget to all the 

respondents that been contributed to this research and have spent their valuable time 

in answering the survey. Lastly, the guidance from all parties I gathered will be 

appreciated because without the help and support from them, this project paper could 

not be completed. Thank you.  

User
Cross-Out



v 
 

TABLE OF CONTENTS 

 

PAGES 

 AUTHOR’S DECLARATION      ii 

 ABSTRACT         iii 

ACKNOWLEDMENT       iv 

 TABLE OF CONTENTS       v 

 LIST OF TABLES        viii 

LIST OF FIGURES        ix 

 

 CHAPTER 1- INTRODUCTION       

  1.1 Introduction       1 

  1.2 Background of the Study      1 

  1.3 Problem Statement      3 

  1.4 Research Question      6 

  1.5 Research Objective      6 

  1.6 Scope of Study       7 

  1.7 Significant of Study      8 

  1.8 Definition of Key Terms      9 

  1.9 Conclusion       10 

    

 CHAPTER 2 – LITERATURE REVIEW      

  2.1 Introduction       11 

2.2 Literature Review  

 2.2.1 Customer Satisfaction     11 

 2.2.2 Product Variety      13 

 2.2.3 Information Quality     14 



vi 
 

 2.2.4 Website Design      15 

 2.2.5 Delivery Service     16
  

  2.3 Development of Research Framework    18 

  2.4 Hypothesis Development       19 

  2.5 Conclusion       19 

CHAPTER 3 – RESEARCH METHODOLOGY     

  3.1 Introduction       20 

3.2 Research Design       20 

  3.3 Population and Sample Size     21 

  3.4 Data Collection Method  

   3.4.1 Primary data      22 

   3.4.2 Secondary data      22 

  3.5 Variables and Measures      23 

  3.6 Reliability Analysis      24 

3.7 Procedure for Data Analysis 

 3.7.1 Descriptive analysis     24 

 3.7.2 Hypothesis testing     25 

3.8 Conclusion       26 

 

 CHAPTER 4 – DATA ANALYSIS       

  4.1 Introduction       27 

4.2 Profile of Respondents      27 

  4.3 Reliability Analysis      29 

  4.4 Descriptive Analysis      30 

  4.5 Correlation Analysis      31 

  4.6 Multiple Regression Analysis     33 


	FACTORS AFFECTING CUSTOMER SATISFACTION IN ONLINE SHOPPING AMONG URBAN CITIZENS IN MALAYSIA
	AUTHOR’S DECLARATION
	ABSTRACT
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLES
	LIST OF FIGURES
	CHAPTER 1 INTRODUCTION
	1.1 INTRODUCTION
	1.2 BACKGROUND OF THE STUDY
	1.3 PROBLEM STATEMENT
	1.4 RESEARCH QUESTIONS
	1.5 RESEARCH OBJECTIVE
	1.6 SCOPE OF STUDY
	1.7 SIGNIFICANT OF STUDY
	1.8 DEFINITION OF KEY TERMS
	1.8.1 Online shopping
	1.8.2 Customer satisfaction
	1.8.3 Information quality
	1.8.4 Product variety:
	1.8.5 Delivery service:
	1.8.6 Website design
	1.8.7 Online purchase behavior

	1.9 CONCLUSION

	CHAPTER 2 LITERATURE REVIEW
	2.1 INTRODUCTION
	2.2. LITERATURE REVIEW
	2.2.1 Customer satisfaction
	2.2.2 Product Variety
	2.2.3 Information quality
	2.2.4 Website design
	2.2.5 Delivery service

	2.3 DEVELOPMENT OF RESEARCH FRAMEWORK
	2.4 CONCLUSION

	CHAPTER 3 RESEARCH METHODOLOGY
	3.1 INTRODUCTION
	3.2 RESEARCH DESIGN
	3.3 POPULATION AND SAMPLE SIZE
	3.4 DATA COLLECTION METHOD
	3.4.1 Primary data
	3.4.2 Secondary data

	3.5 VARIABLES AND MEASURES
	3.6 RELIABILITY ANALYSIS
	3.7 PROCEDURE FOR DATA ANALYSIS
	3.7.1 Descriptive Analysis
	3.7.2 Hypothesis testing

	3.8 CONCLUSION

	CHAPTER 4 DATA ANALYSIS
	4.1 INTRODUCTION
	4.2 PROFILE OF RESPONDENTS
	4.3 RELIABILITY ANALYSIS
	4.4 DESCRIPTIVE ANALYSIS
	4.5 CORRELATION ANALYSIS
	4.6 REGRESSIONS ANALYSIS
	4.7 DISCUSSION
	4.8 CONCLUSION

	CHAPTER 5 CONCLUSION AND RECOMMENDATION
	5.1 INTRODUCTION
	5.2 CONCLUSION
	5.3 RECOMMENDATION
	5.3.1 Product variety and customer satisfactio
	5.3.2 Information quality and satisfaction
	5.3.3 Delivery service and satisfaction

	5.4 DIRECTION FOR FUTURE STUDIES
	5.5 LIMITATION OF STUDY
	5.5.1 Respondent Cooperation
	5.5.2 Time Constraints
	5.5.3 Data Collection Method

	5.6 CONCLUSION
	5.7 REFERENCES
	5.8 APPENDICES
	5.8.1 Sample of questionnaire





