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ABSTRACT 

 

 

 

 The era of new technology, online shopping is the common activity that all 

the people will do and shop on it.  Consumers can shop everything in online store 

such as electrical appliances, essential products, mobile and gadgets and more.  With 

the change of the technology, consumer have changed their traditional shopping 

pattern to online shopping pattern, and this cause increasing of the seller to change 

their business online, from the chain store to small individual business.  Smartphone 

is a common gadget that all of us are needed in this world, all the seller of 

smartphone will find their way to sell their smartphone and it has increased the 

amount of online seller.  To stand out, it is useful for sellers to find out what factors 

affect consumer behaviour towards buying smartphone via online shopping websites.  

There were three objectives in the study: (1) to determine the factors that affecting 

the consumer behaviour towards buying smartphone via online shopping websites in 

Kuala Lumpur, Malaysia, (2) to analyse the relationship between factors that affect 

the consumer behaviour towards purchasing of smartphone via online shopping 

websites, and (3) to investigate the most influential factors affecting consumer 

behaviour towards buying smartphone via online shopping websites in Kuala 

Lumpur, Malaysia.  Moreover, a survey was conducted to 150 respondents that stay 

in the Kuala Lumpur area which were Kuala Lumpur City Centre and Bukit Bintang.  

The replies have been analysed by means of frequency distribution, average and 

chart analysis.  From the result, all the four factors such as convenience and save 

time, pricing, reference group and product selection were showed influence 

significantly to the dependent variable.  Thus, convenience and save time is the most 

influential factor that affecting the consumer behaviour towards buying smartphone 

via online shopping websites. 
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ABSTRAK 

 

 

 

 Dalam era yang maju, membeli-belah dalam talian menjadi biasa kepada para 

pelanggan dalam dunia ini dan mereka akan menggunakan faedah tersebut dengan 

baik.  Para pelanggan dapat membeli pelbagai barangan dalam talian seperti barang-

barang elektrik, barangan keperluan, telephone pintar dan lain-lain.  Pengguna 

memilih membeli-belah dalam talian yang merupakan saluran membeli-belah lain 

yang lebih mudah dan nyata daripada pola membeli-belah tradisional, dan ini juga 

menarik lebih ramai orang menjual produk dalam talian, dari kedai rantaian kepada 

perniagaan individu kecil.  Telefon pintar adalah alat yang biasa untuk semua orang 

di dunia ini, ini menyebabkan kedai-kedai yang menjual telefon pintar akan mencari 

jalan untuk menjualkan telefon pintar tersebut dalam pasaran, dan ini telah 

meningkat banyak penjual menjualkan alat-alat tersebut dalam talian.  Selain itu, 

terdapat tiga objektif dalam kajian ini: (1) untuk mengenal pasti faktor-faktor yang 

mempengaruhi pelanggan untuk membeli telefon bimbit dalam talian di Kuala 

Lumpur, Malaysia, (2) untuk menganalisis faktor-faktor ada hubungan dengan 

pelanggan untuk membeli telefon pintar dalam talian, dan (3) untuk mengenal pasti 

faktor yang paling mempengaruhi pelanggan untuk membeli telefon pintar dalam 

talian.  Untuk tujuan ini, satu kajian yang telah dijalankan dan 150 soal selidik telah 

diedarkan di kalangan pelanggan yang berbeza dan orang awam di kawasan Kuala 

Lumpur iaitu Kuala Lumpur City Centre dan Bukit Bintang. Keputusan telah 

dianalisis dengan menggunakan taburan kekerapan, purata dan analisis carta.  Dalam 

keputusan tersebut menunjukkan empat faktor yang dikajikan oleh pengaji iaitu 

kemudahan dan mejimatkan masa, harga, kumpulan rujukan, dan pelbagai pilihan 

produk akan mempengaruhi para pelanggan untuk membeli telefon pintar secara 

talian.  Akhirnya, kemudahan dan menjimatkan masa adalah faktor yang paling 

mempengaruhi pelanggan untuk membeli telefon pintar dalam talian. 
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CHAPTER 1 

 

 

 

INTRODUCTION 

 

 

 

1.1  BACKGROUND OF STUDY 

 

Nowadays, technology is a main component that is playing important role in 

all the sector in the world.  For example, all of us can see that different between past 

generation which is the people doing their business from shop to the customer but 

with the rapidly change in technology people can just do their business with one 

click of button that customer will do so to buy their products.  Therefore, all the 

people can run their business easily through internet nowadays which produce win-

win situation between customers and bosses.  The fundamental change occurs will 

always give the positive benefit to all the customers in the market (Boritz, 2009). 

 

According to The Internet World Stats (2018) shows that the number of the 

internet users is more than four billion in 2017, and it is growth 577 per cent 

compared to number of internet users in 2000.  With the increasing number of the 

internet users, most of the retailer or company will use the online shopping method 

to sell their product into the market.  Therefore, the traditional business method had 

been transformed to the online shopping nowadays (Bourlakis et al, 2008). 

 Besides, all the electronic products in this world are affected by the 

technology that changing day by day especially smartphone.  This is because when 

the technology is changing, the company which is producing smartphone will also 

keep changing as well.  Therefore, to avoid get any loss in the market and gain more 

revenue in the market, smartphone company will sell their products by using online 
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marketing which can help them to gain more market share and gain different type of 

the customer in this world. 

 

 Moreover, as we know that there are many products that can be found in the 

online store which are electronic products, shirts and pants, stationery, home 

appliance etc.  Although, all the product that can be found in the online store 

nowadays, but 52% of consumers would like to buy the electronic products 

especially smartphone in physical store after research have be done online (PwC 

2016).  Not only that most of the consumer electronics think that products which are 

complex and expensive need personal examine before purchase it (Kim and Forsythe 

2010). 

 

 In this final year project is about the factor affecting consumer’s behavior 

towards buying smartphone via online store.  From this statement shows that 

consumer can buy the smartphone everywhere in the market such as physical store 

but some of the factors that have be influenced the consumer behavior to buy the 

smartphone through online store.  At the end of the research, the factors will be 

shown very clear to notice that which factors are affecting the consumer’s behavior 

on buying smartphone via e-commerce platform. 
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1.2   RESEARCH PROBLEM 

 

In this technology era, there are a lot of mobile companies that compete 

between each other to gain more market share in this market.  For example, before 

this Apple is the leading company of smartphone in this world, yet, in this 

competitive market many of the company such as Samsung, Huawei, Xiaomi, Oppo, 

and Vivo keep innovate the new smartphone that can be sell in the market.  

Therefore, online marketing is one of the powerful tools for them sell their products 

to the market.  

  

In addition, in this competitive environment in market, marketers need to 

understand and know more details about the consumer behaviour in the field of 

online marketing.  According to Umar et al., (2011), marketers are important to 

identify and analyze the factors that can be influenced the customers buying their 

products online in order to catch the consumer’s demand.  Moreover, nowadays 

many companies like to create business opportunities on the internet instead of doing 

their business in physical store, so, to meet the consumer’s behaviour is the main key 

to achieve successful in the market (Hartley, 2016). 

 

Besides, all the people in this world would like to have their leisure time in 

their part of the life such as shopping during free time, watching movie, having meal 

with friend and family etc.  However, the working environment has force them to 

work under the stress and always face the overload work problem and cause them to 

do not have any free time for doing their own business.  According to Tina Hamilton 

(2017) president of myHR Partner, when organization overwork their employees, it 

will take away their time with friends, families, and their own personal activities to 

only give all their time to organization.  Furthermore, overwork will also cause 

mentally and physically problem, and at last the employees will just quit the job.  

Therefore, this will cause the consumer has no time for shopping. 

 

Moreover, different company have their different own price list for all their 

products, some of them are willing to set their price cheaper than the other to gain 

some market share and attract more customers to buy their product.  According to 
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Susan (2018), online retailer setting a low initial price for goods and services via 

online shopping websites can immediately get attention from the other to your 

business among other competitors.  In the study that carried out in France, India, and 

USA show that customers will do comparison price through websites before buying 

online or offline (Bughin et al, 2011).  Customer will always shop smart before they 

want to purchase a product in the market, which product is cheapest, he or she will 

automatically prefer on the cheapest product.  So that, the reason for the buyers to 

shop online is to save money which can buy with cheaper price via online retailers 

compare to physical store (Eleanor Ross, 2016). 

 

At last, buying smartphone or online shopping is one of the risk activities in 

e-market place (Almousa, 2011).  This is because consumer can only look the 

products on their technology gadget such as laptop or mobile phone and they do not 

ever touch the product before they purchase on it.  So, most of the customer will 

worried about the product might look exactly what was displayed in the website in 

term of outlook, shape, and color (Dai et al., 2014).  For example, if a customer 

wants to buy a smartphone in online store but the smartphone in the bad condition, 

the online shopper will face the monetary loss due to unsatisfying product and need 

to pay the higher price to the not being worth product (Featherman and Pavlou, 

2003).  Thus, customers will might feel some risk when they want to shop online in 

the future. 
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1.3   RESEARCH QUESTIONS 

 

The question to be done is based on the research objectives: 

1. What are the factors that affecting the consumer behaviour towards buying 

smartphone via online shopping websites in Kuala Lumpur, Malaysia? 

2. Is there any relationship between factors that affect the consumer behaviour 

towards purchasing of smartphone via online shopping websites?  

3. Which is the most influential factor that affecting consumer behavior towards 

buying smartphone via online shopping websites in Kuala Lumpur, Malaysia? 

 

 

1.4   RESEARCH OBJECTIVES 

 

Smartphone become an essential product to all the people nowadays.  The 

smartphone company not only sell their products in the physical stores they also sell 

their product via online marketing.  Therefore, this study is carried out to find out the 

factor affecting consumer’s behavior towards buying smartphone via online 

marketing in East Coast Malaysia. 

1. To determine the factors that affecting the consumer behaviour towards 

buying smartphone via online shopping websites in Kuala Lumpur, Malaysia.  

2. To analyse the relationship between factors that affect the consumer 

behaviour towards purchasing of smartphone via online shopping websites.  

3. To investigate the most influential factors affecting consumer behaviour 

towards buying smartphone via online shopping websites in Kuala Lumpur, 

Malaysia. 
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1.5   SCOPE AND LIMITATION OF STUDY 

 

The research is focused on the factors affecting consumer behaviour towards 

buying smartphone via online shopping websites in Kuala Lumpur, Malaysia.  The 

area that be chosen to collect the data and do the research is Bukit Bintang and Kuala 

Lumpur City Centre.  It is because both areas are the famous destinations to the 

public and citizens who are living in the Kuala Lumpur always spend about 53 

minutes to stuck in the traffic congestion Boston Consulting Group (BCG) (2018).  

The respondent is aimed on the age between 20 years old and above with the 

experience of buying smartphone via online are acceptable. 

 

 In this research, there are some several limitations appear during doing the 

research.  The first limitation was time.  The research is given insufficient time to 

conduct the data collection with the large amount of the respondents.  Besides, the 

language that used in the questionnaire only designed in English version.  It may 

cause some time delay during answer the questionnaire because some of the 

respondents unfamiliar with the meaning of the questions. 

 

 Moreover, geographical factor also one of the limitations in this research.  

This is because the survey is going to conduct in Kuala Lumpur.  Therefore, the 

survey will be limited, and the data can be done in these places only. 

 

 In addition, to access the secondary information in this study also one of the 

problems that must be faced.  This is because all the secondary information such as 

journal, case study, and article need to pay for the full review.  Therefore, this is the 

problem that all the researcher will be faced. 
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1.6   SIGNIFICANT OF STUDY 

 

Basically, this research is about identify the factor that affecting consumer 

behaviour towards buying smartphone via online shopping websites in Kuala 

Lumpur, Malaysia.  There are four factors that researcher want to study in this 

research such as convenience and save time, pricing, reference group, and product 

selection.  This research will be able to understand how the variables influence the 

consumer behaviour towards buying smartphone via online shopping websites.  

Besides, the result of this study can identify the most influential factor that affecting 

the consumer behaviour buying their smartphone via online shopping websites.  For 

this research, researcher is recommended to online seller and some mobile 

organizations.  However, there are some challenging that must be faced by them 

such as changing in life cycle, innovation of the technology and changing pace of 

technology.  Therefore, researcher want to find more information and knowledge 

about the consumer behaviour and how to track their behavior.  Finally, the online 

seller and the related organizations may need to know more about the consumer 

behaviour because they can convert this challenging into profit to their company and 

this also can be a good way to attract more potential customer in future.  

 

 

 

1.7   SUMMARY 

 

 This chapter is structures as introduction of the whole research.  It introduced 

the topic of the study including the background of study, research problem, the 

research questions and research objectives, scope of limitation of study, and the 

implication of study.  In the following chapter which is chapter two will conducting 

the literature review which find the previous study to justify the evidence of this 

research. 
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CHAPTER 2 

 

 

 

LITERATURE REVIEW 

 

 

 

2.1  INTRODUCTION 

 

In this chapter is to create an understanding information and knowledge for 

the present study by using the previous case study, journal, and article as the 

references.  For the main purpose of this study is to examine the factor affecting the 

consumer’s behaviour towards buying smartphone via e-commerce, so, to investigate 

this issue, the main factors are from the consumer behaviour.  However, through 

literature review researchers will find more valid argument, providing more evidence 

about the factors of the consumer behaviour that have already done by the previous 

researchers.  Besides, this chapter also will show the relationship between the 

independent variables and dependent variables in the theoretical framework and at 

the end of the chapter the hypothesis will be formulated and specified as well. 

 

 

 

 

 

 


