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ABSTRACT 

 

 

 

This paper  aims to report the findings of an empirical study on the influences 

of website design towards customer satisfaction in online shopping. To understand the 

mechanism surrounding these transactions, this study was conducted to investigate the 

influences of websites design that affect customer satisfaction in online purchase. In 

this study include four independent variables, namely web design, security and 

privacy, usability and accessibility to measure the relationship towards customer 

satisfaction in online shopping. The data for this research was gathered using 

questionnaires from 152 respondents in Faculty of Information and Communication 

Technology (FTMK) at Technical University of Malaysia, Melaka (UTeM). The 

results indicate that the most influencing factor that affect customer satisfaction in 

online shopping is accessibility. The findings on this research will be as a benchmark 

for e-commerce organization in Malaysia to improve their online shopping website to 

retain and improve their customer satisfaction.  

 

Keywords: E-commerce, Online Shopping, Customer Satisfaction, Web Design, 

Security and Privacy, Usability, Accessibility 
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ABSTRAK 

 

 

 

Kertas kerja ini ini bertujuan untuk melaporkan hasil kajian empirikal 

mengenai pengaruh reka bentuk laman web terhadap kepuasan pelanggan dalam 

membeli-belah dalam talian. Untuk memahami mekanisme yang mengelilingi urus 

niaga ini, kajian ini dijalankan untuk menyiasat pengaruh reka bentuk laman web 

yang mempengaruhi kepuasan pelanggan dalam pembelian dalam talian. Dalam 

kajian ini, terdapat empat pembolehubah bebas iaitu reka bentuk web, keselamatan 

dan privasi, kebolehgunaan dan kebolehcapaian untuk mengukur hubungan terhadap 

kepuasan pelanggan dalam membeli-belah dalam talian. Data bagi kajian ini telah 

dikumpul menggunakan soal selidik dari 152 responden di Fakulti Teknologi 

Maklumat dan Komunikasi (FTMK) di Universiti Teknikal Malaysia, Melaka (UTeM). 

Hasilnya menunjukkan bahawa faktor yang paling mempengaruhi yang 

mempengaruhi kepuasan pelanggan dalam membeli-belah dalam talian adalah 

kebolehaksesan. Penemuan kajian ini akan menjadi penanda aras bagi organisasi e-

dagang di Malaysia untuk meningkatkan laman web membeli-belah dalam talian 

mereka untuk mengekalkan dan meningkatkan kepuasan pelanggan mereka. 

 

Kata kunci: E-dagang, Membeli-belah Dalam Talian, Kepuasan Pelanggan, Reka 

Bentuk Web, Keselamatan dan Privasi, Kebolehgunaan, Kebolehaksesan 

 

 

 

 

 



vii 
 

 

TABLE OF CONTENT 

CHAPTER TITLE PAGE 

   

 APPROVAL i 

 DECLARATION OF ORIGINAL WORK ii 

 DEDICATION iii 

 ACKNOWLEDGEMENT iv 

 ABSTRACT v 

 ABSTRAK vi 

 TABLE OF CONTENT xii 

 LIST OF TABLES xiv 

 LIST OF FIGURES xii 

 LIST OF ABBREVIATIONS xv 

 LIST OF APPENDICES xvi 

   

   

CHAPTER 1 INTRODUCTION  

    

 1.0 Introduction 1 

 1.1 Background of Study 1 

  1.1.1 

 

Information and Communication  

Technology Development in Malaysia 

3 

  1.1.2 The Importance of Website and E-commerce 5 

  1.1.3 Internet User in Malaysia  6 

  1.1.4 Malaysia Science and Technology Policy  7 

 1.2 Problem Statement  9 

 1.3 Research Question 10 

 1.4 Research Objective 11 



viii 
 

 1.5 Scope of Study 11 

 1.6 Significant of Study 12 

 1.7 Summary 13 

    

CHAPTER 2  LITERATURE REVIEW  

    

 2.0 Introduction  14 

 2.1 Indication of Websites 14 

 2.2 E-commerce Trends in Malaysia 17 

  2.2.1 Type of e-commerce  18 

 2.3 Features of Websites 22 

  2.3.1 Web Design  22 

  2.3.2 Security and Privacy 26 

  2.3.3 Usability 27 

  2.3.4 Accessibility  28 

 2.4 Customer Satisfaction  29 

 2.5  Summary of The Role of Website Functionality and 

Customer Satisfaction in Online Shopping  

30 

 2.6 Summary  32 

    

CHAPTER 3 RESEARCH METHODOLOGY  

    

 3.0 Introduction 33 

 3.1 Theoretical Framework 34 

  3.1.1 Hypothesis Testing 34 

 3.2 Research Design 36 

  3.2.1 Research Approach 37 

  3.2.2 Questionnaire Development  37 

  3.2.3 Operationalization Construct 39 

   3.2.3.1 Variables 40 



ix 
 

  3.2.4 Pilot Test  42 

 3.3 Data Collection 43 

  3.3.1 Sampling Technique 44 

  3.3.2 Sampling Size  45 

  3.3.3 Key Informants 47 

 3.4 Data Analysis 47 

  3.4.1 Descriptive Analysis 48 

  3.4.2 Reliability and Validity Analysis  49 

  3.4.3 Correlation Analysis 52 

  3.4.4 Multiple Linear Regression Analysis 52 

 3.5 Summary  54 

    

CHAPTER 4  DATA ANALYSIS  

    

 4.0 Introduction 56 

 4.1 Descriptive Analysis  57 

  4.1.1 Background of the Respondents 57 

   4.1.1.1 Respondents Gender and Age 

(Crosstab) 

57 

   4.1.1.2 Usage and Frequency of Using 

Online Shopping Websites 

(Crosstab) 

59 

   4.1.1.3 Time Spend on Online Shopping 

Websites 

60 

   4.1.1.4 Type of online Shopping Websites 

that are Frequently Visited 

61 

  4.1.2 Mean Score analysis for Variables 62 

   4.1.2.1 Mean Score of Web Design 62 

   4.1.2.2 Mean Score of Security and 

Privacy 

63 



x 
 

   4.1.2.3 Mean Score of Usability 64 

   4.1.2.4 Mean Score of Accessibility 66 

   4.1.2.5 Mean Score of Customer 

Satisfaction 

67 

 4.2 Reliability Analysis and Validity Test 68 

 4.3 Pearson Correlation Analysis 70 

  4.3.1 Web Design 70 

  4.3.2 Security and Privacy 71 

  4.3.3 Usability 72 

  4.3.4 Accessibility 73 

  4.3.5 Relationship between Independent Variable 

and Dependent Variable 

74 

 4.4 Inferential Statistic 75 

  4.4.1 Multiple Regression Analysis 75 

 4.5 Hypothesis Test 78 

 4.6 Summary 81 

    

CHAPTER 5  DISCUSSION, CONCLUSION AND 

RECOMMENDATION 

 

 

    

 5.0 Introduction 83 

 5.1 Discussion on Findings 84 

  5.1.1 Relationship Between Web Design and 

Customer Satisfaction 

85 

  5.1.2 Relationship Between Security and Privacy 

and Customer satisfaction 

85 

  5.1.3 Relationship Between Usability and 

Customer Satisfaction 

86 



xi 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

  5.1.4 Relationship Between Accessibility and 

Customer Satisfaction 

87 

 5.2 Significant Implication of the Research 88 

  5.2.1 Body of Knowledge  88 

  5.2.2 Managerial 89 

  5.2.3 Policy Makers 90 

 5.3 Limitation 91 

 5.4 Recommendation for The Future Research 91 

 5.5 Conclusion  9 

  REFERENCES 94 

  APPENDICES 97 



xii 
 

LIST OF TABLES 

 

TABLE TITLE PAGE 

   

2.1 Classifications of websites 16 

2.2 Table of E-Commerce Websites in Malaysia 18 

2.3 Website visual hierarchy 23 

2.4 Summary of The Role of Website Functionality 

towards Customer Satisfaction in Online Shopping 

31 

3.1 Operationalization of Construct 39 

3.2 The Variables 40 

3.3 Determining Sample Size of UTeM Students 

Population 

46 

3.4 Analysis Method 47 

3.5 Mean Score Table 48 

3.6 Reliability Analysis 49 

3.7 Validity Analysis 50 

3.8 Range of Pearson Correlation Coefficient 51 

3.9 A Level of Relationship Strength 52 

3.10 Summarize of Research Questions, Research 

Objectives and Hypothesis 

53 

4.1 Respondents Gender and Age (Cross tabulation) 57 

4.2 Cross tabulation of Usage and Frequency of using 

Online Shopping Websites. 

59 

4.3 Type of Online Shopping Websites that are 

Frequently Visited 

61 

4.4 Mean Score Analysis of Web Design 62 

4.5 Mean Score Analysis of Security and Privacy 63 

4.6 Mean Score Analysis of Usability 64 



xiii 
 

4.7 Mean Score Analysis of Accessibility 65 

4.8 Mean Score Analysis of Customer Satisfaction 67 

4.9 Reliability Analysis for All Items 68 

4.10 Reliability Analysis for All Variables 68 

4.11 Correlation Results Web Design Factor 70 

4.12 Correlation Results Security and Privacy Factor 70 

4.13 Correlation Results Usability Factor 72 

4.14 Correlation Results Accessibility Factor 72 

4.15 Correlation Results between the Variables 73 

4.16 Model Summary of Multiple Regression Analysis 76 

4.17 Regression Analysis on ANOVA 76 

4.18 Regression Analysis on Coefficients 77 

5.1 Summary of the Result of Hypothesis Testing 84 

   

 

 

 

 

 

 

 

 

 

 

 



xiv 
 

LIST OF FIGURES 

 

FIGURE TITLE PAGE 

   

1.1 Malaysia Internet Subscribers 6 

1.2 Malaysia ICT Strategic Thrust 7 

2.1 Types of E-Commerce Models 18 

2.2 Lazada.com.my 19 

2.3 Mudah.my 20 

2.4 Carousell.com 20 

2.5 Shopee.com.my 21 

2.6 Zalora.com.my 21 

2.7 Hermo.my 22 

2.8 The Elements of Web Design for A Successful 

Website 

25 

3.1 Factor that Affect Customer Satisfaction in Online 

Shopping 

34 

4.1 Bar Chart of Gender and Age (Crosstab) 58 

4.2 Bar Chart of Usage and Frequency of using Online 

Shopping Platform Cross tabulation 

59 

4.3 Bar Chart of Time Spend on Online Shopping 

Websites 

60 

4.4 Bar Chart of Online Shopping Websites that are 

Frequently Visited 

61 

 

 

 

  

 



xv 
 

LIST OF ABBREVIATIONS 

 

 

 

ABBREVIATION   MEANING 

H0   Null hypothesis 

ANOVA  Analysis of Variance 

ICT   Information Communication Technology 

E-Commerce  Electronic Commerce 

SEO   Search Engine Optimization 

WB   Web Design 

SP   Security and Privacy 

UB   Usability 

AB   Accessibility 

CS   Customer Satisfaction 

UTeM   Universiti Teknikal Malaysia Melaka 

FTMK   Fakulti Teknologi Maklumat dan Komunikasi 

 

 

 

 

 

 

 

 

 



xvi 
 

LIST OF APPENDICES 

 

 

 

APPENDIX    TITLE 

APPENDIX 1   Gantt chart for PSM 1 

APPENDIX 2   Gantt chart for PSM 2 

APPENDIX 3   Questionnaire 

 

 

 

 

 

 

 

 

 

 



1 
 

 

CHAPTER 1 

 

 

 

INTRODUCTION 

 

 

 

1.0 Introduction 

 

This chapter will be introducing the background of studies of website design 

for e-commerce in Malaysia. It is indicating to measure up their impact on 

customer satisfaction in online shopping among UTeM student. Besides, this 

chapter also consists of the research question and research objective to focus on 

what aspect this research will studies. In this chapter also explain the current 

problem background. Finally, this chapter will consist of the scope and 

significance of this research. 

 

 

 

1.1 Background of Study 

 

In recent year, the World Wide Web (WWW), or Web is one of the most widely 

used internet services. It comprises of a gathering of electronic archives worldwide 
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and each electronic document on the web is called a web page that can contain text, 

graphics, animations, audio and video. 

In addition, web pages are generally connected to other papers and web pages 

are static or flexible means. In other words, the Internet and especially the web has 

enable a communication revolution because the ability to send and retrieve 

informational despite location around the world. As a result, for this hazardous 

advancement of web content, mechanized web index projects are utilized to look and 

arrange billions of site pages (Singhal and Srivastava, 2017). 

 

The tremendous use of website in businesses and organization due websites 

should explain the products and service offered. It should also provide background and 

general contact. Until now in modern days, there is a lot of company has well-

presented website. Nearly every business provides data via the website, and most of 

these websites also allow clients to purchase online. (van Nierop et al., 2011). 

 

Online purchases are a type of electronic commerce that enables customers to 

use a web browser to purchase products or services straight from vendors via the 

Internet. Users are looking for eye-catching products by visiting the site retailer 

legitimately or via looking between seller options utilizing a shopping web index, 

showing the accessibility and costs of a similar item at different e-retailers. 

 

It has become a good shopping mode with excessive growth potential with the 

improvement of the Internet and its execution as another publicizing channel for web 

shopping. In recent years, online shopping has gone up much quicker and it is now 

essential to know the different elements of online marketing from all angles in a 

competitive setting. Internet shopping has attained traction in many Asian and other 

emerging nations owing to variables such as fast access to information-related goods, 

convenience of time, traffic bottleneck, restricted time, parking space, etc. (Tandon, 

Kiran and Sah, 2018). 
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Customer satisfaction can have a crucial effect on the achievement of fresh 

customer in online purchasing, both beneficial and negative. In latest years, the 

exponential development in the amount of internet distributors has driven client 

satisfaction's enhanced position. In the literature, the significance of customer 

satisfaction was acknowledged (Tandon, Kiran and Sah, 2017) 

 

Throughout the online purchase, customer satisfaction was a key factor for 

customers to choose to buy products due to hazards such as financial risk, product 

quality risk, social risk, security risk and privacy risk. Therefore, to attain customer 

satisfaction, a significant balance of website functionality becomes compulsory. The 

research model proposed in this study enhances our understanding of website 

characteristics and their impact in online shopping among UTeM learners on customer 

satisfaction. 

 

 

 

1.1.1 Information and Communication Technology Development in Malaysia 

 

In Malaysia, the use of information technology and communication is growing. 

It is an ingenuity of the government to encourage the advancement and progress of 

internet companies. The number is increasing as the user becomes an important driver 

of information and communications technology in Malaysia. Additionally, it offers an 

incredible encounter for internet users through the improvement of data and 

correspondence innovation and creates advanced organization in Malaysia. 

 

Global Competitiveness Report in 2014 to 2015, Malaysia's ranking has 

increased from four places to 20 of the 144 (World Economic Forum, 2015). In the 

digital economy rankings of 2010, as determined by the Economic Intelligence Unit, 

Malaysia ranks thirty-six out of seventy countries. To determine the position of a 
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country, a four-decimal score is used, including infrastructure for connection and 

technology, social-cultural environment, law and business, policies that are mandated 

by governments, and adopted by users and business. 

 

Therefore, Malaysia has participated in the Asia Pacific Economic Cooperation 

(APEC) to develop rules, policies, and laws in e-commerce. Malaysia's participation 

in this initiative will make Malaysia as the top country in the improvement of 

information and communications technology. Thus, the trend of buying on the website 

is not a stranger to Malaysians compared with people in other countries is more 

advanced. Malaysia is one of the developing countries that started using digital 

business in both domestic and international businesses. The Ministry of 

Communications and Multimedia is the government organization responsible for the 

development and development of Information Communication Technology. 

 

Refer to the Department of Statistics, Malaysia (2016), Malaysia is a creating 

nation with a populace of 30,254,000 million until September of two thousand 

fourteen. The Malaysian government hopes to turn the country into a knowledge 

economy and to realize the vision to become a developed country by 2020. 
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1.1.2 The Importance of Websites for E-commerce 

 

The website is a platform for retrieving data and has many features to use. A 

website may include a private website, a business website, a public website or a 

website of a non-profit organization. The website is a compilation of related websites, 

including the usually recognized with a popular domain name, multimedia content and 

published on at least one internet server. Websites can be opened through a public 

Internet Protocol (IP) network, for example, the Internet, or a private local area 

network (LAN), with reference to a uniform search source (URL) that classifies the 

site. 

 

Companies in both service and product-related businesses are using e-

commerce to improve their sales. Defined e-commerce as the purchasing and retailing 

of goods and services over computer networks, including the Internet. Along with price 

and quality of electronic service now plays the main part in user’s receptiveness. 

Meanwhile, a website is component of the relationship between a business and its 

clients, and it is evident that it must reflect the quality attempts made by the business. 

 

Websites can also be split into two static and interactive extensive kinds. Static 

websites operate or capture information, but do not allow users or audiences to engage 

directly. Lately, the community part of e-commerce design has also emerged as the 

main concept (Huang and Benyoucef, 2013) which highpoints the meaning of Web 2.0 

tools and online communities. Meanwhile, Interactive sites form part of the Web 2.0 

site society and enable interactivity between site users or visitors and site owners. 

Some websites are informative or designed for individual use or entertainment by 

followers. Many websites use one or more business models, including e-commerce, to 

create cash. Through this means, to fulfill the request to visit the attractions and to 

survive in the long run, there is no prime but to include technology and improve market 

interactivity.  
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1.1.3 Internet Users in Malaysia 

 

 

Figure 1.1: Malaysia Internet Subscribers 

 

Figure 1.1 shows that the data for Malaysia Internet Users from 2000 to 2016. 

Internet User, in this case, refers to any individual who can access the Internet at home 

or any type of device and connection. Malaysia internet users had increased from 

5,008,465 (2000) to 21,090,777 (2016) which was a huge change with an increase of 

321% in 16 years (Internet live stats, 2016).   

 

 

 


