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CHAPTER I
INTRODUCTION

1.1 Background of Study
The development of technology has not only affected the development of information and communication, but also the development of business. The use of internet into the international communicating system decreases the operating costs at the global level drastically. Internet is a network that connects hundreds of thousands of workshop area network (LAN), making the global media in which millions of computers can be directly related to each other (Kenneth, 2007, p. 145). The development technology has served media to make the transfer of information and communication easier. Now, internet has a very important role as an electronic media in the world of communication and business. As one of the results of the technology innovation, internet has modified the people’s life, for example in the business, economic, social, and cultural. According to Hoffman, Novak and Chatterje (1996), “The internet may be considered to be the communities of people who use and develop the networks, as well as a collection of resources that can be shared at anytime from everywhere”.
Many new business applications emerge because of the internet. In the world of commerce it is called as Electronic Commercee (e-commercee) or it could be called as Electronic Business (e-business). In the banking world, it is called as Internet Banking.
Until today, e-commercee does not have any certain definition, but generally e-commercee is defined as the exchange of information that is mediated electronically in the organization, company, or the individual using the technology to make business named online shop (e-shop) that is integrated with web based.
Online shop (e-shop) is the selling system by which the organization or the company or the individual sells that goods online. Therefore, the transaction of selling and buying can be done through the internet. In the online shop (e-shop), the company can show the goods or the service to be sold to the consumer. Amazon.com, eBay.com, BestBuy.com, Walmart.com, and Target.com are categorized as the top five shopping sites that are specialists in selling goods through the internet or through the online shopping.
Online shopping is undoubtedly riskier than shopping in a store that has been physically visited, in that shoppers cannot concretely experienced or touched the goods they wish to purchase (Hansen, Jensen, Solgaard, 2004). Once they get satisfied, people would naturally stick to the Internet merchants who meet their needs and provide good quality services.

1.2 Problem Identification
As the increase of competition, the pressure for internet retailers is occurs; not only to attract new customer but also to retain existing customers to repeat purchasing. To expand loyal customer base and improve profitability, it is important for online retailers to understand in depth what online customers perceive to be the key dimensions of service quality and what impacts the identified dimensions have on customers’ satisfaction.

1.3 Problem Formulation
The focus of this study is to test whether e-service quality dimension which are system quality, information quality, and service quality affect the customer satisfaction in online shopping. 

1.4 Limitation of Research Area
The researcher limits the research by examining the relationship between service quality and customer purchase behavior in an online shopping context in Indonesia through the data collected from the end user of internet in Balikpapan. The data are taken only from the people who have experience in purchasing through the internet.

1.5 Research Objectives
The objective of this research is to investigate the facts about the effect of e-service quality dimensions to the customer satisfaction in online shopping.

1.6 Research Contribution
The advantages and contributions of this research are to the attached parties as follow:

1. Academicians
Hopefully this research can increase the understanding about consumer’s satisfaction in online shopping and is useful as the references for the academicians, lecturers, students, and other parties.
2. Society
Hopefully this research can give clear information about online shopping. For those who are online shopping users and non-online shopping users, they can improve their understanding about online shopping.
3. Online Shopping Industry
Hopefully this research is useful for the online shopping industry to understand the essential satisfaction of its consumers.
4. Further Researcher
Can be made as the reference for further research.

1.7 Systematical Writing
This research consists of five chapters. Every chapter will discuss different topics as follow:
1. Chapter I
Presents introduction including the information of the background, purposes of the study, contribution, and systematical writing.


2. Chapter II
Presents the discussion of the theoretical background of the research. This chapter consists of the related literature explanation. It also includes existing previous studies and discussion of research model framework that helps the writer to achieve the purpose of the research, the last part of this chapter explains the hypothesis formulation.
3. Chapter III
[bookmark: _GoBack]Explains the research methodology. It provides the information of the research instrument, population and sample, and operational hypothesis. 
4. Chapter IV
Discusses the process to analyze the data. This chapter is practical, in which the researcher tries to implement the theory from chapter three.
5. Chapter V
In the last chapter of this research, conclusion and the result of the research are presented.


