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ABSTRACT

This research studied the customer journey and perceived risks of online
shopping among millennial consumers, 25-40 years old, in Bangkok. Qualitative research
was done with data collected from samples residing in Bangkok who shopped online
weekly continuously for at least three months. Samples were divided into two groups:
five aged between 25 and 30 and five aged between 31 and 40. Data was analyzed by
reduction, display, conclusions, and verification.

Results were that technological change brought six online shopping steps
(awareness, appeal, requests/information search, consideration, action, loyalty
/advocacy) and five perceived risk aspects of the online shopping process: functional,
logistics, financial, time, and physical.

Samples sought methods to reduce worrisome risks and tried to retain
personal emotional equilibrium by using communication as a key instrument, with
information exposure and interpersonal communication to reduce online shopping risks.
In addition, organizational communication or good and trustworthy brands may also

reduce perceived online shopping risks.

Keywords: Customer journey, Online shopping, Perceived risk, Millennials
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