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TOM TAT:

Nghién ctru nham xéc dinh cdc nhan t6 anh huong dén su hai long cta thé hé Z ddi véi dich vu mua
sim my phdm xanh truc tuyén tai thi trudng Da Néng, tir 46 dé xuit cac giai phap nang cao chit luong
dich vu cho cac doanh nghiép ban 1¢ truc tuyén hodc tham gia thuwong mai dién tir. Nghién ctru da lam
15 cac yéu té then chdt anh hudng dén sy hai 1ong ciia phan khuc khach hang tré - mot nhom déi tuong
¢6 ddc diém tam 1y va hanh vi tiéu ding khéc biét v6i cac thé hé trude. Két qua khong chi co gia tri img
dung cao ddi v6i cac doanh nghiép ban 1¢ tryc tuyén ma con dong gop vao 1y thuyét vé hanh vi tiéu
dung ctia nhom thé hé Z trong linh vuc dich vu kinh doanh truc myén.

T khoa: Gen Z, su hai long khach hang, chét lugng dich vu, SERVQUAL, nang lyc phuc vu, su

dap g, mua sam my pham truc tuyén.

1. Pit véan dé

Trong béi canh thwong mai dién tir va xu hudng
tiéu dung bén viing ngay cang phat trién, thé hé Gen
Z ndi 1én nhu nhom khach hang chu dao trong mua
sim truc tuyén, ddc biét ddi véi cac san phé‘im my
phdm xanh. Tuy nhién, viéc mua sdm cac san phim
ndy trén nén tang tryc tuyén van tiém 4n nhiéu rai ro
lién quan dén chét lwong, do tin cay thong tin va trai
nghiém dich vy, tir d6 anh huong dén su hai long cua
khach hang. Mic du di c6 nhidu nghién ciru vé sy hai
long trong thuong mai dién tir va ti€u dung xanh,
nhung cac nghién ciru két hop 2 yéu té nay trong bdi

canh Gen Z tai dia phuong nhu thanh phd Pa Ning
van con han ché, dat ra yéu cau can thiét phai xac
dinh c4c nhén tb tac dong dén su hai long cua khach
hang trong linh vuc nay.

Nghién ciru nay nhim xéc dinh va phan tich cac
nhéan t6 anh huéng dén sy hai long cua khach hang
thudc thé hé Gen Z khi mua saim my phdm xanh trén
nén tang truc tuyén tai thanh ph6 Pa Néng. Trén co
s& d6, nghién ctru tién hanh do ludng muc do tic
dong cua timg nhan t6 dén sy hai long, dong thoi xem
xét su khac biét trong danh gid cua khach hang theo
céc dic diém ca nhan. Két qua nghién ctru 1a co so dé
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dé xuat cac ham y quan tri va giai phap nhdm nang
cao chét lugng dich vy, cai thién trai nghiém mua sam
va gia tang su hai 10ng cta khach hang trong bdi canh
thuong mai dién tir hién nay.

2. Téng quan tai liéu nghién ciru

2.1. Khdi niém mua siam trwe tuyén

Mua sdm truc tuyén la hoat dong trong dé ngudi
tiéu dung thyc hién giao dich mua hang hoa hoac
dich vu théng qua nén tang internet, khong co su
tham gia truc tiép cua cac trung gian truyén thong.
Hinh thirc nay cho phép ngudi mua tién hanh tim
kiém, lua chon san phém va thanh toan truc tuyén
hoac khi nhan hang.

Khai niém nay ciing dugc nhiéu nghién ctru trude
day tiép can theo huéng toan dién hon. Mua sim truc
tuyén 1a qua trinh nguoi tiéu dung tim kiém, so sanh
va mua hang hoa hodc dich vu tir cac nha ban 1¢ thong
qua internet va cac nén tang thuong mai dién tir, trong
do cac giao dich dugc thuc hién trén moéi truong k¥
thuat sd (Monsuwe et al., 2004; Haubl & Trifts,
2000). Hoat dong nay khong chi bao gdm hanh vi
mua ma con bao gdm qua trinh xtr 1y théng tin hd tro
ra quyét dinh (Kim & Kim, 2004), dong thoi phan
anh sy danh doi gifta thoi gian, cong sirc va chi phi
cua nguoi tiéu dung (Chiu et al., 2009).

2.2. Chiit lwgng dich vu mua sam trwe tuyén

Dich vu 1a cac hoat dong v6 hinh, khong dan dén
quyén s& hitu va dién ra thong qua su tuong tac gitr
khéch hang va nha cung cip nhim dap tmg nhu cau
cua khach hang (Kotler & Keller, 2016; Grénroos,
1990). Chét luong dich vu dugc hiéu 1a sy so sanh
gita ky vong va nhan thitc cta khach hang
(Parasuraman et al., 1988).

Trong bdi canh truc tuyén, chét luwong dich vu (e-
Service Quality) la mic d§ ma nén tang thuong mai
dién tir ho trg hiéu qua qua trinh tim kiém, mua sim
va giao nhan san pham (Parasuraman et al., 2005).
Khai niém nay bao gdm toan bd hanh trinh khach
hang, tir tiép can thong tin dén sau ban hang, v6i cac
thanh phan chinh nhu hiéu qua hé théng, tinh sin co,
bao mat va thyc hién don hang.

So véi dich vu truyén théng, chét lugng dich vu
tryc tuyén thay thé tuong tac truc tiép bang twong
tac cong nghé, lam ndi bat vai tro cua tinh tién ich va
do tin cdy hé thong. Nhiéu nghién ciru cho thiy, yéu
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t6 nay anh huong truc tiép dén niém tin, su hai long
va long trung thanh cua khach hang trong moi
truong s0.

2.3. Sw hai long cua khdch hang khi mua sdm
trwe tuyén

Su hai long ctia khach hang duoc hiéu 13 phan tng
cam xtic ctia nguoi tidu dung khi so sanh két qua nhan
dugc véi ky vong ban dau (Oliver, 1997; Kotler &
Keller, 2016). Khac véi chét luwgng dich vu mang tinh
danh gia nhan thirc dai han, sy hai long 1a phan Gng
ngén han gin voi trai nghiém cu thé (Cronin &
Taylor, 1992).

Trong bbi canh mua siam tryc tuyén, sy hai long
duogc hinh thanh tir qua trinh dénh gia da chiéu cac
yéu t6 nhu hiéu qua hé théng, thuc hién don hang va
bdo mat thong tin (Parasuraman, Zeithaml &
Malhotra, 2005), trong d6 do chinh x4c san phim va
téc do giao hang dong vai tro dic biét quan trong
(Wolfinbarger & Gilly, 2003).

Theo Ly thuyét Ky vong - Xéac nhan (ECT), su
hai 1ong xudt hién khi ky vong ctia khach hang dwoc
dap tng hoac vuot qua (Bhattacherjee, 2001), tu do
thiic ddy y dinh mua lp lai va 1ong trung thanh
(Kim, Ferrin & Rao, 2009). Vi viy, sy hai long
khong chi 12 két qua ma con 14 bién trung gian quan
trong lién két chat luong dich vy voi gia tri dai han
cua doanh nghiép.

2.4. M6 hinh ly thuyét va nhitng nghién ciru
lién quan

*M6 hinh Iy thuyét

Trong nghién ciru vé su hai 1ong khi mua sim
truc tuyén, 4 mé hinh 1y thuyét nén dugc str dung phd
bién. Thu nhat, Iy thuyét Ky vong - Xac nhan (ECT)
cho ring sy hai 1ong hinh thanh tir sy so sanh giita ky
vong ban d4u va trai nghiém thyc té, tir d6 anh huéng
dén y dinh mua lai (Bhattacherjee, 2001). Thir hai,
md hinh chap nhan céng nghé (TAM) nhan manh vai
trd clia cam nhan tinh hitu ich va dé sir dung trong
vi¢c hinh thanh thai d¢ va su hai long cua nguoi dung
(Davis, 1989). Thtr ba, mo6 hinh E - S - QUAL xac
dinh cac yéu t6 chit luong dich vu dién tr nhu hiéu
qua, thyec thi, sin c6 va bao mat la tién td truc tiép cua
su hai long (Parasuraman et al., 2005). Thir tu, mo
hinh thanh céng hé théng thong tin ciia DeLone &
McLean cho théy, su hai long phu thudc vao chét
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luong hé thdng, thong tin va dich vu trong méi trudng
thuong mai dién tur.

* Nhitng nghién citu lién quan

Nghién ctru cia Rai & Kadariya (2024): St dung
phuong phap mo ta dinh lugng voi bang cau hoi khao
sat. D liéu dugc thu thap tr 499 nguoi tham gia tai
Nepal, trong d6 415 ngudi da timg mua sim truc tuyén
va 84 nguoi chua timg mua sam. Phén tich chi sir dung
dir lidu tir 415 khach hang c6 trai nghiém mua sam truc
tuyén. Két qua cho thiy, cac yéu t6 déu tac dong tich
cyc dén sy hai long, trong do gia ca c6 anh huong
manh nhét, tiép theo 1a chat luong san phim.

Nghién ctru cua Kumari (2024) dua trén mo hinh
tich hop cua Lee va Joshi (2006), khao sat 242 sinh
vién tai Dubai. Két qua chi ra 3 nhom yéu t6 gdbm
thudc tinh kénh ban hang (chi phi, thoi gian giao
dich, sy thuan tié€n); thudc tinh trang web (giao dién,
thong tin san phém, chét lwgng dich vu, hd tro khach
hang); dic diém khach hang (trinh d¢ sir dung
internet, kinh nghiém mua sim truc tuyén, thoi quen
tiéu ding) déu c6 anh huong dén sy hai 1ong trong
thuong mai dién tu.

Nghién ctru ciia Thu Huong (2020) tai Ha Noi xac
dinh 6 yéu t6 anh huong dén sy hai long: chit luong
thong tin, chét lugng website, bao mat, tin cay, dich
vu khach hang va gia ca. Trong d6, chat luong thong
tin va dg tin cay la quan trong nhat.

Nghién ctru ctia Thity Quynh (2022) ciing cho két
quéa tuong ty véi 6 yéu td tac dong, trong do chét
luong thong tin va su tin cy tiép tuc 1a 2 yéu td c6
anh huong manh nhat.

Nghién ctu cua Hoang Giang (2018) st dung
phuong phap hén hop va xac nhan 6 nhan t6 chinh
twong ty, voi chat lugng thong tin va sy tin cdy 1a 2
yéu t6 c6 tac dong ndi bat nhit dén sy hai 1ong cua
khach hang.

2.5. M6 hinh nghién civu dé xudt

Duya trén mé hinh Iy thuyét, cdc nghién ciru trong
nude va khao sat so bo véi nhom khach hang thé hé
tré, mo hinh nghién ctru duoc dé xuat: (Hinh 1)

Gia thuyét nghién ciru:

e H1: Gia ca c6 anh hudng tich cuc dén su hai
long cua khach hang.

e H2: Sy tién loi c6 anh huong tich cuc dén sy hai
long ctia khach hang.

Hinh 1: M6 hinh nghién ciu dé xudt
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e H3: Chét lugng dich vy c6 anh huong tich cuc
dén su hai 10ng ctia khach hang.

e H4: Giao di¢n c6 anh huong tich cuc dén sy hai
long ctia khach hang.

e H5: Chét lugng thong tin ¢6 anh hudng tich cuc
dén sy hai long cta khach hang.

e H6: Su bao mat co anh hudng tich cuc dén su
hai long ctia khach hang.

3. Két qua nghién ctru

3.1. Miu

Tdng s6 360 bang cau hoi dwoc phat ra, thu vé& 360
bang hop 18 (ty 1& phan hdi 100%). Trong s d6, khach
hang nir chiém 66,9% (241 miu), nam chiém 33,1%
(119 mau). Piéu nay phan 4nh sy quan tim ciia nir
gioi dén dich vu mua sam truc tuyén cao hon nam.

3.2. Két qud phan tich tan sé thugc tinh nguon
mua hang

Phan tich tin s6 thudc tinh nguén mua hang cho
thdy, trong sd cac ngudn mua hang tryc tuyén ma
khach hang thudng mua vé my pham thi ngudn san
thuong mai dién tu chiém da s6 vé6i 250 luot chon
(54,1%). Diéu nay cho thiy, xu huéng mua sim trén
c4c san thuong mai dién tir dugc wa chudng va phd
bién. Mang xd hoi ciing 1a 1 trong nhitng ngudn
dang ké véi 162 lugt (35,1%). Trong khi d6, trang
web truyén thdng it dugc st dung hon véi 50 lya
chon (10,8%).

3.3. Phén tich hé sé Cronbach's Alpha

Két qua Bang 1 cho thdy, thong qua qué trinh
phén tich d6 tin cdy Cronbach’s Alpha can loai bo
bién “Su tién loi”, “Giao dién” va “Su bao mat” vi
khong dat diéu kién dé tiép tuc chay EFA.
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Bang 1. Phdn tich hé sé Cronbach’s Alpha

Bién Trung binh thang do | Phwong saithangdo | Hé s6twong quan | Hé s6 Cronbach's
quan sat neu loai bién neéu loai bien bien tong Alpha néeu loai bien
Giaca: a=0,974
GC1 11,89 5,788 ,934 ,965
GC2 11,90 5,782 ,928 ,967
GC3 11,92 5,714 ,934 ,965
GC4 11,91 5,775 ,939 ,964
Swtién loi: a.=0,576
TL1 16,72 3,566 112 ,624
TL2 16,78 2,740 A27 ,466
TL3 16,75 2,953 ,333 ,521
TL4 16,24 2,746 ,407 ATT
TL5 16,19 2,720 ,393 ,485
Chét lwong dich vu: a. = 0,968
CcL1 11,86 5,825 ,916 ,960
CL2 11,88 5,849 ,932 ,955
CL3 11,83 5,872 ,924 ,957
CL4 11,88 5,926 911 ,961
Giao dién: 0 =0,129
GD1 18,46 1,686 ,032 ,134
GD2 18,48 1,593 ,053 ,110
GD3 18,44 1,701 ,113 ,049
GD4 18,43 1,772 ,065 ,098
GD5 18,46 1,676 ,027 141
Chat lwong théng tin: .= 0,977
TT1 15,74 10,778 ,938 971
TT2 15,75 10,755 ,933 972
TT3 15,73 10,642 ,931 ,972
TT4 15,75 10,706 ,928 ,972
TT5 15,75 10,585 ,934 ,972
Sw bao mat: a =0,553
BM1 12,04 1,834 414 410
BM2 12,01 1,668 ,456 ,365
BM3 11,85 2,741 ,293 ,526
BM4 11,80 2,617 ,229 ,559
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3.4. Phén tich phén tich nhén t6 khdm phd -
EFA

3.4.1. Phdn tich nhan t6 kham pha cdc thang do
thudc cd nhan té déc lap

Sau khi chay phan tich Cronbach’Alpha, tac gia
d3 loai bo nhan t6 Su bao mat (BM), Giao dién (GD),
Su tién 1gi (TL), gém 3 bién quan sat va tiép tuc chay
nhéan t6 kham pha EFA cho 17 bién quan sat voi 3
nhan t6 doc 1ap, 1an luot 1a: Chat luong thong tin
(TT), Chét lugng dich vu (CL), Gia ca (GC).

Két qua tai Bang 2 cho thdy hé s6 0,5 <KMO =
0.897 < 1, c6 nghia két qua phan tich yéu t6 la dam
bao do tin cay.

Kiém dinh Bartlett’s Test c6 hé s6 Sig=0.000 <
0.05, thé hién két qua phan tich yéu t6 dam bao duoc
murc y nghia théng ké, cac bién quan sat c6 do tuong
quan v6i nhau trong tong thé. Nhu vdy, phén tich
nhén t6 kham pha EFA 14 pht hop.

3.4.2. Phdn tich nhan t6 kham phd cdc thang do
thudc ca nhan t6 phu thuoc

Sau khi phan tich EFA cho nhan t6 doc lap, tac gia
tién hanh phan tich cho 5 bién quan sét thudc nhén t&
bién phu thudc va dura vé két qua nhu sau: (Bang 3)

Két qua tai Bang 3 cho thdy, hé s6 0,5 < KMO =
0,887 < 1, c6 nghia két qua phan tich yéu t6 la dam
bao do tin cay. Kiém dinh Bartlett’s Test c6 hé sb
Sig=0,000 < 0,05, thé hién két qua phan tich yéu t6

Bdang 2. Kiém dinh KMO cac bién déc Iap

Hé s6 KMO ,897
. 6584,072 3804,77
Kiém dinh
Bartlett's Test ’8 ’8
,000 ,000

Bang 3. Kiém dinh KMO bién phu thudc

Hé s6 KMO 887
2156,056 624,204
Kiém dinh 5 5
Bartlett's Test
,000 ,000

dam bao dugc mirc y nghia thong ké, cac bién quan
sat trong bién phu thudc ¢6 do twong quan véi nhau
trong tong thé. Nhu vdy, phan tich nhéan t6 kham pha
EFA 1a phu hop.

3.5. Phan tich twong quan Pearson (Bang 4)

Két qua tai Bang 4 cho thdy Sig kiém dinh tuong
quan Pearson gitra 3 bién doc lap FGC, FTT, FCL véi
bién phu thuoc FHL déu nho hon 0,05. Nhu vay, co
mdi lién hé tuyén tinh gitra cac bién doc lap nay voi
bién phu thude.

3.6. Phén tich héi quy tuyén tinh (Bing 5)

Béng Model Summary cho két qua R? va R2 hiéu
chinh dé danh gia mic do phi hop ciia mo hinh

Bdng 4. Phan tich tuong quan Pearson

F_HL F_CL F_GC F_TT
Pearson Correlation 1 447 ,435** ,535**
F_HL Sig. (2-tailed) ,000 ,000 ,000
N 360 360 360 360
Pearson Correlation 44T 1 ,016 ,052
F TT Sig. (2-tailed) ,000 ,762 ,328
N 360 360 360 360
Pearson Correlation ,435** ,016 1 ,013
F_GC Sig. (2-tailed) ,000 ,762 ,806
N 360 360 360 360
Pearson Correlation ,535** ,052 ,013 1
F_CL Sig. (2-tailed) ,000 ,328 ,806
N 360 360 360 360
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Bang 5. Phan tich héi quy tuyén tinh

M6 hinh R R? R? hiéu chinh

Sai s6 chuan ctiawérc lwong | Durbin-Watson

1 ,8002 ,640 ,637

,37262 2,000

nghién ctru. Két qua cho thdy, hé s x4c dinh R2 =
0.640 va hé s6 R2 hiéu chinh = 0.637, tirc 1a cac doc
lap dwa vao phan tich hdi quy anh huong 63,7% su
bién thién cta bién phy thude, con lai 36,3% la do cac
yéu t6 ngoai mé hinh va sai s4 ngau nhién. Do do, két
qua cua dit li¢u thu thap dugc 1a hoan toan hop 1y.

Két qua tai Bang 6 phan tich phuong sai Anova
cho thdy, gi tri kiém dinh F =211,071; gi4 tri Sig =
0.000 <0.05, vi vy c6 thé két luan mo hinh hdi quy
tuyén tinh boi phu hop véi tap dit liéu va mé hinh hdi
quy nay st dung duogc.

Tir két qua tai Bang 7 trén, gia tri Sig cua 3 bién
TT, GC va CL d&u = .000 (Sig < 0.05), diéu nay cho
thay 3 bién doc lap nay 1a c6 ¥ nghia trong mo hinh
chon bién.

- Nhén t6 Chét lugng thong tin ¢ hé s6 beta =
0.414 cho biét néu nhan t6 nay thay dbi (ting hay
giam) 1 don vi s€ 1am cho sy hai long cua khach hang
thay doi cung chiéu 1a 0.414 don vi trong diéu kién
céc nhén t6 khac khong doi.

- Nhan t6 Gié ca c6 hé s6 beta = 0.422 cho biét
néu nhan té nay thay doi (ting hay giam) 1 don vi s&
lam cho sy hai 1ong cta khach hang thay ddi cing
chidu 13 0.422 don vi trong diéu kién cac nhén té
khac khong doi.

- Nhan t6 Chat luong dich vu ¢6 hé s beta=0.508
cho biét néu nhan t6 nay thay ddi (ting hay giam) 1
don vi s& lam cho sy hai 1ong ciia khach hang thay d6i
cung chidu 14 0.508 don vi trong diéu kién cac nhén tb
khac khong doi.

Vay mo hinh hoan toan phu hgp. Nhu vy, tac gia
rit ra dwoc md hinh hdi quy nhu sau:

HL = 0.508*CL + 0.422*GC + 0.414*TT + ¢

4. Ham y quén tri va dé xuét giai phap

Gidi phdp 1: Chat luong dich vu. Doanh nghiép
can nang cao hiéu qua chiam soc khach hang bing
cach cai thién chatbot theo hudng hoc may dé xu ly
linh hoat hon va giam tai cho nhéan vién. Ddng thoi,
can t6i uvu phan bd nhan su va dao tao k§ ning phan
hdi nhanh nham rat ngén thdi gian cho. Bén canh do,

Bdang 6. Phdan tich ANOVA

ANOVA=
Model Sum of Squares df Mean Square F Sig.
Regression 87,917 3 29,306 211,071 ,0000
1 Residual 49,428 356 ,139
Total 137,346 359
a. Dependent Variable: F_QD
b. Predictors: (Constant), F_TD,F_SL,F_CM,F_TC
Bdang 7. Phan tich hdi quy tuyén tinh
Hé sb héj quy Hé sb hxéi quy
M hinh chwa chuan héa da chuan héa t Sig.
B Sai s6 chuan Beta
(Constant) -,153 ,164 -,935 ,351
F_TT 314 ,024 414 12,992 ,000
1 F_GC 327 ,025 422 13,258 ,000
F_CL ,391 ,025 ,508 15,964 ,000
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chinh sach ddi tra can minh bach, don gian va ho trg
chi phi van chuyén dé ting sy an tim. Doanh nghiép
cling nén ca nhan hoa dich vu thong qua hé théng
CRM nhidm nang cao trai nghiém. Cudi cing, cin
trién khai khao sat dinh ky sau mdi don hang dé kip
thoi cai thién chat luong dich vu.

Gidi phdp 2: Gia ca. Doanh nghiép can diéu chinh
chién luge gia linh hoat, ddm bdo canh tranh va phu
hop Vv6i gia tri san pham. Ddong thoi, ting cudng cac
chwong trinh khuyén mai theo timg nhom khach hang
va truyén thong rd rang dé nang cao hidu qua. Ngoai
ra, c6 thé gia ting gia tri cam nhén thong qua dich vu
t6t hon thay vi chi giam gia. Viéc mé rong chinh sach
giao hang mién phi c6 didu kién va minh bach héa
toan bg chi phi ciing giup nang cao sy hai long va
niém tin ciia khach hang.

Gidi phdp 3: Chat lugng thong tin. Doanh nghiép

TAI LIEU THAM KHAO:

can xdy dung hé thong thong tin san pham chuan hoa,
dam bao day du va nhat quan trén moi nén tang. Pong
thoi, thiét 1ap quy trinh kiém duyét chat chd dé dam
bao tinh chinh xac va cap nhat kip thoi. Ngoai ra, nén
str dung ngdn ngir don gian, d& hiéu, ¢6 giai thich rd
rang d6i voi cac thuat ngir chuyén moén dé phu hop
v6i nhidu ddi tuong khach hang.

Gidai phdp 4: Bién phap tang cuong. Doanh nghiép
can nang cao bao mat bang cic cong nghé nhu SSL,
2FA va minh bach chinh séch dit liéu dé tao niém tin
cho khach hang. Dong thoi, mé rong kénh hd tro va
dam bao phuc vu 24/7 nham ting kha ning phan hoi.
Bén canh d6, can cai thién dich vu giao hang nhanh,
dang hen thong qua hop tac v6i don vi van chuyén uy
tin. Cudi cing, toi wu giao dién website theo huéng
than thién, dé str dung va tuong thich da thiét bj dé
nang cao trai nghiém va ty 1é chuyén d6i m

Luu Hoang Giang (2018). Cac nhan t6 anh huong dén sy hai long cuia khach hang khi mua sim truc tuyén. Luén van

thac sy, Truong Dai hoc Kinh té TP. Hb Chi Minh.
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ABSTRACT:

This study investigates the factors influencing Gen Z’s satisfaction with online green cosmetics
shopping services in Da Nang. The research seeks to identify the key determinants of customer
satisfaction among young consumers, a cohort characterized by distinct psychological traits and
consumption behaviors compared with previous generations. By examining these factors, the study
provides a deeper understanding of the preferences and expectations that shape Gen Z’s evaluations
of online shopping experiences for environmentally friendly cosmetic products. The findings offer
practical insights for online retailers and e-commerce businesses seeking to enhance service quality
and strengthen customer satisfaction. In addition, the study contributes to the literature on Gen Z
consumer behavior and expands the theoretical understanding of customer satisfaction in the context
of online retail services.

Keywords: Gen Z, customer satisfaction, service quality, SERVQUAL, service competence,
responsiveness, online cosmetics shopping.
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