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“PENGARUH E-SERVICE QUALITY, CUSTOMER 

SATISFACTION, E-TRUST TERHADAP CONTINOUS USAGE 

INTENTION (STUDI PADA KONSUMEN E-COMMERCE 

BEAUTYHAUL DI KALANGAN GEN Z)” 
 

Muhammad Cahya Firdhaus   

ABSTRAK 
Penelitian ini bertujuan untuk menguji pengaruh E-Service Quality, Customer 
Satisfaction, dan E-Trust terhadap Continuous Usage Intention pada konsumen 
Generasi Z pengguna BeautyHaul, sebuah platform e-commerce yang berfokus 
pada produk kecantikan. Latar belakang penelitian ini didasarkan pada 
meningkatnya persaingan di industri e-commerce kecantikan serta pentingnya 
menjaga loyalitas pelanggan melalui pengalaman layanan digital yang unggul. 
Penelitian ini menggunakan pendekatan teori Technology Acceptance Model 
(TAM) dan Relationship Marketing. Pendekatan penelitian yang digunakan adalah 
kuantitatif dengan menyebarkan kuesioner terstruktur kepada 100 responden aktif 
pengguna BeautyHaul. Data yang dikumpulkan dianalisis menggunakan statistik 
deskriptif dan Structural Equation Modeling (SEM) dengan bantuan software 
SmartPLS. Hasil penelitian menunjukkan bahwa E-Service Quality berpengaruh 
signifikan terhadap Customer Satisfaction dan E-Trust, yang kemudian secara 
signifikan memengaruhi Continuous Usage Intention. Di antara semua variabel, 
Customer Satisfaction dan E-Trust terbukti menjadi faktor mediasi utama dalam 
membentuk niat berkelanjutan untuk menggunakan platform. Kesimpulan dari 
penelitian ini menekankan bahwa peningkatan kualitas layanan daring, kepuasan 
pengguna, dan pembangunan kepercayaan merupakan strategi penting untuk 
mempertahankan keterlibatan pengguna dan mendorong penggunaan jangka 
panjang BeautyHaul. Temuan ini memberikan implikasi praktis bagi manajemen e-
commerce untuk berfokus pada kemudahan penggunaan, keamanan transaksi, dan 
dukungan pelanggan yang responsif sebagai atribut layanan yang krusial. 

 
Kata kunci: E-Service Quality, Customer Satisfaction, E-Trust, Continuous Usage 
Intention, E-Commerce Kecantikan 
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"THE INFLUENCE OF E-SERVICE QUALITY, CUSTOMER 

SATISFACTION, AND E-TRUST ON CONTINUOUS USAGE 

INTENTION (A STUDY ON BEAUTYHAUL E-COMMERCE 

CONSUMERS AMONG GENERATION Z)" 

 
Muhammad Cahya Firdhaus 

 

ABSTRACT (English) 
 
This research aims to examine the effect of E-Service Quality, Customer 
Satisfaction, and E-Trust on Continuous Usage Intention among Generation Z 
consumers of BeautyHaul, an e-commerce platform specializing in beauty products. 
The study is motivated by the increasing competition in the beauty e-commerce 
market and the need for platforms to maintain customer loyalty through enhanced 
digital service experiences. The theoretical framework is based on the Technology 
Acceptance Model (TAM) and Relationship Marketing theory. A quantitative 
research approach was employed using a structured questionnaire distributed to 
100 active BeautyHaul users. The data were analyzed using descriptive statistics 
and Structural Equation Modeling (SEM) via SmartPLS. The findings indicate that 
E-Service Quality significantly influences Customer Satisfaction and E-Trust, 
which in turn significantly affect Continuous Usage Intention. Among all variables, 
Customer Satisfaction and E-Trust emerged as key mediating factors in fostering 
continued usage behavior. The study concludes that improving online service 
quality, ensuring user satisfaction, and building trust are crucial strategies for 
sustaining user engagement and encouraging long-term use of the BeautyHaul 
platform. The results provide practical implications for e-commerce managers to 
focus on ease of use, security, and responsive customer support as critical service 
attributes. 

 
Keywords: E-Service Quality, Customer Satisfaction, E-Trust, Continuous 
Usage Intention, Beauty E-Commerce 
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