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Factors Influencing the Consumers ' Engagement in the E-Commerce Platforms:

A Field Study on Z Generation in Egypt
Abstract

E-commerce platforms focus on implementing and supporting commercial transactions,
moreover, they are developed to allow more interactions between consumers and brands, as
well as between consumers themselves. Also Social Commerce evolved as a new
perspective of using social networks to improve users' social interaction and exchange of
information and opinions about products. Based on a survey of Purposive sample of 320
respondents from generation z, the study investigates the influence of technological
factors(interactivity, system quality, service quality, information quality), social factors
(social support, social interaction, social presence) & personal factors (utilitarian motives,
emotional motives, perceived value) upon Generation Z engagement in the context of e-
commerce platforms, & to determine the mediating role of relationship quality & customer
satisfaction on the relationship between technological & social factors & engagement.

The findings show the importance of engagement for Generation Z, whether by paying
full attention to the content or the state of focus and spending long hours on these
platforms, which confirms the effectiveness of the shopping experience in e-commerce
platforms & its role in attracting consumers of Generation Z. These findings of customer
engagement support the active user perspective as engagement is not only about shopping
experience but its also about the positive & proactive role of the customer to improve e-
commerce platforms performance.

The findings show that the technological factors (interaction, service quality, system
quality, information quality) and social factors (social interaction, social presence, and
social support) influence the engagement of generation Z comparing to personal factors
including the perceived value of e-commerce platforms & utilitarian motives.

The four technological factors (interactivity, system quality, service quality, information
quality) received the same degree of attention among the respondents, where the
arithmetic average for each factor was 2.3 with a weight percentage of 76.6%, and these
factors mainly determine the ease and convenience of the shopping experience as well as
the possibility of obtaining information and service efficiently, and therefore They are the
main determinants that Generation Z cares about in dealing with e-commerce platforms
and indicate the success of the shopping experience provided to them.
;:\é;lﬁn ilals
S Bgud — Z s A g S5 jlaill Bl ga L
Customer engagement- social commerce- e-commerce- generation z
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