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Abstract
The objectives of this research were to: 1) study the quality of electronic services of the online
novel platform readAwrite, 2) study the loyalty of users of the readAwrite platform, 3) study the impact
of electronic service quality on user loyalty towards the readAwrite platform, and 4) examine the role

of technology acceptance in terms of perceived usefulness and perceived ease of use as moderating
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variables affecting the relationship between electronic service quality and user loyalty towards the
readAwrite platform. The population for this research comprised users of the readAwrite online novel
platform, with over 10 million registered users according to the 2023 annual report. Data were collected
using a questionnaire developed from a literature review. The statistics for data analysis included
frequency, percentage, mean, standard deviation, and multiple regression analysis.

The results indicated that the quality of electronic services had a statistically significant
positive influence on user loyalty towards the readAwrite platform at the 0.001 level. Technology
acceptance also affected the relationship between electronic service quality and user loyalty.
Perceived ease of use significantly influenced user loyalty towards the readAwrite platform at the 0.01

level, while perceived usefulness significantly influenced user loyalty at the 0.05 level.

Keywords: E-Service Quality, Loyalty, Technology Acceptance, Online Novel Platform
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1. fUNNIABUAUBIRNAT (Responsiveness) manedia 1l arflduinsifatamn unamslesu
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wsneuenunsnuesiiidninanisdauromsiuiauasanlumsldauuasnsiuidsslen Snidlvinnm
e fiRdAsiiisvanasonissudnantl Snaedassadredidyues TAM Aevfaunfronisldauuasnginssu
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wuudnaeaniseausuimnalulad (Technology Acceptance Model - TAM) QnWRIUINNINT WS
nsgyindeImmEa (Theory of Reasoned Action) 484 Ajzen uag Fishbein TAM 85U18LA 8 un 380U
wallaBvosflinu Tasiauedn weglinuliiuteyaiinrfumaliladlmi nmsdadulafesiunsldauuas
szgzlaveInssauiumalulagazgnivualagaesdadevan fe n133uiusylev (Perceived Usefulness)
fio Anudeinnsltiveluladaztreifinuszavsninnsvianu uaznssuifeeudelunsliam (Perceived

Ease of Use) Ap mnutiainnisttmalulagazlufoanisaunengnuunntunisiday (Davis, 1989)
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out) futsznsitlaldngusiegng 30 au MndumeArarudeliuvesuuasua Ingld3smendadsyans
waarh (Alpha Coefficient) T83ns0ULA eruoaniildiazuansdseiuanunsiivesuuuasuny Tneaiild
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(Dependent Variable) agalsfinunisnageuaifnienisinsizinisanoeeidamvan Sududeseiilat
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Wiesau (Pearson Correlation)
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19-22 U sedunmsfnuUsaaas endnawlvgfedan - WnAnw swldedesaiouninnit 20,000 vm
Fu uazunanesudetoneesulal dnlvajinelduinis Ao DekD
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a a

A1319 1 man1snageuRnInslirusnsBiannselindflidninaduindeanudnivesdliuinisunanlesy

#doflenvoaulall readAwrite

anudinAvesfldusnmsunanviesudiatiens saulal readAwrite

o Unstandardized Standardized
AU . . )
Coefficients Coefficients t Sig.
B Std. error Beta

AP (Constant) 0.310 0.275 1.126 0.261
AAINATT
Trusnns 0.927 0.067 0.570 13.834 | 0.001**
dnnseiind

R = .570, Adjusted R Square = 0.323, R? = 0.325,

AuNAgIUNITITEN 2 n1sgeusumaluladinanenuduiusseninnuninnislivinig

ddnvseindniinasennuinivesliuins unanesudedeseoulall readAwrite

auuAgIui 2.1 sunisivianuiglunsldnudmanonnuinavesldusnmsunannesy

Fodlenvooulall readAwrite agslitdAgyiszeu 0.01

[

auuigiun 2.2 sumssuisslenilunisldnudmwareanudnivesldusnisunanesy

#oteneaaulall readAwrite agnaiive

'
CC)

Py Nszau 0.05

A1319fl 2 nanFAesznssuirnudslunsldauduiudsunsn (Moderator) seninapnnuduiusves

Aaunmnsliusnmsdidnrseiind wavanudnfveslduinsunannesudediovosulatl readAwrite

anufndveslduinmsunanefudetons
v . paulay readAwrite
AUTDHTY ” o = 3 t p-value
dudszdns n1s AUARIA LARDU
anaae (B) u1AsgY (E)
ﬁ’lm‘ﬁl(Constant) 9.965 2.702 3.688 0.000**
AMAINUINIS -1.600 0.666 -2.403 0.017*
n1s¥uUIAUNY -2.002 0.593 -3.375 0.001**
ANINNITUITNIIXNITTUS
o ° 0.527 0.145 3.630 0.000**
ALY
n =400, R = .064, R? = 0.365, Adjusted R?= 0.360 , SEest = 0.36171, F = 75.891
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A13197 3 nansasginissuiustlevilunisldonududiuusunsn (Moderator) seninanuduiusves

A mnsliusnmsBiannseiind wavanudnfvesildusnsunanesudeiisnvosulatl readAwrite

anufndveslduinsunanesudetions
. - saulad readAwrite
AUTDETY ” = 3 t p-value
duussdnd ns ANUAANA LARDU
anae (B) 2n35g1 (E)

fAsil (Constant) 6.230 2.335 2.668 0.008**
AMAINUINIS -0.668 0.574 -1.163 0.245
ns¥uuselevd -1.192 0.516 -2.309 0.021*
AAINNTUINITXNNTIUF
: . v 0.326 0.126 2.590 0.010%*
Uselowyd
n = 400, R = .595 R? = 0.354, Adjusted R2?= 0.349 , SEest = 0.36476, F = 72.426

5. aaUs1enNa

HaN153TBI309 AN mn1siUINsBldnvsetindiidwmanennusinivesdliuinisunanviesudeieny
paulay readAwrite MuUNUIBINSERNS UWALLLAE Faladarunuanmsiae lnganansatnuneiusiena Rl

@

nsiieeseiuganmnisliuinsdidnnsednd (Electronics Service Quality) 1lefia1sanste
sy wudn sunisussaudmane Senedeeglussduinniige Wesiedlduinsiiuin msfiunanviesude
fonwesuladaunsniumduasddoyaidonislsoisgniouarsings Mlvgldussaingussasdlunisly
1y sonndesiuAtevestyyss Anlymidudnig (2563) liAnwiFes “AunmnisuinisBidnnseindis
Awduiusiuauasinindvesglivinmsansufisves NETFLIX” nansiiasizsiteyasdununinnisuinig
Sidnnsedndnuingnounuuasunslinnudfaiunsussqtmnglussfuunniiga
mMsiegisziumssensumalulad Wefinsansiesu wuin Funssudmnudiglunisldam 3
Anadseglusziuunniign Woswhelduinsiiuin msfunasesudedensesulatausaaireseldan
s ldnuunanesy warlivsslevisianisvetensosulatvesindeu dennaoiiuiuideveuns wius
wazdunu uaugu (2564) fldfnwFes “nisdemsmsnanalnenssdvsnaooulatdasoniuidlade
nanAnsiag osdionsneldniseousumeluladvosfuilnangu Gen Y7 Tngnanisidenuin nsdeans
aa s g

nseana wazn1sganiumalulad danudaiuegluseauun

NFAATILNTLAUANUANA LaRNTUITIAU WU diumsasladet didnadgeglusyiuuiniign

s A

Wawhedlduinisiiuin nsfiunaavesudeiesesulataiunsaeenuuunazimunuuuuliiugnainiy
ANUMINEANLAaTANIUNNSATIWANATY Feaennde siunuIdevesiadani 2musees (2559) Anwises
“Yadeiiinanonnuasininivesgnddliusmsdumesidavuledelunngunnamuns” amnsaaguled

(% a

mngnAinssuRMAMELALarUINT Tt nanuallazdauiianelaiiudu auassnindvesgnen
AwLaTunaleg
INNANITNAFBUANURFIUT 1 AunInniIsiiusnisBidannsedndiinaidauindeainudnives

Alfusnisunanrlesudedenseeulail readAwrite nanisvaaeuuandliiuien @ dyveInIsimuIAMAMN
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¢ =

MIEINYINITINNTUSTAY U

mstiusnsiannselindlunwannesu readAwrite Feanunsaluladoddnlunisadsmnusiniluszeven
voefluinIs esnndldufianuaanivlunsléivlednieuarazain msfissuufianusimsalunis
avALY ANUGNABeIlaya wavatesnnvessyuuislumiladAgivilidlduinisiivszaunsalif

donndeaiunuidevesynss Aglyndivdnis (2563) 1509 “Aauunnnsuinsddnvselndflauduius

AuAuTnAnAves luTn1sanTuilaves NETFLIX” wagauidevesdnn1iagd €139 (2564) 1309

o

a a

“msgeniumalulad uazaunmmsuimsdidnvselindifdvinasonuasindnfveslduinssuinsesy
A avauyn Yamingnssaus” Tasauidests 2 L'%Iaa%lﬁﬁudmmmwmsu’%mi@Lﬁﬂwsaﬁﬂéﬁwa@amn
seanuassnsnFluusundng q liiesdunsliuinisaniudiadu Netflix vion1susnisvessuiaseexduly
sefuniinia msfnwnilfeavayudoauufgiuin lidwsinsveylugnamnssle auninasliuing
Sidnmsedinddnadudadefifimnuddglunisaireanuasindndve slduing deanunsaagulin Jads
#a  Tieadeatuannmnisliinsdidnuselind 1wy Ussansnin nisussautimineg anuwdouressyuy
anududiuda mIneuaues N3vale waznshase drulidvsnaduindenuiniveslduinig uaz
wamslsifuimsimunluwsiaziuvesuinsdidnnsedndlianmnsoussiuils Tnolawzegnadsluunanosy
AfinsldeuRudumesidnduvdn 1wy readAwrite nisliuimsfifianuadosuazaiunsaneuausini
foamsvesldldmaonananduiladeiiviofiuaufmelaararudnivesdliuing nansifodannsa
i lUlFlunsusuussuaswauaua1mnsliuinIsues readAwrite uagunanwadudu q adofu
Tnggimunmsiiunisaiassaunmsaifialifudlduinsiunsianssuuiidvssansam wagnsli
awddyiuanudeinsuasanumanieslduinisedieeiiles

MNHANTIAdUANAZ LT 2.1 uay 2.2 Mseuiumaluladinadonuduiusseninanunmnsg
TusnsBidnmsetdindiiinasiernuinvesilivinisunanvlesudetetsooulayl readAwrite Fefiumumdy
fuvsunsnserisaudiiusvesnunmnisliinssidnnseinduaraudnveslduinisunanosude
flegooulat readAwrite fnasanuduiussenintsnanmmsliuinmsdidnnsedndifinadenuindve
gliusmsunanviesudeionsesulayl readAwrite namsnaaouuansliiiiuinnissensumaluladidutiade
ddyiidnadeniuduiusszninnuamnisliuinsdidnnsednduazanudnfvesglivinsunanmosy
readAwrite lngtawzognedslusnunsiuianudglunsldan wagnssuiusslonilunsldanu Fauands
wiuinglduinsdeanisanuazainauisuazUszansaiwlunisldanuivled nsiiunasesuaunsa
povaussawiesNsifarhefiuanuimelawarausnfvesglduinig Tasarwddmasnisiudany
inelumsldanuuazusslovilunisléau Ao nsiglduinssudiunanesuldaudtenazamnsoiia
Usgansmwlunsihauvesmnnlsiduesned msigldaulideddanamersmmaiululunsidony
Huledazvinlvimninidnieuduauazussansamlunislivinns Saduladeddyidmasionuing
Yo lduIN1g denndeiunuldevesinaniad d191g (2564) uazauidevendmd udils (2565) ladnw
o “msadeenugniuvesgniuazauAnsidnnsedndlunislduinig Mobile Banking fonismannids
duiusoaula” nansidowandiiiuil mssausumalulaglunivesnsiuiusslont n1sldaude Ay

o

Uaoase waranuludiudy 1Juteduddgiiddninasennudndveslduinig ldrendunislduinig

o
[ 1

5UIAS138 Mobile Banking a1nnansideaslgimuunanesy readAwrite ansnsainluldluniswmun
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sruulastiUsgansanlunsianuveslduinig fMegrutu nsusuuse UVUX elisinnsldanundneu

wagnsiiuilaidunigagligldanunsadumuazidriedeyaldegemag uenanil nsbimuddgiuany

o o A

Uaoasdeuazanuludwimndudeddyildasuesdiy Jaawnsaazuliin msseniumelulaglidisaad

o

v
o '

nasan1sidnuveslduinsluszevdu wididwmaranisadmnnudniluszezend nmsiunanwesuanunse
seUAUBIIRBISIaEALmAvIRe lTUs msluivesnsidmiineuayUsslenilunsldon awvilgliusnisd

anutulakazanuiselalumslius s TedsalinamusnRwaensnaun g us s lueuas

6. UaLsuauuL
6.1 Yawausuuzimaidgluly
6.1.1 FrudszAnBnn wuiaysing  Tuduled/ueundiaduseuauedldsings daufu arsmuauli
Tinuieuazneuaussmnds sudumaeiionnuaznnvesldnu
6.1.2 fumsussgitimang feding q lanuldnsmissy msudsdsmimninsuiudasu
seuu warlildanulduuaunsaling 4 agvasann
6.1.3 AnunuNTonYeeszUU ANTIALEIluMs log in Whgszuulidedsgega arsusulge

UsganSawlilsaulanasaaiLarantaRanainunishgay

[

6.1.4 supnufudiud dlddsliduladeenudasadevesdeyadiuynna aslinnuddgiu

AnuUaeasievestoyadiuyana MstseRy uazdseiRniseu
6.1.5 sun1saevauss glalasuanuismienuiiledlymaunisde/vewasidiu Coin Uaaiian
¥ 1 A v a U v i
AslinutIsmReriuiinas Suilvelausuusvosldnu
6.1.6 AuMs¥ae Hlinsusesnsisensesandenienndymdesfign asiUalenalnly

SUNSBIANALNULALDIUILANUALAINLUNNTVALYE

v
a1 a

6.1.7 snumsinsie flinelaniivemnsdiadenalsdemnis amstinnudAyiudmihnnianuiua

ee

pavausdlAsIAg)

'
1 a

6.1.8 Mumssuimuirelunslinu wamsidenuin deiifldnededesiian Ao ulud /oundindu
readAwrite A13n30N1sdsEetnsuartsziulilandis Tneglduinsenaarliildsuanuasaanludueny
50157 wagnsdnmnanglidumdne fadu gusznaunsmsianuany densvesivles/ueunaiaduli
fnZosedraduszuy ovilihedenisdum uasiuanusiniilunsdide

6.1.9 sumsuUslevilunisldan anwan1sidenuin defifidnadetesiian Ao vinuawnsa
a¥erelfannisldauunaniiosy readAwrite Tnsyanaiiannsaaiensldnnunanesildfetnidoud
szdadldFunmsoyiRannunaniledu Fsenaassoddinauu silidldursiulildsumnuazainlunisatng

Judndeu daiu fusenaunsmsimunszuuliinnuaiios waznovawsssedlduinisliegasinsunniy
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6.2 Sauanuzlunsisuadoialy

Tun133deased §3dulddnwunuimessiiutsunsnvesnissousumalulad Adnase
Anuduitusszninunmnisliuinsidnnsedndfidnarennufnivesiléusnsunanvesudetens
ooulatl readAwrite luns@nwadasely ervthiulsunsnuiduiuusdase ewssudsuiiamaves
Anuduiussely

msiiudeyaiiunuudunwaliugiegliuinsifiofiazlfdoyafinssussifiu uavanusoi
JoyaroganiuIfelusunan

msAnwanuiianelavesunanledy smfstadefifinadenufiswslavesliuinsifise
unaavosa ilethmantsinuandulsslevdlunsnusuiaunssuuliibey

msfnwfinduAnfunusnfveslduimsluusasnguinsisfidssasonisindulalduing

Wormwunslunisvauanudiaulalunisidnuvesivled/weunandu seold

7. 33AANN3IMtaINN193TY
Han1snadeukandliiuiisnuddyvesmsiamngunmnisliuinsdidnnseindluwwanlosy
readAwrite Feannsaidutiadodfglunisaiienudniluszozenvesliuinng iesangldsuday
mandslumsléiivlediieuazazain msfiszuuianusinislunisnevauss anugndesvesieya uas
LaaEJimwsuaasz‘uu?ﬁLﬂuﬁﬂﬂﬁﬁmﬁv‘iﬂﬁpﬂ%’ﬁmsﬁﬂimumaaﬁﬁﬁ
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