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Abstract

The objectives of this study were: 1) to examine the level of customer perceptions
recarding the e-services quality and word-of-mouth communication among customers who
purchased Government Savings Bank digital lottery through the MyMo application, and 2) to
investigate the influence of electronic service quality on word-of-mouth communication
among these customers. This research used a quantitative approach, collecting data through
an online questionnaire distributed via Google Forms. The sample consisted of 400 customers
aged 30 to 39 years who were employed in private companies. Their perceptions of e-service
quality and word-of-mouth communication were highest. Furthermore, it was found that the
quality of electronic service, particularly system availability, had the strongest impact,
followed by efficiency of use, goal achievement, and privacy, on customers’ word-of-mouth
communication regarding the purchase of Government Savings Bank lottery through the MyMo
application. E-service quality influences word of mouth. These relationships were statistically
significant at the 0.01 level. The results of this study can guide the development of effective

communication strategies for Government Savings Bank customers.
Keywords: Digital Lottery, Service Quality, Word-of-mouth, MyMo Application.
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1. sulsansamvesnisldau 4.51 0.37 1niign
2. numsussgidmvang 4.56 0.41 Nl
3. gnuauludiue 4.50 0.40 1niign
4. AUANUNTBUVDITTUY 4.52 0.44 1niign
5 4.52 0.34 1niign

mﬂmﬁﬁmﬂnQmmwmiﬁmﬁmuﬁ'aﬁLﬁﬂmaﬁﬂﬁmaaqﬂé’ﬂﬁ?ﬁyaﬁmﬂaamﬁuﬁ%ﬁawm
wannAAdy MyMo Imsmaﬁiuszﬁumaﬁqﬂ (X=4.52, SD. = 0.34) uaziilofarsandusesiu
wui sudislenudauiiusnndige fe sunisussaiiming (X= 4.56, S.D. = 0.41) 50309 fip
AUNS BUYBITTUU (X = 4.52, S.D. = 0.44) A1UA 1UUTLENTA1MVIn15IH9u (X= 4.51, SD. =
0.37) wagauanududiusi (= 4.50, S.D. = 0.40) AUEIFU

NANTIANYITEAUANNARILANAIMNNTUSNSHIERBdnNTetind Tnenmsineglusedu
unitge WeRasuidunedonuin yadeifimsAadiueglusefuanniidn fe aanimnisuinig
Wudedidnnsetind Funsussaidmane flannsonevaueinisioanines uAuAIrakuLoN
wandu MyMo ANUAINABINITYRIGNAN
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NANTNAFDUANNAFILNUIIRUAINNTUT M T LAeBlEnnselinddaNasie nsUBnFBUUY
UnndeunvesgniniteaanoenduRTviaiuenndiady MyMo lunisvageuausfigmugiferinas
nIvdeUAMaNUAveiILUINBUNTNAGRUANNATIUNBUNITIATIZYNTRnae YA (Multiple
Regression Analysis) #28n1591A 14 UUI2ANS anduwusuuuiiesdu (Pearson’s Correlation
Coefficient) A1 Variance Inflation Factors A1 Tolerance wagA1 Durbin-Watson @18150ULaAINA
msfnldad

A15°97 2 WERSAT Variance Inflation Factors A1 Tolerance A1 Durbin-Watson $#31962uUs
AUAMNNSUIMsudedidnnseiinddaanonsuendenuuiinaeuinvegniniive
Aa1NDUAUAINAKIULDNNALATU MyMo

AakUs X4 Xs Xs Xa Y VIF Tolerance Durbin-Watson
X1 1.00  0.60** 0.53** 0.61** 0.46** 1.83 0.55 1.86
X 1.00  0.61** 0.70** 0.47** 234 0.43
X3 1.00  0.58** 0.29** 1.78 0.56
X4 1.00  0.53**  2.29 0.44
Y 1.00%*

Y

*SeAUtdEIRDY p < 0.05, **szautudfgy p < 0.01

INA1519712 ‘W‘Uﬂ’lﬁﬁﬁmﬂwawéa‘wﬁuﬁuﬁizwﬁﬂﬁaLLUiQmﬁﬂwmzﬁqummWmi‘u‘%mir}hu
365Lﬁﬂ%@iﬁﬂﬁuazmi‘uaﬂﬁiaLLUUUWﬂﬁi@ﬂﬂﬂﬁﬁﬁaEﬁzMi’N 0.29-0.70FflAlaliAu 0.8 Uszneuiu
5RANTAAT VIF 1udndn VIF agsemdng 1.78-2.303<liiiu 10 msiansansauiuan Tolerance
NUI1 A1 Tolerance g 3E1INg 0.43—0566‘?5@@54331/1%& 0 - 1 LAYNAITUIIINAUAT Durbin-Watson
WU31A1 Durbin-Watson @® 1.866Tfﬂﬁﬁhagﬂmm 1.50 - 2.50 s zaziunanisnsiaaouauy
daTr09RLUIBaTE wansInANdunusvesiluUsdasslunealmantany Multicolinearity 3
anansmhlunegeuaNuRg M TlaTIzviaIaaneswuUNYan (Multiple Regression Analysis)
#1073 Enter l@wadl

199



Sarasas Journal of Humanities and Social Science Vol. 12 No.2 (May - August 2026)

s 1 1

AN3NN 3 WAAINANTIATIRBVENaTeIRAIN MNTUSMIN WA BBANVIeinddmanansusnsauuy
UinseldnvesgnAn NdeaanesuduRTvianuLennaAty MyMo

qmmwmsu%mishuﬁa n1suanaauuUInaauin

dannsaiind . _ t Sig.
Unstandardized Standardized

Coefficients Coefficients

(b) (%) Stb.Error

AAati (a) 1.209 0.275 4.392 0.000%*
1. MuUsEansawueansiyau 0.267  0.204 0.073 3.654 0.000**
2. mumsvibiussaudnang 0225  0.189 0.075 2.986 0.000**
3. muAnsdudIui -0.167 -0.138 0.067 -2.508 0.001**
4. UAIUNTBUYBITLUY 0.389  0.350 0.070 5.589 0.000**
R=0.571 R?= 0.326 Adjusted R?= 0.319 SEE = 0.403 F=47.828

o w

*syAutludIADYy p < 0.05, *seautluddgy p < 0.01

1NANT1973 namAeTesideyamedd Enter lunisAnidendiuusidraunisanaes wudn
A mnsUInsiudedidnvsetnd sulsransnmuesnsldiu sunsiliussadimang fu
arundudinda wasdunramienresszuy dwasonisuandeuuulindeuinuasgnAiideaain
gondufvaruwonndiadu MyMo sgnafituddunnsadffisedu 0.01 dauUsiiaada F iy
47.828 uazaINNISWANTUN A1 Adjusted R? windu 0.319 wansindnlsdasesiuiueiuse lasey
a¥ 32 ueniniinuAIRAABUINATE TN TUsEANMAiISANTiAY Std. Error of the Estimate
winy 0.403 uaziflefiansansiesuwun suuszansamansldan dfunsussgiimune
arandudinia wagduaumieuvessruu dmarenisuandeuuuinsdetinesndl fivoaan
gevAuRITaruLeNNAATY MyMo egafituddamnsadnfisysuiladday 0.01 ﬁy’aﬁmmiaaqﬂwa
MIvRFRUALNAFIUAMAINANTUI NS udeBIEnysedindd anasienisusnseuuunseUIN TR AN
fiaaneeuduiivaiiuwenndndu MyMo il
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