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BEHAVIOR OF ONLINE MESSENGER SERVICE MEDIA EXPOSURE AND THE DECISION
MAKING PROCESS OF USING ONLINE MESSENGER SERVICE AMONG CONSUMER IN BANGKOK
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ABSTRACT
“Behavior of Online Messenger Service Media Exposure and The Decision Making
Process of Using Online Messenger Service Among Consumer in Bangkok” is a quantitative
research. The researcher used survey research and collected data from 300 samples, who live in
Bangkok and have experienced the online messenger services between May - June 2017, through

a questionnaire.
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As a result of this research, it was found that most of the samples were female
between the age of 18 - 25 years, employed by private sectors, and whose salaries ranged
between 20,001 - 30,000 baht. It was also found that the group was most exposed to
advertisements or Paid Media. In terms of frequency and duration of exposure, the samples were
exposed to Paid Media 4 times per week for a duration of 8 minutes each time. They were
exposed to Owned Media 3 times per week for a duration of 3 minutes each time and to Earned
Media 3 times per week for a duration of 10 minutes each time. In terms of content, the researcher
found that usage details about online messengers were the most searched content. In terms of
tools, most of the sample group used smart phones most often to access online messenger
service. In terms of decision-making process, that is, when consumers consider whether or not to
use a particular messenger service, the consumers’ awareness over problems and demands during
package delivery and pick-up was high (average of 4.02). In terms of information searching, the
samples displayed a high rate of searching for information about online messenger businesses
(average of 3.76). In terms of brand evaluation, the sample consumers evaluated the brand of
online messengers according to price of service the most. In terms of service choice, the group’s
frequency while deciding to use an online messenger service equaled to 4 times per month in
average. In terms of post-service satisfaction, it was found that the samples’ satisfaction of the
messenger service was high (average of 3.94).

According to the research, it was shown that different genders displayed different
behaviours while being exposed to online messengers’ media, namely, Paid Media, Owned Media
and Earned Media. There was a correlation between exposure behaviour of the cosumers and
the awareness over problems and demands during package delivery and pick-up. The value of
the correlation was negative. There was no correlation between the exposure behaviour to each
type of media (Paid, Owned and Earned) and the research of the information about online
messengers. Furthermore, different brand evaluations led to different exposure behaviours. And
there was a correlation between the exposure to Paid Media and Owned Media and the decision
to choose an online messenger service. Lastly, it was found that there was a correlation between
the exposure to Paid Media and the consumers’ post-service satisfaction with the value of the

correlation being negative.
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