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# # 6280038328 : MAJOR COMMUNICATION ARTS

KEYWORD: ONE STOP SERVICE ON-DEMAND APPLICATION, SERVICE QUALITY
Sirawan Panswad : FACTORS PREDICTING CONSUMER'S LOYALTY TO ONE STOP
SERVICEON-DEMAND  APPLICATION.  Advisor:  Asst. Prof.  TEERADA
CHONGKOLRATTANAPORN, Ph.D.

The purpose of this research was to study the media and information exposure,
marketing mix (4C’s), service quality and brand loyalty in terms of attitude and behavior
of consumers towards one stop service on-demand applications. The factors of the media
and information exposure, marketing mix, and service quality on consumer's loyalty of
using one stop service on-demand applications were also predicted. This research was
quantitative research conducting questionnaire for data collection from 400 respondents
who aged 18 years old and above and who have used one stop service on-demand

applications at least three times per month during the past 3 months.

The study showed that most consumers have exposed to media at the average
level particularly via online media. They rated high attitude on easy and multiple services
especially being able to view cost before using. Moreover, the respondents have high
satisfaction towards using one stop service on-demand applications with trust and
credibility. In the same vein, consumers have brand loyalty at a very high level in terms
of behaviors such as repeatedly using and recommending one stop service on-demand
applications to others. It is also found that service quality is the best factor for predicting
consumer’s loyalty toward using one-stop service on-demand applications followed by
marketing mix (4C’s). However, the media and information exposure cannot predict

consumer’s loyalty toward using one stop service on-demand applications.

Field of Study: Communication Arts Student's Signature .......ccccovveerrienenne.

Academic Year: 2020 Advisor's Signature ........cceoveveeereenn.
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[% ' (%
Y | [ 1 1 v Y

wfansAIIALie A kazEIndmiieegsentuionuasuluilunisnssan
lagn1siansandadunuuesuilnanaesiteiienaglvladuaiunld gan1saesiadudes
o = ' Yo ! Ay a ¥ ! ! d' ! a dy a v [ [J ' Yo
Awndeanlddnesngg nguilnadesingeenluneuniaginetiudedun lidnzidueldine

1399N15AUNN ANRDATD ANEsET [WudY



21
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a ¥ d‘ Id ¥ a U a Y A o %
n13nszargduanluyng eaveiduldls lneAndmingauieduaiduinaginle

(% ' (%
09 = Y

Tnaaulatazdetu Judusesnaratulundl iesanteanianisianuneasielndy

eX2e
c
an)

2ABIAnTY siNANAEAINlUNSTRAUA kAT USN1S VR USLnAldegals ins1glun oudl

)]

Auslaavzduddndulaesinag@onlvu Yournwils wazdeiaila uinniinisteniy
FoanngnivuatulagREnLazHInI Mg
4. n15deas (Communication)

ax A & a v A v o A & A A
FBnsdearstuwnuiaglddoiionisnszfunisdnduladosuuluefniineus zau

(%
Y

Audnsa Jaguunisdeansezresinnsanisdewazanstafuslaaagsuila suudianisnain

'
a

Fuillallouddn fuilnazsvanildudamdesnsasyamilowsu wilagiuduslaadeniiagily
wazliils 1denNazionazliive AdunsduaiunisnaindendsiuanlianudiAylutes
nMsERaEITNINAIINITan wan tan wau lagliaudiAglunisadiiaugessn aseauisla

HudeNEUSINATUTUINNI
a

a Y v o= I a o y {
ndina1Eteiuisasulaan uunfediulszaunnanisnainwulntede 4C's 9

Whndsuyunesiazyinbidlaluguvesdusloauiniu sududunisusuilieunagns

o
a v v A

WelvaeandasiuaudeenisuazngAnssuveeguslaauindy dnviedalin1srnaunany

walulagvisevennalunisdeasivig Nazadan1ssuiiaznauausrianiuABINITUes

% Va v =%

nustnalaag19d TaeridedelaiinuiAndiutszannianisnats 4C s unldiduwuiniely

Y Y

3398 iedrsevimuafvesuilaaidneuinisueundindunsiiuinisyaieadniasa

WUUMDUAUDIAIIUADINT

a a a o/ a\ [
3. LLU'JﬂﬂLLﬁZ‘VIETH{]LﬂEJ'JﬂUﬂ']'iLUﬂi'U‘U']’Jﬁ']’i

[

nsdearsuudaliinduladenddytedentdsluiiinvewyed uenmioantadua

niianudndudeniuegsenvewyud laun Negends 91115 815n¥1L5A LATEIYIYIN Wil

A v ya a v Y] s A o ] a = o o &
ﬂqia@ﬁqﬁlu‘lﬂmﬂjquLﬂEJ'JSU@QIﬂEJﬁiﬂﬂ'UQJHHUL‘Vill@u{j"ﬂ"ﬂﬂﬁ LLGmﬁVI%mm{]%EJammu

& & v ¢

gousasefunisdearsiluniedle inszuywdiludnidiay uywdfosondonisdoansdu
d A = v Y st o a aa = 1 Y A o

\A309ile elrussaingUssasAlunisaniludinvesnuiaziiiosdsauiuaudus luday

nsdeansluiiugiuvenisinaeveinszuiunsdeny Bedenuiinnuad ududeuninuay

UsznaumeaudIuILInn nsdeansndsianuddgunTuvinty Neiwsznsiasuna



22

yadlantagiu deruiiudsuntacil asdundsanuadududounsonnuduau anudila

a 1 I

Annn9e) auoaneliiinauliidilavazliwulannaundnvesdnu felu Jsdeserdonis

[ a

doansduniasdeiouidaymdanan (nsall §hnaiadey, 2554)

wennl Yadelunsdeansidumiivuavesanudusa wieanudumaivenis
daanslugaiuans dufie nszuIuNTLdenass (Selective Process) Y0453uans Jedoi01Ae
deneveafilenudeiyygvisenisiddeniivssdnsamun widuwandldlidunsuseiu

ledsarudnsalunisdeansludagsuans daunisdearsfeuasfiegsuaisaediiniiy

Y

wianlumsSuasidsluimieslve insegSuanstulinnuwanaeiuidusuensual ieuad
Uszaumsal mnuanansatunsiinusasiinlanudevesdasyaaa (e Istana, 2546

919dslugmIuun Lauene, 2559)

nsasuvesduilaatuiiladenalgedenaginiidilafansdeansiunndiaiu

U ANWMEYRINUILAA UTENaumelne 818 SEAUNISANYT B1nuazUseaunisalnieg ves

Y a ¥

Y a = 19 ) ! I3 oA M v o
EﬂUiIﬂﬂ "?NNN@@?]B@@QLGU'ﬂ"i]aﬂwmgﬂQNL{]qﬂﬂJqﬂLUuaﬂqﬂﬂ ﬁ]ﬂﬁ]gaaaqi‘l@LﬂﬂquﬁMLLﬁgle@Lﬁ]u

U

o = L

' a o Y a & ) o A | | a o
Yan1an1sdsarsiudefuilan 1WudadedrdgyievdinadanisiUniuiedeg
N AnsIuNTldYRInanIsaean i vaangudmvuny anudlunislasuinddiwanlnu
N g v r-ﬂll ] =~ A o ) ° ° v Y]
wseldliantunsdeasunteeiiivsds Weihludgnisimuagduvumstiawelivingauiu
nauLdmunguazilugnisandn (Klapper, 1960) lanandis nssuiumsiiensuynansvie

Uasuinmansiseuaiouduaieadionsosnanslunisiuivesyud daseluil

1. nM91doninsu (Selective Exposure)

d{o’]gj a

oL UTUN DU NVDINISEDNYDINIINNSADENT NAUILLEDNLUASUFDWALV1IANSINA

wasansdegaieiunateunas sautanisidentmuaula (Selective Attention) glUnsu

Y

Yastinunltuiazidenaularnanuradlawnansnis lnetinazidana uauAaLiu A

I a a

aulavewnu eadvayuiiruaflAundegduasnaniedanldasnndosiuainug Anudila

Y

a

uwagvimuafunleguas ineldlitinnnemadnlanlldauganiedauliauiglamienin

A liaonAanInI9RIUAILlA (Cognitive Dissonance)



23
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