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AND BEHAVIOR OF GOVERNMENT UNIT’S WEB SITES USAGE : ASST. PROF.

RATTAYA TOKAVANIT, 151 pp., ISBN 974-53-2015-3.

The purposes of this research were to examine: 1) the strategy of communication
program to promote consumer’s perception and behavior of government unit’s web sites 2)
consumer’s perception of governmental messages and communication tools and 3) consumer’s
behavior of government unit’s web sites usage. The research was conducted in 2 parts. The first
part was qualitative research by in-depth interview with representatives from the Revenue
Department and TOT co., Ltd. The second part was quantitative research by surveying. The
respondents were 455, aged between 25- 45 years old who use internet at least one hour per

week.

The results from the interview indicated that both government units have based their
communication strategy on 4 procedures: 1) specify target audience 2) set objectives 3) determine
message direction and 4) utilize communication mix between offline and online media. But there

were differences of details in each procedure which depended on budget and time factors.

It was also found that consumers had low level of message and communication tool
perception. In addition, it was discovered that consumers had low level of behavior. The major
factor consumers used for decision making in using services on website was the trustworthiness
of the government units who were responsible for the online service. Moreover, consumers

tended to repeat the usage because they found the service satisfying.
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NTNITN 15ulased
N5ENINNA InU www.mod.go.th
NIZNINMIAGY www.mof.go.th
N3N NMIANYTLNA www.mfa.go.th
nsENsNMINeuiieIasim www.tat.or.th
ﬂizmaamiﬁwmﬁmmmzmmaj“uﬂwamqy5 www.m-society.go.th
ﬂizﬂiﬂﬂlﬂyﬁil,tazﬁﬂﬂiﬂj www.moac.go.th
NITNTNAVUINY www.mot.go.th
N3ENTINNNTFISUAAUAZAMINGON www.mnre.go.th
nsznsrama Ty Tadeas aumauasms doans www.mict.go.th
NIZNTNNAINU www.m-energy.go.th
ATENTIINAYE www.moc.go.th
ATLNT 1WA Ing WWWw.moi.go.th
NILNINYATITN Wwww.moj.go.th
NTENTIUTINIU www.mol.go.th
NIZNITIIAUTTTY www.culture.go.th
AsEnIIIMemaasuazmalulad www.most.go.th
ATLNINANBITNG www.moe.go.th
NIENTNYATIHNITY www.m-industry.go.th

TERE Report. (n.d.). Retrieved October 7,2003, from http://see.nectec.or.th/email-

list/report].html#12
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2 | uSnisdeyarieuiien (Foyatinas) 75.3
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6 | vuimateyanzibousiugs (@oyavna) 67.5
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fun:  dninauadaunaIf. (2546). Retrieved December 7, 2003, from

http://www.nso.or.th/thai/stat/summary/opigov/opigov.html
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N SANUADALKWIIA. (2546). Retrieved December 7, 2003, from

http://www.nso.or.th/thai/stat/summary/opigov/opigov.html
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msdeesie nizurumsuanlasudeyanaznienoanNuNINTENINGET
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A0ENIFTUAUIIN Jad (Sender) MIMsAANUAITBRNNUTUMYA FUNIW 1Az/MT0 178
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(Encoding) uamq’miNmﬁhmmqmiﬁamﬂﬂq@iu (Receiver) B99giinsuilannuaisn
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lasuamanudnly nazdduiusmsdeaswgnaluiodsvamsiimaouaueinay l1ds
A Tagszniemsdoasansnnan15unIu (Noise) 9 umsnuasauazii ldanunneves

asinamstaiiiou (Duncan, 2002) (QUALNTWT 2.1)

UAUNINT 2.1: ﬂi%ﬂiuﬂ1§§§]ﬁ1§

Noise
Competitive Messages

Sender Message Channel Receiver
(Encodes) (Decodes)

i 4
A

Feedback <

41 Duncan, T. (2002). IMC: Using advertising & promotion to build brands. Boston, MA:

McGraw=Hill/Irwin;, p.126.
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Communication Mix

Offline
Media(Traditional)
Target Audience » Advertising
o Personal Selling
+ Sales Promotion
+ Public Relations
e Word of Mouth

Objectives ——| Design message -

Online Media
e Search Engine
o Link Exchange
s Banner
e E-mail

N Adapted from Kasper H., Helsdingen P. V. & Vries W. (1999). Services marketing
management: An international perspective. Chichester, England: John Wiley & Sons, p.

559.
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Standard Learning Hierarchy

Learn == Feel —> Do

Service Sector Hierarchy

Learn

v

Feel — T Do

n: Bennett, R. (2003). Communication in services marketing. In R. M. Janet (Eds.), Services

marketing: A managerial approach. Milton, Qld: John Willey & Sons Australia, p. 243.
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Learn Feel

Informational Transformational
Create Create an
awareness attitude, feeling,
or attention emotion, belief,
or opinion

Behavioral
Create action
Relational
Create interactivity
and repeated action

Do

=).
=
=

Adapted from Duncan, T. (2002). IMC: Using advertising & promotion to build brands.

Boston, MA: McGraw-Hill/Irwin, p. 320.
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N Fill, C. (1995). Marketing communication: Frameworks, theories and applications.
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UWUNINTA 2.6: Customer’s Purchase Decision Process — Comparison of the Traditional

Five-Stage Model and the Three-Stage Services Model
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v v Post-purchase evaluation
: Repeat purchase
Post-purchase behavior Post-purchase behavior Customer loyalty

Positive or negative word of mouth
Switching service providers

N Adapted from White, L. (2003). Buyer behavior. In R. M. Janet (Eds.), Services

marketing: A managerial approach. Milton, Qld: John Willey & Sons Australia, p. 27.
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