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Abstract
The purpose of this research was to construct index to compare levels of customers’ Image between
Messenger on Facebook and Instagram chat. Conceptual framework was based on American Customer
Satisfaction Index model. Stratified random sampling technique was applied to select 401 customers to answer
self-reported questionnaire. Data were analyzed by factor analysis and bivariate analysis. Research findings
revealed that levels of customers’ Image of Messenger on Facebook were significantly higher than those of

Instagram chat.

Keywords: Customers’ Image, American Customer Satisfaction Index, Messenger on Facebook, Instagram chat
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1. NGUATDENN

nsfinivhnsuiegnauutund (Stratified Sampling) 91ngnéves wawueeslumadauas wvly
Buamunsy 913y 401 au Tnesausindeyannuuuasuniuesulay

M19199 2 BIAUTENBUVBINGUAIBE

Uszim wuauaasluwadna wynluduaniunsy 374
gtd 86 a4 130
66.15% 33.85% 100%
N 162 109 271
59.78% 40.22% 100%
I 248 153 401
61.85% 38.15% 100%

51971 2 WARIDIAUTENBUVBINGUAIDE1 %nt.ﬂuqnﬁwmLLmaL%uL%ﬂuLWaﬂﬂ 248 Ay Anndu 61.85% LLafoJuQﬂﬁw
yowyvluduanunsy 153 au Andu 38.15% Imauﬂa%uqﬁmmwmaqqﬂﬁw Tnaiduwandgeduau 271 au wazdu
WAYI8IIUIY 130 AY

2. \seslafldlunis3de

Adeilduuvasunmesulall (Questionnaire) Wuiadasiialuniaiivsausiudeya Tasuuuasuauuls
ooniu 3 dau fio dudl 1 wazduil 2 azvieutoyadiuyana uazwginssulunislduinns uazdwwd 3 1Huunsia
Likert Scale Lla¥nszsuanuiienelafidnenmdnvaivesuinig
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BansAnnlumsienginazaidviinssfuanufimelafifdonmdnualvesing Inensldmsinsed
9% (Factor Analysis) was3smsAnwiuieudisusaiiseiuanufisnelaiifidenindnuaivesuinig Tneldnsmaaeu

auuURgINLUUTILUTADI (Bivariate Analysis) WiaiUSeuiieuanade Tngldisn15n19adid t-test oy ANOVA F-test
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1. dnwazvanguitagauazdaya

neusegsdulva dunds S1uau 271 au Anidu 67.6%uazdue 1w 130 Au Anduy 32.4% F1ven8ay
aglugae 17-36 U 91uiu 242 au Ay 60.3% antuzainlan $1uiu 217 au Aady 54.1% nsfnwiidsdne
U n3/USens 91U 237 AU 59.1% 5’181511@158@1'9@@‘14@%}114% 20,000-30,000 UM% 31 103 Au Andu
25.7%

2. nan1InTidoya

2.1 nansasasiinseruanufianelafiidenindnuaivecuinig anuuuasuaudieISnsinszitede
WUIMAIYOIFactor Loading, Total Variance wag Cronbach Alpha 1Au 0.7 uanaintadeng o wisawiaig 9 dau
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A519% 3 LansNan15As1eKilade (Factor Analysis) wazauiiieiols (Reliability)

Factor %Total Cronbach
ltem

Loading Variance Alpha
mwmﬂwﬁ'wmgnﬁ"l Customer Expectation 0.7275 0.8122
Funounsldoie 0.8506
fimshnsiodouefiaznin 0.8802
i diivannviane 0.8271
111129A8AMAIN Perceived Quality 0.7736 0.7073
anunsadniangudmnneldsing 0.8795
ansndsgUAudiidemslipreunsnasiemerauld 0.8795
JuUBIRBAMAT Perceived Value 0.7026848 0.7856891
anunsaienguauvuilaunnnd 2 au 0.7555
anunsanagniazuansruAnula 0.8892
anansa call msulgvialan 0.8640
uNNBINNANEAI Perceived Image 0.8143 0.7710
firuavmnlunstevedudunntu 0.9024
Hudaau gﬂfﬁamazmﬁaﬁa 0.9024
ANUNINalafau3n1s Customer Satisfaction 0.7207 0.8027
Iglduennanduiisinaunin 0.8607
Iplduonndintumueudenis 0.8986
Twonwdiaduldluynaniui 0.7834
n135%84381 Customer Complaints 0.9214 0.9571
uialglngaseinauniesiu 0.9581
vendgymlsituaudiviiuian 0.9635
venigmiludedsaueaulay 0.9580
A21U4NAYBIGNA Customer Loyalty 0.8114 0.7658
viuazuensedsd o Tugeuiivinudan 0.9008
vhuazdnadenlfuonmarduinelulueuan 0.9008
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Obs. CE PQ PV IM csl CcC CL
wavndiady
Messengeriu Facebool 248  0.808 0.798 0.785 0.784 0.762 0.497 0.745
wn Tu Instagram 153 0.823 0.798 0.767 0.774 0.767 0.355 0.726
t-test 0.808 0.034 0.972 0.503 0.282 3.968 ***  (0.853
dudlunsdends
Lgaﬁ’l 355  0.831 0.807 0.790 0.789 0.774 0.411 0.748
AszLln 46  0.678 0.725 0.685 0.711 0.683 0.681 0.662
t-test 5396 *** 2790 ** 3.812 *** 2648 ** 3.108 *** 5002 *** 2,624 **
——Messenger 1 Facebook 19 11 Instagram —Lgafh —nsmih
CE
1.00
CcL 50 PQ
0.00
csl PV
M
IM
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