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JIRAT NUNTAPHUET : INFLUENCING TOWARD CUSTOMER’S DECISION
OF E-LEARNING BUSINESS SERVICE VIA SOCIAL MEDIA IN COVID-19
CRISIS. ADVISOR : ASSISTANT PROFESSOR SURASIT UDOMTHANAVONG
(DOCTOR OF BUSINESS ADMINISTRATION), 111 PP.

The objective of this study was to examine the consumer’s behavior to using
e-learning business service via social media in COVID-19 crisis and to investigate the
influence towards customers’ decision to use e-learning business service via social
media in COVID-19 crisis. The sample was customers aged 15 years and over with
prior experience of enrolling e-learning course via social media in COVID-19 crisis. A
questionnaire was used as a research instrument to collect data from 550 respondents.
The sample was selected based on two-stage sampling methods through a judgmental
sampling and a snowball sampling. Data were analyzed using descriptive statistics,
including mean, standard deviation as well as inferential statistics for multiple regression
analysis. The analytic results of this study indicated as follows: most of the respondents
were female, single, aged 15-20 years, graduated with a bachelor's degree, student,
and earned monthly income of 10,000 baht or less. In terms of customer behavior, it
was found that respondents used e-learning course during COVID-19 crisis. A
frequency of using the service was to enroll one course per 3 months. The respondents
used the service during the holidays (Saturday - Sunday) during the night (18:00 - 20:00
hrs.) and the afternoon (13:00-17:00), respectively. A cost of applying for e-learning
course was 3,000 baht or more per one time and 2,000-2,999 baht per one time,
respectively. An influential person for decision to use e-learning business service was
oneself. The most popular e-learning course type was language skills, knowledge based
on curriculum, and other skills, respectively. In hypothesis testing, it was found that

content marketing perception (B = 0.272) and 5 As marketing strategies in terms of

Aware (B = 0.132), Appeal (3 = 0.289), and Ask ([3 = 0.239) had positive influence on
customers’ decision to use e-learning business service via social media with a statistical

significance level of 0.05.

Graduate School Student’s Signature........................
Field of Study Business Japanese Advisor’s Signature........................

Academic Year 2020
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