nyaTgrsULuudumadldiveaiaussaunsalilivesdiunansduiuuneundiady

witawelalvifiugnan

JuginfAnen avnalulagansauna
andumnalulaglve-guu
Yns@nwr 2566



IMPROVING THE USER EXPERIENCE OF ONLINE SHOPPING USING USER JOURNEY
ANALYSIS TO INCREASE CUSTOMER SATISFACTION

¢
/NsTiTuTE OF 4

is Suk

eme

for the Degree o er of Prog nformation Technology
Graduate Studies
Thai-Nichi Institute of Technology
Academic Year 2023



Wt Ineinug nyiasengliuudumldieasislseaunisal
AldvesdiunansdunuuLaundindutaulimasig

Anuitanelalvifiugna

oy IO ALY
GRURPLY walulagansaune
9158 NUS N Ineinus A3.0AY8Y1 UuAusiy

¥ = ] =

JaudinAnwy anduwmalulagne-uu suslialviduinerdnusatuilidudiunis

YBINIAN IR UNENGA TUT YUV Tuane

...................................................................... U3e51UNTIUNT
(HeemansIanse a3.23ms Insinga)
...................................................................... NI3UANT
(NA50893 AS.ATATY A1DUNT)
...................................................................... ATUNNS

...................................................................... 1958NUS N INTRNUS

(n3.0fyey1 HuAuse)



(% L3

@Iod auvigy : MBeTeRsUsuUEusldieaseUsvaunsallivesdiuuans

duAuuieundinduteutamaienuianelalviiugndn. 8191589nUinw : asefvan

HuAudy, 95 nii.

mAeTsisULUd Il fifieansraunsaiiflivesdumansdud uleundindy
Foutliadueuiiamelalitugnéndidagussasdlunsiiide feil 1 msvuuuvoadumaeld
fdmsumiAuiuueUninduioAudeatla 2 ngUuuutsaumsaldidsnsaueundiedy
Foaudooulavifidonadostudumedld nmsfnwuieatunisinwmginssuesdldon
sl emdsuiuudumeliiaun 4 Uiy Aesuunuil 1 Aedummeslifiimasoudie
Audn sULUUT 2 AemadentoAufiitaudiamsnzastenseiuaudonis sUuuuil 3
AoguiuuiiimspaushdussielushiulazsUwuuT ¢ Aoguiuuna smsnaiuszing
sUMuU 1 3UuUUTl 2 JUuuudl 3 TnetunouasiiBnmsBuiuandnstuusesiidoumousiay

e

sukuu Waldfnwanuuuinaesldngidelannmsviwuuaeuniamginssuvesyuslandum
saulatiivaengAinssu wagvanvaewuudtaeslinistedusoaulal Adeladendnaes
AldYuIneiv 2 gUuuURe JULUU 1 wuuiiaelivesnaguitegnuanagnaudendunias

va v

sUuULT 2 wusiaesldvesndusagneyprafiioaUsrasdmatedudn Tasguiuud 1 {3de
I¥deesiuin WWaenadostudumalFnuiasmnsand miunguiitnadondudasingingsy
Tdumemosfldfifimsiouiiovaudi warsuuuud 2 aesndesiuidunagldnuuasmnza
fumsldauueundiady dmsunduiosnsyraaiiignusvarmatedudn alisuuuuduns
Aiuvunzeaiodondudniinuesiens eeziiualuGowesmm dwnnidhuaufimauwmils
fdnuazilomadondudnfifisiaaudifisnnd adiulddmefnssunsdoaudvesldass
madenefufuasmsfumauiasiinginsnfiaenndastugUuuudumld dninmssendld

Tgnaiungulwneveaeundinduasinigldnunannuiaelaniniign

JunnEnY ANULDVDUNENYY oo,
A1 Waluladansaumne AN859T001ITINUINEN e

Uns@nw 2566



WASURAT KHONHAN : IMPROVING THE USER EXPERIENCE OF ONLINE SHOPPING
USING USER JOURNEY ANALYSIS TO INCREASE CUSTOMER SATISFACTION.
ADVISOR : DR.APICHAYA NIMKOOMPAI, 95 PP.

Improving the user experience of online shopping using user journey analysis to
increase customer satisfaction. Shopping that satisfies customers has the following
research objectives: 1. Find a pattern of user journeys for product pages on online
shopping applications. 2. Find a suitable user experience pattern for the app. Online
shopping apps that align with user journeys A study of user behavior found that there
are 4 user path patterns: Pattern 1 is a user path that involves comparing products.
Pattern 2 is choosing to buy products with specific products. specific or relevant to the
needs. The 3rd format is the format where product introductions or promotions are
viewed and the 4th format is a mixed format with a mix of the 1st format, 2nd format,
and 3rd format by The steps have advantages of each format. When studying from user
models from questionnaires, there are many behaviors of online product consumers.
The researcher has created two user simulations: Model 1, a user model of a sample of
people who choose products, and Model 2, a user model of a sample of people with
the intention of purchasing products. Model 1, the researcher has simulated. It is
consistent with the user's path and is appropriate for groups where product selectors
have a behavior that compares products. And the second model is consistent with the
user's path and is appropriate for groups of people who have the intention of purchasing
products. There will be a specific user journey pattern to select the product. There may
be a translation in terms of price. Users will have the opportunity to choose products
with lower prices. It can be seen that the purchasing behavior of users will choose
products and search for products with behavior that is consistent with the user path
pattern. If applied to suit the target group of the application, it will create the greatest

satisfaction for users
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2.3 durmamsdaRudnvesdldeuuuneundindu e-Commerce

User Journey #o umsvesdldf lufitdemsfiuandidiunmanuduriug
seviflifundnfasivensindujitolafetulugiuuuiiuguiian mevhuwuiinaduna
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warasualvedlditeasnazessn nswEesilgndoussdananauinlugnsasnsnm [11]

CUSTOMER JOURNEY MAP Example (Switching Mobilc Plans)

JUMPING JAMIE EXPECTATIONS
Scenario: Jamie needs to switch her current mobile plan. # Clear online information

Shewants a plan that can save her mon ey without having to * Ability to compare plan breakdowns
sacrifice usage limits * Friendly and helpful customer support

DEFINE COMPARE NEGOTIATE SELECT
1. Review current plan 3. Watches commercial 6. Calls current carrier to 8. Decides on a new plan
ADelns pariid onTv tellthem she is and calls customer
for new plan 4 Researthes campanies shopping around service to switch service
and offers on consumer 7. Calls competitors to

reports website see what they can offer
5. Uses current carrier

“I an

website tool to “Well, | guess that
compare options. was alf worth Jt.”

/l/ /\ p e

“That offer seems
iike a berter deal.”
“Ugh, why [s this
so difffcuit?’™

OPPORTUNITIES INTERNAL OWNERSHIP + METRICS

= Compare alternate companys’ offers for her * Customer Support Team: reduce average call time to 2 minutes

+ Breakdown current plan into $ amoun ts * Web Team: add funtionality to allow Jamie to compare plans within our site
* Customer support via text messaging/chat * Marketing Team: track competing offers to create competitor database

gﬂﬁ 2.2 fwe13 Customer Journey Map
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1) n1siden Personas YBRLEUNADINISIAY Personas ABNTATINAINL
anufvesgnAdunguidmunevesgsiatue Inedredeaindeyaifeatugnn wWieviaay
v o v A oA v a A4 & a v A
WhlauagSudvanaidenlduinsvisededuaainauunyian [12]

2) MPUARIUENITVDINANTITAUU 19U ABINITNIBIMITAVAIN LU
Covid-19

3) a¥19518M3ve4 Touchpoint ludumsweawl¥nufensTugafnfesening

% 6 o 1 1 6 o v < t:ll % Ve

Alduazesdns lnggnAmuaiiudemisgunsaluasnisnsevinved ey 1uaangldanuidn

fannsldanugunsaltiug [13] wu nsialguilsnlsads daguin 2.3
CUSTOMER JOURNEY: A USER VISITS THE THEATER

\ e — NOF

Touchpoint 1 Touchpoint 2 Touchpoint 3 Touchpoint 4 Touchpoint §
Browse mavie 1mes Purchase tickets o Call theater wit Dawnload tickets Scan rickets for entry.

on lagto mabile pione & G

NN/g

JUN 2.3 f79E1e Touchingpoint Yldau

a) fnfamnuiisla amuazanudosnisvesdld wu Anuesindguaind
dlolsianansasenluvhianssudrsuenls

5) Sraunudidumsgldan

6) WsanaNIresuaivaltinenIltuiionsualauidnatals

7) avvdeuLazUIuUTIeLIaNe

Y =% 1

8) 1aM155¢734 : aE ANy ILAAIUNTANAI NN BEIANINEIUTNANAN

3 3
wlaidseiulatioglsthe essifenihudnseiuasudluiae

AudAvetduNIeEldnu (User Journey) 1lunssuiuniseaniuy UX
\Wumsiesginganssuvesldluaniumsaiine dudeamsladeamaenils iesiliginas
yhegslslinansusivonsduannsodiielingutimanegld Snsssiliiinasvhedls

A ¢ & 12

Wildifin UX Nfrendnsdueiviouusunveds auvilmannisldnuiseiiesluisesy
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PPC Website Blog
E-mail 4 \\ ," “\ ;”' ‘\‘
) P . i A % Community / \ )
Direct Message ¥ Q socialimecia ,o Store ° Forum Promotions@ @ SoclalNetworis
7 1 Il Y, v
/ \ / \ B o 4
: arketin
Online Ads ¢ Fteviews¢ E-Commerceé 0 @ ng . Newsletter
H ! i \ E-Marketplace T (CRMm, CEM)
| \ ' \ f
1 1 [ )
nduf nadszdiumaian Awiutey n13ds ATNANR n1suanda
(Awareness) (Consideration) (Preference) (Purchase) (Loyalty) (Advocacy)

1
I
PR °‘ ¢ Word of Mouth ° Blog ° Direct Mail FAQQ @ Call Center
\ I
LY

\ :'l
o’T\‘f o’F!etargetlng online Ad. ©Sewlce Calls

Radio
Print Ad.

JUN 2.4 unuidunisiiiuniavesuslaalugafdsa
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7119015V
~ I3 a A v a Y a a
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MansduNwaligedn nsdunauuulidusuasnsdunasuulifidsu weliladeyaigedn
warvaziBunige iendaviluuuinidunsfiuniwesiuilaaneliiinanufisnelase
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2.4 BanN15NLUULAUNALAYY e-Commerce

2.4.1 Adsantelssanistedunsainaaulal

Color and Consumer

e Color is one of the most powerful methods of design, Howeve, it is nol entirely universal. Colors that
entice in North America are ditferent from those that antice in India. Below are colors that affect Norh

YELLOW ©RED © BLUE © GREEN
OPTIMISTIC AND YOUTHFUL >En(nm‘ > CREATES THE SENSATIONAL OF - ASSOCIATED WITH WEALTHY
OFTEN USED TO GRAB INCREASES HEART RATE TRUST AND SECURITY THE EASIEST COLOR FOR THE
ATTENTION OF WINDOW CREATES URGENCY OFTEN SEEN WITH BANKS AND EYES 10 PROCESS
SHOPPERS gi'ggSEEN 1N CLEARANCE BUSINESSES USEDTO RELAX IN STORES

£ ORANGE © PINK ®BLACK @ PURPLE
>mauurum >wnmm IJSEWHA‘:I‘EI’LM >w&z€wﬂ:§;m

SUBSCRIBE, BUY, OR SELL TO WOMAN AND YOUNG GIRLS PRODUCTS ANTI-AGING PRODUCTS

JUN 2.5 Flnadonisinauladodum

% =

Yn o v Y o = v Y a U A= A i & a X =
N'JGUEJVL@VHﬂ'ﬁﬂﬂﬂ']QUﬂ'J’]Lﬂﬂ'JﬂUasﬁﬂiJNam@ﬂqﬁsﬂ@ﬁ‘Uﬂ']ﬁ'uJVl KISS Metrics ¥4

3
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]

Tuunmnudslanauesiednddunvansauueniiuudliinnuidnesinemnstudsdwalige

Ve dy [ a Y v
AN3EneENTe 08Ny waresNUuaNTNlBNIe [17]
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2.4.2 msUsEInan A nwarawas Color Image Scale naunan15v84 Shicenobu

Kobayashi
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. / \ T H N
L AR o \ B
\ #eem

o > ~.\
" GORGEOUS ™
N L

o

g’dﬁ 2.6 13vEwazIsUaluesn N (Color Image Scale : Shigenobu Kobayashi)
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1) FuluumLTiemsen (Low Fidelity) gutluuva3 Prototype Gﬁzuﬁugm
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7D A9 Prototype USTLAVIATEATY 39 N1500NWUU Wireframe UULUSIATUANGS 19U
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An analysis of online marketplace application based on user experience

principles for user satisfaction.
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ABSTRACT — The current situation of the COVID-19 outbreak has
changed the purchasing behavior. More and more people use it to order
online. This has led to the dewvelopment of more online markelplace
applications as a guideline for studying and o
applications to fid a good user experience for online marketplace
applications. Users are satisfied with the layout that is not too tight on the
eyes, the use of expressive colors and the ease of use. Designed based on
user experience research, the emotion and feeling of color and Ease of use
of the application. Users who have used the online marketplace application
befare are satisfied with it and users leam how to use it the first time they
use the application.
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Keywords — User Experience, Online Marketplace Application,
User Behavior
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