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ABSTRACT

In the/present day, online media, especially social media, had been one of the
_significant marketing tools' to help driving a ‘business. This was because of the emerge and
development of .new technology. Thus, in order to select proper marketing communication
channels, it needed to be adjusted to align with consumer behavior and lifestyle to-be able to meet
consumer need better. The objective of this independent study was to study expectation and
satisfaction of Line application  users' on receiving marketing notification ‘via official Line
accounts. This study used questionnaire as a method to collect data: The sample was the followers
of brands and services'type of official Line account: It was analyzed with-Frequency, Percentage
and. Likert’s Mean by testing the correlation between personal factors and user’s expectation and
satisfaction towards receiving, marketing notification viaofficial Line accounts with One Way
ANOVA statistics

The study showed that the samples had a high expectation towards the marketing notifications
on products and services information, distribution channel, price and marketing promotion. They only
had medium satisfaction rate on the marketing content. Three topics which was rated high were
marketing promotion, products and services information, and price information. The topic rated medium
was distribution channel information. The expectation and satisfaction rate towards format of receiving
marketing information was high. Considered on each area of expectation, it showed that the samples had
high expectation to all areas. First top three were color format, video and sound, and picture format.

- However, they only rated high satisfaction towards three areas and had medium satisfaction on picture

III



format. The result of correlation testing between personal factors and expectation towards marketing
information content and format showed that age had the most relation to expectation. In terms of
correlation between personal factors and satisfaction, gender had the most relation to satisfaction.

Since most of the followers tended to block official accounts, company should study
consumer behavior in detail because in order to create one official account, it costed high
investment. The company should also created interested activity to drive consumers' attention to
the official account. For the expectation and satisfaction on content, the pictures and products and
services information should be displayed with detail and easy to understand, as well as linking
with their website so that consumers could access more information. In terms of the expectation
and satisfaction on format, company could use infographie,.which could display both detail and

pictures, to create more interest to consumers,
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