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ABSTRACT

The research “Marketing Communication for Customer Relationship Management in
Facebook” aimed to study the communication concepts, persuasive appeals, and customer
relationship management via social media by selected enterprise samples.

This study was qualitative research, focused on facebook commercial fanpage’s contents
from six selected enterprise samples. Content analysis was implemented for analyzing all data as
messages, pictures, and videos. Then, the output data was brought to categorize in a form of
coding sheet for final analysis. The conclusion was presented by using descriptive analysis.

The results of the study revealed that all selected enterprises had similar objectives of
marketing communication. First, it was the objective for persuading target clients to buy products
or attend event activities they organized, hence the communication concept aimed at arousing
consumers’ demand for products and attracting them to participate activities. Second, it was
communication for entertainment by using facebook fanpage. The purpose of this was to please
consumers and implement public relations for keeping in touch with target groups by performing
stories, tips, and entertainments. Third, it was sale promotions for attracting consumer’s attentions
by setting up sale activities or supplying set of products in lower price.

The practical feature of facebook fanpage presentation was to make satisfaction and

create persuasive appeals to followers (target clients), so that it could attain company’s purposes.



However, the persuasive appeals had to depend on product characters. For the headline of fanpage
presentation, it frequently presented sale promotions or sometimes funny story as a humor appeal
in order to impress followers. Therefore, to attain company’s purposes, it was responsibility of
fanpage admin to create persuasive appeal contents according to product characters and fanpage’s
identity.

For customer relationship management via facebook fanpage, the selected enterprise
samples had used similar presentation forms which were considered to divide into two notions of
presentation; features of presentation and purposes of presentation. For the features of
presentation, there were 2 forms that were message as a main detail and picture/video added, or
picture/video on top and message supplemented. Due to comprehensibility, these two forms are
often used for explaining and building sensations to the followers. Picture and message added was
the form that the admin used most, by using picture which could build audience’s emotion linked
with corresponding message. Using video, it was for showing motion picture and sound. The idea
of this was to please users or persuade them to join games or event activities so that their target
customers would know and attend all activities they held. As for the purposes of presentation,
there were 5 purposes : To inform, it was a channel to thoroughly inform customers/receivers the
company’s news or coherent situations. To make knowledge, it was the way to detail about
products, company’s background, or product tips. To persuade, it was for persuading followers to
attend their activities. To receive feedback, it was efficient two-way-communication channel
between enterprise and customers, in order to know clients’ opinions for developing products or
services. Finally, to entertain, it was the best way to make positive attitude toward customer by

posting humor situations or funny short stories.



